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The significance of employee retention in organizational success cannot be overstated, especially in industries like hospitality where workforce challenges are pronounced. This research delves into the critical importance of retaining talented employees and explores the unique challenges faced by the hospitality sector, with a specific focus on Ritz-Carlton. The overarching goal is to provide insights and recommendations to improve recruitment processes and retention rates, thereby positioning Ritz-Carlton as an employer of choice in the competitive labour market.
The hospitality industry, notorious for its high turnover rates, faces challenges exacerbated by factors such as stress, unsociable working hours, and evolving workforce dynamics. The impact of the COVID-19 pandemic, Brexit, and demographic shifts further underscore the need for adaptive retention strategies. Ritz-Carlton's unique approach, emphasizing character, attitude, and work ethic, has positioned it as a leader in employee satisfaction, as reflected in high retention scores and positive employee feedback.
Recognizing the specific needs of different generations, particularly Millennials, is crucial for tailoring effective retention initiatives. The research emphasizes the importance of addressing stress, improving work-life balance, and offering career advancement opportunities to create a positive work environment.
Recommendations for Ritz-Carlton include prioritizing employee well-being through stress management programs, offering flexible working arrangements, providing clear career development pathways, ensuring competitive compensation, and implementing Millennial-focused strategies. Additionally, adapting to changing workforce dynamics, addressing Brexit-related challenges, and maintaining a positive company culture are vital for sustained success.
The implementation of these recommendations will not only address the challenges highlighted in the research but also solidify Ritz-Carlton's position as an employer of choice in the hospitality industry. 
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According to PWC (2022), in today's dynamic and ever-evolving business landscape, the human resource department faces a multitude of challenges, particularly in the areas of recruitment and retention. This proposal aims to research into the critical significance of employee retention within the dynamic and fast-paced environment of the hospitality industry. With its persistent challenge of high workforce turnover, the industry requires a strategic focus on retaining skilled employees to ensure operational success. This requires a comprehensive approach to human resource management practices, encompassing effective compensation management, robust training and development initiatives, and a well-structured performance evaluation system. 
Furthermore, the proposal highlights the broader implications of human resource management practices within the hospitality sector, emphasizing their influence not only on employee retention but also on turnover rates, productivity levels, job satisfaction, and overall organizational performance. It also underscores the need for HR activities to be revamped to address employee concerns and adapt to evolving environmental and social trends.
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During the past 100 years, Ritz-Carlton has grown as a brand thanks to its constant dedication to service and solid credo as per Ritz-Carlton (2023). Its motto, employee pledge, service, and credo all serve as examples of its Gold Standards according to Addis (2022). According to Pravin (2021), the company, which is present in 30 countries, provides the best individualised experience for visitors staying in one of its 29,158 rooms. According to Bashin (2019), the wealthy are drawn to the Ritz-Carlton because they are willing to pay more for opulent accommodations. It has targeted upper-class families, business, vacationers, and corporate travellers.
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As Blythe (2021) mentions, with an annual staff retention rate of 70%, the hospitality sector in the UK is one of the largest and has long been a popular choice for employment. However, it is also notorious for having a high employee turnover rate. According to Comparably (2023), The Ritz-Carlton Hotel has a current retention rate of 75/100. The competition retention rate comparison shows that Ritz-Carlton is in the top 3 of similar-sized hotel chains in its ability to retain employees. According to Blythe (2021) and McAllister (2022) the current economic climate, shifting employee expectations, unsociable working-hours and conditions, Brexit, and a growing skills gap have all contributed to a complex environment in which attracting, retaining, and engaging top talent is becoming increasingly difficult.
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As highlighted by Ghani et al. (2022), personnel are an important source of competitive advantage for businesses, so companies implement a variety of policies and procedures to help them retain talented workers for extended periods of time. According to HR specialists, Peninsula (2023), the ability of an organisation to keep its employees and keep them from leaving is referred to as employee retention. It covers both voluntary and involuntary moves such as redundancy and resignation.
As per PWC’s report (2014), global economic changes are redistributing power, wealth, opportunity, and competition in ways that are drastically changing the nature of work. Every industry is being impacted by disruptive innovations, unconventional thinking, new business models, and resource scarcity. According to Rog (2008), the hospitality and tourism industry has been known to face significant challenges with recruitment and retention. This is partly because the industry is time-consuming, particularly in settings where customer service standards are high.
Sweta and Bottorff (2022) define Human Resources as being a complete and complex department which is present and actively engaged in all employees’ life cycles in the organization starting with their job application until they final exit interview.  Ghadi et al. (2022) highlights that studies have indicated that one of the key organisational functions that affects employee retention is HR management. Companies that do not prioritise their HR procedures run the risk of losing their highly qualified and experienced workforce.   
As per Nivethitha, Dyaram and Kamalanabhan (2014), the success of a hotel is based on how well the relationship between the employees and guests turns out. The hospitality industry is acknowledged as one of the components of the service sector that depends on customer service activities and customer satisfaction and is highly dependent on its employees.
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Nelson (2022) highlights in his article that in today’s competitive market that employees can afford to be selective when choosing a job as they want to be part of a company where their work is significant sustainable and offers prospects for a growing career. Nivethitha, Dyaram and Kamalanabhan (2014) presents the idea that there are two key challenges present in the hotel labour market: attracting quality staff and retaining that staff to cut the employee turnover. The same authors emphasize the hospitality sector's high employee turnover, which Blythe (2021) states is at 70% annually in the UK, leading to significant negative consequences for the industry. McAllister (2022) and Blythe (2021) provide statistics indicating that the average tenure of a UK hospitality worker is approximately 12 months, with the industry needing to replace 6% of its workforce every month, resulting in an annual cost of around £275 million.
Blythe (2021), Ghani et al. (2022), Nivethita, Dyaram and Kamalanabhan (2014) identify several common causes of high turnover and the challenges associated with retention in the hospitality industry:
· Stress & satisfaction: Daily customer interactions can lead to increased stress and reduced satisfaction among personnel, prompting them to seek alternative employment.
· Unsociable working hours: Working holidays, late evenings, and weekends can create work-life imbalances over time.
· Lack of flexibility: Last-minute demands, such as attending large bookings or covering for absent colleagues, limit employee input into work schedules.
· Employee expectations vs. growth opportunities: Many young hospitality workers seek career advancement, but businesses often view them as temporary staff and may not be receptive to their long-term plans.
· Pay: Discrepancies between employee expectations and what the hospitality sector offers have become more pronounced due to current economic conditions, leading to increased turnover.
These factors contribute to the industry's high turnover rates and pose challenges for effective retention strategies.
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According to Deloitte (2014) and Breslin and Chyba (2018), the workforce is constantly changing, with each generation bringing its own values and requirements to the workplace. Millennials, born between 1981 and 1996, will comprise 75% of the global workforce by 2025. They seek employers that support creativity, career advancement, and community involvement. Unlike older generations, Millennials prefer innovative approaches and studies indicate they excel in leadership, multitasking, and stress management, making them valuable in the hospitality industry.
Ghani et al. (2022) and Pendel and Helm (2022) state that Millennials seek jobs that enable them to learn new skills, engage with others, and receive ongoing feedback. When surveyed, 65% of Millennials prioritize work-life balance, 37% prioritize career development, and 34% desire the option to work remotely. According to McQueen (2022) and a UK Parliament study (2022), the COVID-19 pandemic led to an increase in early retirement, particularly among men under 65, making it challenging to fill lower-paid roles, such as those in hospitality. Age UK (2023) and McQueen (2022) note that the retirement landscape has shifted significantly due to the cost-of-living crisis, prompting some retirees to re-enter the workforce and those nearing retirement to continue working to meet financial needs. Statistics from McQueen (2022) indicate that the number of men under 65 retiring surged by 67,000 in the 24 months from March 2020 to March 2022, reaching a record high of 562,000. However, economic conditions have led to a reduction in retired men by 58,000 since March 2022, with the number falling to 504,000 in November 2022. McQueen (2022) and Age UK (2023) emphasize that tough economic conditions can alter retirement plans and compel individuals to remain in the workforce longer.
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According to Blythe (2021), McAllister (2022) and UK Parliament (2022), the Brexit impacted labour supply in the UK, leading to concerns about recruiting non-UK nationals. It also introduced new regulations that affect the employment of EU workers in the UK. These new regulations have influences employee retention and staff turnover because a big percentage of the low paid jobs in hospitality were covered by EU workers, who decided to leave UK. As of 2022 the just 26.3% of workers are from the EU, down from 35.9% in July 2018 and 43.2% in January 2019. 
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SWOT and PESTEL analyses are commonly utilised for determining the external and internal influences that affect an organization’s recruitment process and retention rates. By conducting these analyses, the management of Ritz-Carlton can identify key areas for improvement and develop strategies to overcome challenges in the recruitment process and improve retention rates.
	STRENGTHS
	WEAKNESSES
	OPPORTUNITIES
	THREATS

	Staff quality 
	Higher costs involved in providing the experience 
	Expansion into emerging markets
	Intense competition from other luxury hotel brands

	Strong brand & global recognition
	Labor-intensive operations
	Growing demand for personalized services
	Uncertain economic environment

	Exceptional training and development programs
	Competitive market with increasing customer expectations
	Technological advancements for process improvement
	Shortage of skilled hospitality professionals



	P
Political
	E
Economic
	S
Social
	T
Technological
	E
Environmental
	L
Legal

	Potential policy changes affecting labour regulations
	The present global economic downturn may result in a decrease in the demand for luxury goods and workforce loss
	Global cultural shifts may enhance travel experiences, including stays at opulent resorts
	Technology advancements such as: Adoption of AI and automation increasing usage of smartphones and social media
	Sustainability and green practices becoming more critical
	Compliance with labour and safety regulations

	
	
	
	
	
	



Research: Bhasin (2019), Maya (2021), Rieple & Nixon (2010), Reiss (2009)
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Maya (2021) highlights the significant role of the HR team at Ritz-Carlton in the hiring process, working closely with hiring managers to identify key skills and competencies for each role and develop comprehensive job descriptions. The company's unique approach to hiring and selection, as noted by Maya (2021) and Micheli (2019), focuses on character, attitude, and work ethic, aiming to build a diverse and inclusive workforce that mirrors the communities they serve. Employees undergo over 250 hours of extensive training to cultivate a well-trained and devoted team.
Echoing Borzykowski (2018), Ritz-Carlton follows a "beautiful culture" model to foster employee engagement and retention by creating an environment where individuals feel engaged, trusted, and valued. Simon Cooper's interview with Reiss (2009) emphasizes the company's focus on recruiting the right talent and providing career opportunities that align with employees' skills, with training being essential for their career development. According to Comparably (2023), Ritz-Carlton experiences high employee satisfaction, with 67% of employees not considering leaving for a higher-paying job and 80% feeling excited to work every day. Overall, 75% of employees feel the company is effectively retaining them, resulting in an "A" retention score based on 269 employees' ratings. Furthermore, Ritz-Carlton offers work perks such as career growth opportunities, recognition & rewards, and hotel & food discounts at the group’s global properties (Marriott, 2023).
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In conclusion, the information presented from various studies and reports highlights the critical importance of employee retention in the hospitality industry. The challenges associated with retention, such as high turnover rates, changing workforce dynamics, influenced by factors such as, economic conditions, and regulatory changes, highlight the need for robust strategies to retain talented employees.
The impact of the COVID-19 pandemic, Brexit, and demographic shifts has reshaped the labour market, necessitating adaptive approaches to employee retention. Recognizing the specific needs and aspirations of different generations, particularly Millennials, is crucial for designing effective retention initiatives.
Furthermore, the insights from HR specialists, industry experts, and specific case studies, such as Ritz-Carlton's unique approach to hiring, training, and fostering a positive work culture, provide valuable guidance for organizations aiming to improve employee retention. It is clear that addressing factors such as stress, work-life balance, career advancement, and aligning with the preferences of different generations in the workforce are crucial for effective retention strategies.
Overall, this comprehensive overview emphasizes the significance of employee retention as a key driver for organizational success and underscores the need for proactive and tailored approaches to address the challenges and opportunities in retaining skilled and motivated employees in the dynamic hospitality industry.
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Here are some recommendations for Ritz-Carlton to improve its recruitment process and retention rates:
· Prioritize Employee Well-being: Implement initiatives to address stress and satisfaction in the hospitality industry, such as mental health check-ins and stress management programs.
· Offer Flexible Working Arrangements: Consider flexible work schedules to address concerns about working hours and improve work-life balance.
· Provide Career Development Opportunities: Establish clear pathways for career advancement and offer training programs to enhance employee skills.
· Ensure Competitive Compensation: Regularly review and adjust compensation packages to meet employee expectations and reduce turnover.
· Focus on Millennial-Focused Strategies: Recognize the importance of the millennial workforce and offer ongoing learning opportunities and mentorship programs to attract and retain them.
· Adapt to Changing Workforce Dynamics: Be flexible in adapting to the shifting retirement landscape and economic conditions affecting retirees' decisions to remain in the workforce.
· Address Brexit-Related Workforce Challenges: Develop strategies to address the impact of Brexit on labor supply and explore alternative talent sources.
· Strengthen HR Involvement in Hiring: Continue HR team's active involvement in the hiring process, emphasizing key skills, competencies, character, attitude, and work ethic.
· Maintain a Positive Company Culture: Foster a positive company culture that values diversity and inclusion.
· Offer Regular Training and Development: Provide ongoing training programs for employee development and job satisfaction.
· Recognize and Reward Employees: Continuously enhance recognition and reward programs to keep employees motivated and engaged.

Implementing these recommendations will help Ritz-Carlton become an employer of choice in the hospitality industry, attracting and retaining top talent in a competitive labour market.
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