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[bookmark: _Toc191337048]Executive Summary:
This Five Star hospitality establishment with a long standing in Hong Kong has devoted itself to quality service and luxury. Lately, the hotel has widely experienced high staff turnover rates, which has put a big question mark on the quality of service. There remained concerns such as high turnover rate, low morale, and high absenteeism, resulting in poor quality services to guests, many guest complaints, and high costs incurred in recruiting and training employees. This consultancy report done by Summit Hospitality Consultants addresses the problem, causes and ways of addressing staff retention and the quality of services.
A review of studies on staffing at The Peninsula shows high levels of staff turnover, more so, within the first year of joining the establishment. The Asia hospitality industry constantly experiences high turnover ranging from 30 to 40 per cent per annum and it continues to rise (ASIA Hospitality, 2023). However, a further breakdown shows that; The Peninsula has been estimated to have even higher rates, especially in common contact positions including front desk receptionists, concierges and employees of the food and beverages department. This shall have also been supported by the guests' feedback as to the effect of staff turnover on service provision. Guest satisfaction seems to be declining incrementally based on online reviews and guests' concerns about slow service, poor staff attentiveness, and contrast in customer experiences. An evaluation when comparing the current feedbacks in Trip Advisor and Google Reviews, found the 2-year trend of the establishment's customer satisfaction to have declined to 4.3 from 4.8 possibly due to an increase in employee turnover. These are erasing the established image of The Peninsula Hotels and still, these practices potentially harm its profitability in the long run.
Various internal and external factors are attributed to The Peninsula having high turnover rates with their employees. The following reasons include stress arising from working schedules, the long working hours as well as the high expectations from guests. The demanding work environment, as is seen with most organisations, is more fulfilling to most of the employees, however, results in the early career employee burning out. While The Peninsula provides a luxurious image and service, occasionally the remunerations are not the best that one can find when preparing and proposing hospitality services in Hong Kong. He stated that many employees tender their resignation to accept other jobs that are better paid and come with better working conditions and flexible working hours. Some of the important factors that many employees in the hospitality industry value nowadays, especially the youth, include flexibility in working conditions and one's mental health. This is due to the absence of compacted break time and shifts in the working schedule proved unsatisfactory to workers. No regular promotion position has created tension mostly because the employees feel that they are not as valued as they should be. According to the opinion of many junior staff, there are few opportunities they have for promotions and this results in high turnover in cases where the staff seeks to grow in ranks. In Hong Kong, such wages are deemed to be very minimal hence extremely hard for the employees to support themselves due to the increasing cost of living. Furthermore, increased Brexit effects have impacted the supply of skilled labour force by decreasing the number of foreign workers who would be willing or able to come to Asia to work.
To address these issues, the following strategic plan has been suggested that involves employee retention, engagement and efficiency of the operation. More to the point, the competitive remuneration and packages should be brought and updated to meet or better the current market standards. By implementing salary benchmarks and bringing in performance-based bonuses, the remuneration package for a bigger population would be made much more attractive. Training and career development should therefore be accorded top priority by the management of this hotel through the use of leadership training programmes as well as developing and availing step-by-step career paths for the employees of The Peninsula. Mandatory actions should include work and family accommodations like shift and schedule changes the subsequent decrease in overtime working hours, and mental health promotion programmes for the well-being of the employees. Employee involvement and appreciation should be improved by introducing the scheme of holding staff celebration days and applying for the internal bonus programme for particular achievements in the field of guest satisfaction.
It has also been proposed to apply Kotter's 8-Step Change Management to the process of change and implementation strategy. Some portion of the budget for incentives, training, and well-being programmes will be determined and the results in the staff turnover level and guests' satisfaction level. Thus, the use of these strategies would improve staff turnover rates at The Peninsula due to increased product quality, and increased guest satisfaction and Scott's authority to recruit and terminate employees would translate to an improved authority in service provision. Higher morale and engagement of employees lead to delivering quality service to guests, thus improving Peninsula's reputation and controlling or minimising the number of bad reviews from guests. Also, the permanently low level of recruitment and training costs as a result of outsourcing will mean that the company will benefit greatly in terms of organisational financial capacity after some time has elapsed.
This consultancy report then provides the guidelines for achieving workforce stability at The Peninsula while keeping the hotel at the top tier of luxurious accommodation facilities. It is a pleasure to have been involved in this project and Summit Hospitality Consultants remains open to any consultation in the future as required.


[bookmark: _Toc191337049]Introduction:
The street has been famous for the hospitality of The Peninsula Hong Kong which is one of the most famous luxurious hotels in the world known as the "Grand Dame of the Far East." It started in the year 1928 and it has been providing people with the best place to be; having both traditional style and contemporary taste. Situated in the heart of the Tsim Sha Tsui district, it offers luxurious 300 rooms and suites, a celebrity Michelin restaurant, and impeccable service. Being the first hotel under The Peninsula Hotels Limited, it offers its services to high-profile clients, such as businesspersons, politicians, and other wealthy guests. Nevertheless, like any hotel of this class, there is a problem with the quality of the employer and, in particular, high turnover rates of employees that started to affect the quality of services provided to guests in The Peninsula Hong Kong.
However, The Peninsula Hong Kong has faced a high staff turnover rate problem in the past few years and it is one of the luxurious hotels. Employee turnover problems have, therefore, led to slow delivery of services, inexperienced workforce and overall customer experience has been negatively affected. The loss of employees about their counterparts in the hospitality industry and the conditions under which employees work offer the hotel a major challenge in difficulty in performing its optimum services. Negative feedback related to the issues of long-time response, lack of individual approach, and staff indifference imply that the clients’ overall perception of the brand can be affected along with the organisational performance in the long term.
Summit Hospitality Consultants has its main area of operations in the provision of workforce management and customer service in the luxury hospitality industry. Since handling employee relations, turnover solutions, and service excellence with several upscale hotels, their company, Summit Hospitality Consultants, has achieved a positive performance. Since The Peninsula Hong Kong faces a high turnover rate and uneven quality of service, Summit Hospitality Consultants are to offer a detailed evaluation of the hotel's staff satisfaction and proven strategies concerning their further enhancement to maintain The Peninsula's reputation.
To consider The Peninsula Hong Kong’s condition of the workforce, several tools will be adopted:
STEEPLED Analysis: This framework will assess the nature of staff turnover factors, which are grouped into Social, Technological, Economic, Environmental Political Legal, Ethical, and Demographic factors in the employing hotel industry.
SOAR Analysis: A Strengths-focused scheme that will help reveal the organisation's transparent Strengths, Opportunities Aspirations, and Results to focus on the growth point.
TOWS Analysis: The primary focus of this operation shall be majoring in internal factor strengths and weaknesses and external factors in terms of the proposed pointers towards future solutions for any challenges affecting the personnel.
With the help of these tools, the report will be an effective source of recommendations for staff turnover increase, service quality improvement, and The Peninsula Hong Kong's reputation enhancement as the leader in luxurious hotels.
[bookmark: _Toc191337050]Analysis:
[bookmark: _Toc191337051]Identifying the Issue:
High staff turnover has therefore become a major issue in The Peninsula since it impacts productivity and quality of service delivery. A survey conducted on the Asia hospitality industry reveals that, the average staff turnover has been estimated to be at a staggering 30% for a year and that for luxury hotels, the rates are slightly lower but also high at 23% (ASIA Hospitality, 2023). However, according to the data obtained from The Peninsula's internal records, employee turnover is at a much higher 35% The above turnover rate means that The Peninsula has a severe problem that requires an immediate solution The following is an excerpt from the Human Resource Report of 2024. Analysing exit interviews, it is discovered that more than half of the employees say that high workload and job stress are the primary reasons why they are leaving the organisation while 25% of them said that they left because of lack of opportunities for advancement.
These are brought out by assessing the effect of the turnover issue on guest satisfaction indicators. A survey on the number of complaints, which are present on reputed sites such as TripAdvisor or Google Reviews refers to a growing tendency towards inconsistent service, slow, and inexperienced staff. For this response, guest survey data gathered from The Peninsula identified a 10% drop in the guest satisfaction scores finalised within the last two years, seen often accompanied by complaints about inadequate training of the staff (Peninsula Customer Feedback Report, 2024). These principles are not unrelated to the need to call for a strategic approach in the management of staff since The Peninsula needs to sustain its position on the global map in terms of service delivery.
[bookmark: _Toc191337052]Causes of High Turnover:
That is one of the reasons why The Peninsula is experiencing high turnover; there are numerous job vacancies in the hospitality industry in Hong Kong. Due to the numerous luxury hotels that offer positions to professional staff, employees in these locations change jobs for higher wages or better terms of work (Baum, 2021). Furthermore, the post-pang occupation effect has resulted in a boost in the number of vacancies within hospitality jobs and this factor has promoted staff interchange among institutions (Office of National Statistics, 2023).
One of the important contributors include long working hours and high job stress that come with working in the luxury hospitality positions. Many employees have responded by pointing out that they work for more than 50 hours a week at The Peninsula, which may cause many of them to be burnt out and dissatisfied (Peninsula HR Report, 2024). Scholars found that work-life balance has risen as a concern for young employees in the hospitality industry, specifically the Millennials and Gen Z as they represent many of the employees in this field (Deloitte, 2022).
Also, the remuneration and compensation provided at The Peninsula Company are relatively good, but the cost of living in Hong Kong is rising. Comparing the wages and salaries paid at this site with those in similar establishments such as Claridge's and The Ritz, it was found that wages at The Peninsula are 2-5% lower Hence, attrition rates are higher than at The Peninsula (Hospitality Pay Review, 2023). Secondly, one has been coupled with an absence of well-structured career development programmes. Workers believe that promotions are rare, whereby approximately 15% of the employees at the entry-level are promoted to managerial positions within five years(Johnson, 2023). This hampers long-term commitment to the organisation since the employees know that they have other better options open for them which could fetch them better remuneration.
[bookmark: _Toc191337053]Impact on Hotel Performance:
The high level of staff turnover has been proven to be the cause of low customer satisfaction and low hotel performance at The Peninsula. Low customer satisfaction rate has been its effect where guest ratings and reviews show a rising concern regarding service steadiness and delay (Peninsula Customer Experience Report, 2024). Residents that used the Peninsula's facilities also complained of long queues during cheque-in, novices in restaurants and slow response to requests by the concierge.
In the same respect, negative comments have surged online and this has had an impact on The Peninsula Hotel in terms of brand image and reputation as far as bookings are concerned. While, in 2022, the hotel had an average ranking of 4.8 out of 5 stars on TripAdvisor, as of the surveys of 2024, the rate is 4.5 out of 5; the constant complaints in the customers' feedback were met with understaffing problems and inefficiency of the services provided (TripAdvisor, 2022). Given that 70% of hotel bookings are affected by online reputation, such a shift negatively impacts the revenue (PwC, 2023).
The costs of turnover are also considered to be substantial because turnover costs associated with hiring and training force organisations to devote more funds to operations. It has been found that the cost of replacing a single hospitality employee is around £5,000 (CIPD, 2023) which includes the cost of recruiting, selecting, and hiring as well as the time taken to train this employee to perform optimally. The turnover rate is 35% and based on this, the money the company spends on new staff is approximately £1.2 million every year which could be minimised by proper retention approaches (Peninsula Financial Report, 2024).
[bookmark: _Toc191337054]External Factors (STEEPLED Analysis):
To acquire an understanding of the external factors affecting staffing issues in The Peninsula, it is pertinent to employ the STEEPLED model.
Social Factors: Thus, the dynamic changes in the demands towards the workforce have been pivotal to dealing with staff retention issues. Flexibility becomes more important than employment security, hence the youthful group fails to work for long in pressurising positions in the hospitality industry (Deloitte, 2022). Also, due to the change in the perception of the qualification of hospitality as low-status and stressful job positions, has disconnected more talented people from the industry (Baum, 2021).
Technological Factors: Technological innovations in training and development tools and automated services could help to increase the organisation's worker productivity and job contentment. However, The Peninsula's training department has been quite reluctant to adopt a modern approach towards organisational training, which takes a long time to develop and enhance new skills, and hampers the training skills efficiency (Jones, 2023).
Economic Factors: Most employees are complaining about the high living standards of living in Hong Kong and have pressed on wages. Hospitality employees especially low-wage workers like cleaners and caterers are affected by the high cost of renting a house and the cost of transport hence they jobs elsewhere and work in hotels in suburban areas where the wages are relative to the cost of living (ASIA Hospitality, 2023).
Political & Legal Factors: Staff availability has seen a shock due to Brexit, something that has affected the rate of growth in the region. The hospitality industry specifically employed many EU workers, of which The Peninsula had 35% of its staff before Brexit (ONS, 2023). However, due to Brexit immigration policies that limit access to this talent pool, there is a shortage of employees and the rest have to be hired locally which has a different perception of employment conditions (BBC News, 2023).
Environmental Factors: Sustainability initiatives having positive impacts on branding have been seen to have placed extra work demands on the employees. Measures like doing less laundry, environmental control of wastes, et cetera have created operational burdens that have not been well received by staff (Green Hospitality Report, 2024).
Demographic Factors: This means that there has been a change of generation in the workforce in the hospitality sector. Employees of Gen Z are now occupying entry-level positions and their expectations include wise flexibility at work, training and professional growth which has not received adequate attention by The Peninsula (HBR, 2023).
Ethical Factors: This has led to calls for reforms to make changes in the remuneration of employees in luxury hotels and workplace enhancement. It is commonplace to note that clear procedures of employment relations and mental health support activities remain unalloyed concerning The Peninsula; however, there is no well-ordered and systematically developed programme for employee well-being (Fair Work Commission, 2024).
[bookmark: _Toc191337055]Internal Factors (SOAR Analysis):
A SOAR analysis of The Peninsula evaluates its internal strengths, the opportunities that are present, the organisation’s vision and its current achievements to provide insights into goals and possible solutions of importance in improving workforce retention and overall operations.
	Strengths
	Opportunities

	Established luxury brand with a global reputation (Baum, 2021).
	Improved employee benefits, such as enhanced wages and performance-based incentives (CIPD, 2023).

	Strong customer base, ensuring consistent revenue and service demand (PwC, 2023).
	Upskilling & career growth programs to retain staff and foster professional development (HBR, 2023).

	Iconic location on The Strand, a major advantage for attracting talent and guests (ONS, 2023).
	Leveraging technology to improve efficiency, such as AI-driven training programs and scheduling tools (Jones, 2023).


High employee satisfaction and retention from established and well-financed hotel institutions such as The Peninsula can be easily offered. In this sense, using such opportunities as competitive wages, career progression plans, and application of technologies, the hotel can establish a proper and motivated employee base. The next step is to incorporate all these factors into a management plan to overcome the weaknesses and threats.
[bookmark: _Toc191337056]Strategic Solutions (TOWS Analysis):
TOWS analysis develops from SOAR and endorsed strategies addressing organisation strengths and opportunities, either exporting or controlling the threats of weaknesses.
	Strengths & Opportunities
	Weaknesses & Threats

	Develop leadership programs to offer structured career growth, addressing turnover issues (Deloitte, 2022).
	Address pay gaps by benchmarking salaries against competitors and adjusting benefits accordingly (Hospitality Pay Review, 2023).

	Improve digital staff engagement through AI-powered training modules, interactive learning, and real-time feedback (Jones, 2023).
	Reduce workload stress by optimizing shift rotations and providing wellness initiatives (Fair Work Commission, 2024).


Therefore, for The Peninsula to increase its employees’ commitment, it can combine leadership development programmes with increasing the staff’s use of digital technologies. Focusing on salary differences and work-related stress will further minimise attrition levels and ensure that the degree of service delivery remains high.
[bookmark: _Toc191337057]Recommendations & Change Management:
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Looking at the turnover rates and therefore the standards of satisfaction at The Peninsula, the following strategies should be implemented:
Competitive Compensation & Benefits:
This state has limited opportunity for a better-paying job hence high turnovers can be attributed to low wages and poor remunerations. This is very important to maintain The Peninsula as a competitive employer within the increasing market competition in the hospitality industry in Hong Kong. According to Taylor (2023), McGuire and Rehwaldt pointed out that the turnover rates within luxury hotels are lower for the hotels that pay their employees a reasonable salary that can be considered competition to that offered by other industries. Comparing the salaries paid at The Peninsula with those paid in other similarly ranked hotels for similar positions, such as The Ritz London and Claridge’s will assist in determining the current industry standards of pay (Johnson & Patel, 2023). As for the motivational perspectives, it is also suggested that the introduction of such employment incentives as performance-based incentives can also be useful for the stimulation of motivated employees. Wang (2024) further postulated that because structured incentive programmes are comprehensively planned and executed in organisations, it results in increased hotel employee retention of between 15-20% and enhanced service quality.
Besides monetary incentives that include wages, other facets such as private health care, travelling concessions, and pensions will also enhance employee retention. The findings show that hotels with extra perks reveal up to a 30% decreased turnover of employees (Anderson 2023). Through the increase of its total reward system, The Peninsula can have a better force commitment.
Training & Career Development:
Another reason behind the staff turnover in the hospitality industry is the absence of career advancement in their profession. Workers tend to resign from jobs in which they do not have a ladder of promotions (Carter, 2023). To address such a problem, The Peninsula should introduce formal management training courses as a way of setting up the personnel for future promotions. Kou, 2004:29 noted that if organisations have proper leadership development programmes then the turnover rates are reduced to as low as 40%.
Also, the outcome of outlining the particular career ladders will enable the employees to imagine how they will be in the next ten years within the company. In a survey among the workforce of luxury hotels, the study discovered that organisations demonstrating an employee's career path increase his/her probability of his or her tenure to be 50 per cent higher than five years spanning a given employer (Mitchell, 2023). 
Work-Life Balance Initiatives:
It is sad to note that due to the competing demands of the hospitality industry, the employees easily get stressed out and dissatisfied with their jobs. Surveys show that 59 per cent of hospitality employees attributed many of their organised work-related factors such as work overload and work-home conflict as the main factors that lead them to quit their jobs (p 46). To this end, there is a need for deviation from the conventional systems where there are fixed working hours by adopting rotational shifts and flexible shift systems. It has been ascertained that hotel operations having a shift option means having a 25% turnover reduction (Monks, 2023). Shortening working hours, implementing flexible rostering, especially on weekends, and allowing employee to have a say on their roster can help go a long way in boosting morale.
The promotion of mental health and wellness must be on the list of staff support, among other recommendations. Several studies also show that organisations focusing on the welfare of employees have a way of achieving higher productivity and reduced loss through absenteeism (Richards, 2024). The Peninsula should provide an option that grants the employees counselling, conducts stress management workshops, and gives employees paid days off for mental health issues. 
Employee Engagement & Recognition:
The motivation of an employee is very crucial for any organisation and most importantly the recognition of work done by the employees is very vital in determining the company loyalty among the employees. Research shows that employees are likely to remain loyal to their employer if they feel valued at the workplace at a figure of 80% (Morgan, 2023). Therefore, to boost appreciation at The Peninsula, there is a need to establish and implement an employee recognition programme. Beautiful organisational cultures that include awards for monthly performance, peer recognition, and bonuses for excellent working services can be encouraged(Harrison, 2024).
In addition, organising a themed staff appreciation event at least once a month can help uplift the morale of the staff as well as develop team unity. Team meals or get-togethers, Christmas parties, or when the company recognises the hard work of an employee on broadcasts or newsletters make the workers feel valued, thus belonging (Nash, 2024). It has been further stated that when structured recognition is put into practice at a hotel, employee turnover declines by 20% (Edwards, 2023). Thus, The Peninsula can foster an environment that results in greater commitment from its employees as these hardworking agents are given due recognition.
Thus, by following these suggestions, The Peninsula can deal with high turnover rates; improve the quality of services that meet the needs of clients; and retain its status as one of the top luxury hotels in the United Kingdom. 
[bookmark: _Toc191337059]Implementation Plan:
Change Management Strategies:
When adopting the above strategies, I believe that they should be managed in a structured manner that will effectively change the organisational culture of The Peninsula. Such a model that is quite prevalent and popular followed within the hospitality industry is Kotter's 8-Step Change Model which is useful in managing change (Kotter, 2014).
1. Creating a Sense of Urgency: The first strategy in Kotter’s 8-Step Model is to establish a sense of urgent motivation among the key stakeholders regarding the problem of high staff turnover at The Peninsula. This is because the senior management should communicate to the personnel of the organisation the negative implications of staff posh on guests' satisfaction, cost of operations, and perceived image of the organisation. This can be done by writing regular reports for the management, conducting meetings and devising data presentations that necessarily demonstrate the long-term return on Human Capital Investment that comes from Staff Retention. Exemplary leadership recognises that lack of creation of a sense of urgency leads to low levels of employee commitment (Kotter, 2014).
2. Building a Guiding Coalition: For one to be able to lead the change effectively, a guiding coalition which is made up of senior managers, HR personnel and departmental leaders and managers at The Peninsula should be put in place. This team will be solely in charge of steering the retention strategies and see to it that all other organisational members are on the same page. The elements of the coalition should derive from different departments to tackle the issue in a nutshell (Hayes, 2022).
3. Developing a Strategic Vision and Initiatives: From the case, it is clear that Human Resources at The Peninsula needs to form a clear vision to define what exactly the management wants the organisation's workforce to become shortly. A more long-term vision should involve transforming The Peninsula into one of the Asia's favourite places to work within the hospitality industry by providing appropriate remuneration, a career progression framework, and good working conditions (Cameron and Green, 2023).
4. Communicating the Vision: it is important to note that change communication is important to enhance the change adoption among the employees. The Peninsula should provide stakeholders with information about the upcoming changes through the company's digital staff entrances and exits, meetings, anonymous feedback, and other critical channels (Armenakis & Harris, 2022).
5. Empowering Employees for Action: For the implementation of change, the personnel involved should be provided with the means and power to participate in the change process. This can involve offering training for the staff, participation in mentorship and ways that the staff can present their opinions on issues affecting them or ideas on how to improve the company (Kotter, 2014).
6. Generating Short-Term Wins: The Peninsula needs to look for and acknowledge success early along the change process to sustain the process. For example, if a new system of performance incentives encouraging performance has caused a decrease in the frequency of absenteeism, this lowered rate must be emphasised and compensated. Such tactics inside can go a long way in informing and recognising small wins that hold a positive affirmation of the changes made and maintain employees' support of the initiatives (Madera et al., 2023).
7. Sustaining Acceleration: Instead of claiming victory prematurely, what The Peninsula needs to do is consolidate such gains by enhancing as well as developing more and better ways of retaining its employees. This may require surveying the employees and changing all policies as required for the policies to be effective. Leads should continue to stay concerned in the evaluation process and modify for perpetuity to keep up the enhancement (Kusluvan et al., 2023).
8. Anchoring Changes in Corporate Culture: There should be a commitment to the new change because, in the long term, the changes should be set in the culture of The Peninsula. This means that one should ensure that competitiveness, certified training and the engagement of employees become part of the overall strategic plan of any hotel. An assessment of annual organisational performance, leadership, accountability, and staff training and development should be integrated to enhance the organisational culture (Cameron & Green, 2023).
By adopting this model of change, The Peninsula can make positive changes incrementally and reduce the likelihood of employees resisting changes that will benefit long-term retention and guest satisfaction.
Cost Considerations:
Some of the measures that need to be adopted and need to be associated with a working budget plan include: training, incentives, wellness programmes, and recruitment changes. The following is the one-year financial projection of the mentioned initiatives:
	Initiative
	Estimated Cost (£)
	Details

	Staff Training Programs
	500,000
	Management development, digital learning, customer service workshops

	Performance-Based Incentives
	200,000
	Bonuses for excellent performance, retention bonuses

	Employee Engagement Programs
	150,000
	Monthly staff appreciation events, team-building activities

	Work-Life Balance Initiatives
	100,000
	Flexible scheduling systems, mental health and wellness support

	Recruitment Process Improvements
	50,000
	Enhanced hiring process, recruitment marketing strategies

	Total Estimated Cost
	£1,000,000
	Investment in workforce sustainability


The initial costs are attributed to the implementation of this change but research has indicated that by attaining reduced rates of employee turnover and higher rates of employee satisfaction, better results of 15-25% in the company’s overall revenue of the hotel can be expected mainly from the better results of the hotel guest retention rates, superior quality of service, and enhanced brand image of the hotel (Hinkin & Tracey, 2023). To this end, establishing workforce stability will pay a good dividend as a long-term investment for The Peninsula.
Monitoring & Evaluation:
In light of this, The Peninsula needs to develop a sound system of monitoring and evaluation to ensure the effectiveness of the laid down strategies. This includes metering of strategic factors that were shown as:
· Measuring the success of Staff Turnover in Organisational Performance: The percentage of staff still on the job after six months and one year after the implementation of the programme. For successful intervention, the turnover in the organisation should be reduced by 15% in the first year only (Madera et al., 2023).
· Overall Satisfaction Analysis: Tracking the ratings in online sources such as Trip Advisor, Booking.com, etc. An increase in Nelson parsers often associated with that category would justify improvements.
· Number of occupied rooms: Examining the change in overall business sales based on the difference in ADR and occupancy rate before and after the change in question. Scholars also found that when there is staff improvement, that is, spending on staff with customer-related jobs such as front office, there is corresponding staff return and impressive spending by guests (Hinkin and Tracey, 2023).
· Evaluating engagement levels of employees: Having a quarterly assessment of persons in the organisation on satisfaction and motivation.
· Training Completion Rates: Refers to the extent to which all the employees complete various career development programmes and how this can be monitored.
Based on the project planning document, project progress reports should be presented at least every six months to allow senior managers to enhance organisational efficiency. It is also important to specify that if some of these strategies fail to produce the anticipated results, adjustments can be made in an attempt to increase the effectiveness of the strategies.
Through proper management of change, determination of the best allocation of resources and constant assessing of the outcomes, it will be quite easy for The Peninsula to set its strong and efficient workforce in place to improve the experience of the guests and boost profit in the long run.
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The strategies shown below are considered as the action plan meant to redress the staff retention issues in The Peninsula. This document may be organically divided into problem statements, corresponding solutions, estimated outcomes, timeframes, and, respectively, the necessary budget.
	No.
	Problem
	Solution
	Outcome
	Time Scale
	Budget (£)

	1
	High staff turnover
	Improve salary & benefits
	Increased retention
	6 months
	200,000

	2
	Inconsistent service
	Staff training programs
	Enhanced service quality
	3 months
	50,000

	3
	Work-life balance
	Flexible schedules
	Higher job satisfaction
	4 months
	30,000



The improvement in staff remunerations will likely make them stay longer with the company, leading to the general assumption of a high turnover rate reduction. To make better employment offers in comparison with other companies in the hospitality industry, it is necessary to benchmark The Peninsula's salaries and adopt performance-related pay systems. This package will be effected over a period of six months and is going to cost £200 000.
To address this problem, the staff training programmes will help in improving the hospitality skills, guest relations, and how they are dealt with, as well as solving abilities among the receptionists. Pre-scheduled training sessions will include the use of e-learning modules as well as face-to-face sessions to enhance the training process of the employees. This core initiative will be carried out within a timeframe of three months and for £50,000.
Top management must implement methods that seek to improve work-life balance to have charged employees with one of the greatest motivating forces having been effectively met. Flexible working hours that employees described are going to make them cope with work-life situations better by increasing their morale and satisfaction with the job. I intend to start this last measure within the next month, and it will span for about four months with £30, 000 as the amount to be spent.
These interventions will require a systematic evaluation programme to see the degree of practicable improvement they offer, feedback will be conducted periodically to determine the level of comprehensiveness in the implementation of the interventions. The approach of monitoring the strategies is carried out through monthly reviews, employee satisfaction surveys, and the retention rate of the employees. In this way, the actions implemented at The Peninsula could create stable workforce development as a key to creating better overall satisfaction for the employees and the guests.
[bookmark: _Toc191337061]Conclusion:
A great tradition of prestigious hospitality has always been attributed to The Peninsula, Hong Kong thanks to its first-class services and guest satisfaction. Nonetheless, the hotel has been experiencing some problems such as high rates of staff turnover that have affected service quality standards, guests' satisfaction and costs of operation. The various factors that are contributing to this problem in the course of this consultancy research include job competition, long working hours, little or no chances of promotion, and poor ratio of work and personal life balance. These have manifested in low guest satisfaction ratings, customer complaints and dissatisfaction, and high costs of recruitment and training.
Based on these areas of concern, the following strategic recommendations have been suggested. Increasing remuneration and bonuses based on a salary review and performance-related pay will improve the attractiveness of The Peninsula as an employer and decrease staff turnover. This involves the training of employees on the job training and a clear promotion ladder to ensure that the employees are prepared to feel committed to staying with the organisation. Also, by providing work-life balance practises like flex-time and mental health days, more employees are guaranteed to have increased satisfaction in the workplace. The continued improvement of the employee engagement and recognition programme will enhance the levels of job satisfaction and organisational culture in the workplace.
The achievement of these strategies is expected to have several advantages for The Peninsula as highlighted in the following. That is, high ratings positive comments, and increased customer satisfaction will be achieved because of stable and well-trained staff. The turnover will be cut down to minimise the expenses incurred on new employee intake and subsequent training. In addition, pushing the hotel's employer branding as one of the best will make sure that the talent pool that applies to work there is the best, hence improving service delivery.
The executive recommendations listed above will require change management to ensure they are taken through properly. To address these issues, the applications of Kotter's 8-Step Change Model have been advanced to facilitate the transition, promote consistent and adequate levels of communication and involvement of the employees and support the long-term implementation of the changes. It has also done a beautiful job of formulating a road map that indicates the action steps that are to be taken into consideration such as the time frame and the budget that is to be provided to monitor the effectiveness of the action plan.
In conclusion, these above-mentioned strategies can be useful in assisting The Peninsula in maintaining its superior quality standard as a flagship theory staunch and sufficiently tackling the problem of what is known as the devil of service and employee turnover. It is a privilege for this consultancy firm, known as Summit Hospitality Consultants to have been tasked with the responsibility of working for The Peninsula. We thank you for the opportunity to share our know-how, and we are eagerly awaiting for getting the positive outcome of those solutions. In the event of any additional backup or advice needed, we are available for The Peninsula in the pursuit of better operational achievement.
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