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Executive Summary 
The problem or issue at stake
The hospitality industry is an essential part of the US economy. It provides employment to 8.3 million Americans who receive 463 million in the form of wages and benefits. Despite the crucial role the industry plays in the economy it faces a major labour shortage challenge. Labour shortages have been a challenge for the hospitality since before the pandemic. The labour shortage has been detrimental to the service delivery in the industry since the remaining workforce is forced to work extra shifts and work across departments. As a result, careers in the hospitality industry have been associated with poor work life balance, burnouts and low wages. This report focused on the Four Seasons Hotels and Residences in Toronto Canada. In the hotel’s context, the impact of the labour shortage was identified in the reviews from some of their previous customers. Specifically, the customers cited unclean rooms and customer service errors which ae uncharacteristic of the brand that the hotel presents. To this end, the hotel 
Findings
The Four Seasons Hotels and Residences in Toronto boasts significant strengths, including a stellar reputation for providing personalized, high-end experiences and a vast global presence in over 47 countries, ensuring consistent service quality (Luo, 2023). However, its focus on the luxury market presents weaknesses: intense competition and a limited customer base. Additionally, the high operational costs to maintain luxury standards translate to expensive services for guests (Kim et al., 2020). Opportunities arise from the growing consumer demand for eco-friendly practices and technological advancements, such as automation, which can address labour shortages (Boronat-Navarro and Pérez-Aranda, 2020). Nonetheless, threats include emerging competitors in the luxury segment offering similar quality at lower prices, such as Airbnb's luxury offerings, potentially diminishing the customer base (Ding and Legendre, 2022).
In the US hospitality industry, the macro-environmental factors impacting Four Seasons Hotels and Residences are diverse. Politically, the hotel faces policies affecting tourism, such as lockdowns during COVID-19, and taxation like the Municipal Accommodation Tax (Bhuiyan et al., 2023). Economically, fluctuating exchange rates and rising labour costs challenge the hotel’s operations (Rookayyah et al., 2024). Social factors indicate a shift toward environmentally conscious consumers, necessitating sustainable practices (HH, 2017). Technologically, the hotel must continuously update its offerings, like in-room tablets and entertainment systems, to meet customer expectations (Ding and Legendre, 2022). Environmentally, the hotel addresses carbon emissions and waste through its ESG program, Four Seasons for Good (Ding and Legendre, 2022). Legally, compliance with labour laws, safety protocols, and building regulations is essential to avoid legal issues.
Analysis 
The Four Seasons Hotels and Residences in Toronto can capitalise on its personalized customer service by offering eco-friendly rooms, aligning with growing environmental awareness. The hotel's commitment to sustainability is reflected in its specialized ESG program. Leveraging its strong brand reputation and customer loyalty can help counter the threat from new market entrants by continuously enhancing service quality. Embracing new technologies like robotics can automate labour-intensive tasks such as check-ins, bookings, and cleaning, reducing the need for a large workforce and allowing staff to focus on superior service delivery. To mitigate threats and address weaknesses, the hotel should adhere to and enhance its standards. Utilizing data analytics can pinpoint customer issues and provide actionable insights, fostering a data-driven approach for continuous improvement.
Recommendations
From the above analysis the hotel can implement three strategies to address their labour shortage issue. First the hotel can develop an Employee Retention Program to reduce its turnover rates. The purpose of this recommendations is to ensure that the facility reasons its skilled workforce for longer. Pavlou (2023) notes that it takes 6 to 9 months’ worth of wages to replace an employee in terms of the onboarding, training, and recruiting costs. Ghani et al. (2022) notes that employee retention necessitates that employees are provided with a positive work environment in addition to competitive wage rates. The second recommendation is the application of technologies in hotel operations. Digital technologies can compensate for the labour shortage by automating repetitive tasks such as check-ins and check-outs. The third recommendation is redesigning roles to combine jobs. The purpose of this is to bolster the organization’s resilience by equipping the workforce with multi role skills and knowledge. 
Conclusion
He Four Seasons Hotel is an industry leader in terms of luxury and the high-quality standards that is offers to its customer base. To uphold the facility’s reputation, it is critical that the industry wide labour shortage issue be addressed. The implementation of the above-mentioned strategies will help the organizations to more effectively utilize its workforce and to maintain the standards they promise their clientele regardless of turnovers and labour shortages. 
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[bookmark: _Toc167355664]The Problematic Issue for the Hotel
The US hospitality industry is a critical part of the US economy. This is because the industry generates billions in wages, salaries and taxes. Specifically, the American Hotel & Lodging Association (AHLA) (2023) notes that the industry provides employment to more than 8.3 million workers, receiving $463 million in the form of wages and other benefits. Further, the organization notes that the industry remits $211 million in taxes to the local and federal government annually. Despite its significant contribution to the US economy, the industry is uniquely susceptible to labour shortages. 
Labour shortages are problematic for hotels, such as the Four Seasons Hotel, mainly due to their impact on the customer experience (Liu-Lastres et al., 2023). An inadequate hospitality labour force has a detrimental impact on the customer experience since it necessitates that the existing workforce take on longer shifts and perform responsibilities that may be beyond their skills and responsibilities. This leads to burnout, customer service errors, poor work-life balance, and poor-quality service that reflects poorly on the company’s reputation (Morosan and Bowen, 2022). To illustrate, one customer review of the Four Seasons Hotel in Toronto states that they found the room unclean and that the hotel concierge made mistakes about their checkout dates (Tripadvisor, 2024). These aspects contribute to a detrimental customer experience. 
[bookmark: _Toc167355665]A Brief Background of the Hotel
The Four Seasons Hotels and Residences Toronto opened on October 5, 2012 (FourSeasons, n.d.). The hotel is located in the Yorkville district of Toronto, Ontario, Canada. It offers rooms in three distinct categories depending on the customer’s preferences and needs. For instance, guest rooms offer spaces between 500 and 515 square feet. Guest rooms provide privacy and relaxation. Similarly, Suites offer spaces between 625 and 3305 square feet (FourSeasons, n.d.). This option caters to customers who have large space requirements. The final room option is the Accessible Rooms. These rooms are either 500 or 515 squared feet and are the smallest room offerings within the hotel (FourSeasons, n.d.). In terms of complementary amenities, the hotel offers a wide range of benefits for clients, such as premium WIFI, Press Reader news, Spa, 24-hour in-room, dining, fitness facilities, and multilingual concierges. The Four Seasons Hotels and Residences Toronto adheres to the personalized service approach that us held within the hotel chain. 
[bookmark: _Toc167355666]A Brief Background of the Consultancy Firm
M-Solutions LLC is a management consultancy agency that has been in operation for the past seven years. During this time, the company has provided consultancy services to large and mid-sized operations in the US. M-Solutions LLC specializes in providing consultancy services to businesses in the Hospitality industry and its supply chain. The company’s mission is To Help Businesses Attain Success. This mission is achieved by utilizing various analysis tools and the years of expertise the company’s workforce has accumulated.
[bookmark: _Toc167355667]The Theories and Frameworks Used to Analyse the Problem
Business analysis models provide a critical tool for businesses to understand the business environment in which they operate. These models help businesses strategically organize their business information to attain their objectives and goals. The PESTEL, SWOT, and TOWS frameworks will be utilized to analyse the labour shortage. PESTEL analysis complements SWOT analysis by ensuring that each element provides greater insights into the strengths, weaknesses, opportunities, and threats in each core area (Çitilci and Akbalık, 2020). These areas include Political, Economic, Social, Technological, Environmental, and Legal. SWOT analysis seeks to determine the internal business Strengths, Weaknesses, Opportunities, and Threats inherent in a business environment. According to Benzaghta et al., (2021), this analysis aims to identify strengths that can be used to reduce the impact of weakness, avoid threats, and capitalize on leveraging opportunities. TOWS (Threats, Opportunities, Weaknesses, Strengths) builds on the SWOT model and seeks to identify strategies to navigate the external and internal business environment (Kulshrestha and Puri, 2017). 
[bookmark: _Toc167355668]Analysis
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As previously stated, the hospitality industry is essential to the US economy. In the pre-pandemic period, the industry hired approximately 15 million US citizens, making it the fifth-largest industry in the United States (New American Economy, n.d.). This implies that approximately 1 in 10 members of the workforce were employed in the hospitality sector.  The COVID-19 pandemic greatly impacted the industry due to the lockdowns and economic measures implemented to curb the spread of the disease. Isenberg (2023) states that in the post-pandemic period, the industry has gradually started to grow, as evidenced by the 1.86 million new employment opportunities generated between 2021 and 2023. Despite this growth, the industry has not been able to get back to the pre-pandemic performance, and actors in the hospitality industry are now subject to the effects of the pandemic on the workforce and the contemporary challenges. The most significant contemporary challenge affecting the industry is the labour shortage issue. The causes of labour shortages will be analysed in the subsequent sections. 
Causes of Labour Shortages
[bookmark: _Toc167355670]The COVID-19 pandemic
The COVID-19 pandemic significantly impacted the hospitality industry. Specifically, the COVID-19 pandemic led to travel restrictions and safety concerns, adversely affecting tourism. With a significant drop in tourism, business dropped significantly during the pandemic, leading to hotels and other hospitality actors being unable to meet operational expenses. As a result, businesses in the hospitality industry were forced to implement layoffs, reduce wages, or shut down temporarily. The resulting uncertainty created an environment where employees were forced to seek alternative career paths. 
In general, the reduction of the hospitality workforce can be attributed to three main factors. First is the traditionally difficult nature of career paths in the hospitality industry. As previously stated, the hospitality industry has faced labor shortages since the pandemic. Further, the hospitality industry is renowned for its poor working environment characterized by a poor work-life balance, low wages, long working hours, and a lack of flexibility. During the pandemic, the economic unreliability of remittances from the hospitality business prompted career shifts. The workforce generally gravitated towards career paths that offered stability and a better work-life balance. Second, the workforce that remained during and after the pandemic was exposed to burnout, which increased the turnover rates. According to Grigoryan (2024), the hospitality industry is demanding of its workforce. Employees in this sector are constantly under pressure due to innovative trends and dynamic consumer preferences. Additionally, the employees are expected to work throughout the year, including public holidays, to ensure that customers can always access the hotel’s services. This leads to increased stress, which affects social interactions within and outside the working environment. This contributes to increased turnover rates, worsening the labour shortage issue. 
[bookmark: _Toc167355671]Demographic Shifts
Firstly, aging and retirement are a major concern. The hospitality industry’s production activities are composed of wide-ranging activities that necessitate a skilled and experienced workforce to enhance customer experience and ensure the smooth delivery of services. Further, the industry requires a labour force primarily equipped with the maintenance of services and the improvement of service quality. Notably, these characteristics are most developed in the aged population that occupies management and senior-level positions. As this population retires, the industry is pushed into labour shortages, more so in terms of industry skill and experience. According to the National Restaurant Association (2022), approximately 33.4% of the US hospitality workforce is aged above 45. The average retirement age in the US is 62 years. This implies that the industry will suffer a significant loss of experienced workers, more so in the management departments, in the next two decades, exacerbating the current labour shortages. 
Second, the labour deficit can also be attributed to the age distribution within the US population. Specifically, a comparison between the elderly and the young in the population can yield insights into the future of the workforce. According to the U.S. Bureau of Labor Statistics (2024), the median age of the US population in the 2022 census was 38.5 years. This was a marginal increase from the 37.9 years median observed in 2018. The increase in the median age of the US population demonstrates that the US population has a higher population of older individuals than the young. In the workforce context, this implies that a decline in the number of available workers is driving the labour shortage.
Demographic shifts also contribute to labour shortages due to the change in workforce attitudes across age groups. For instance, the US hospitality industry is popular for providing employment opportunities to the youth. According to the National Restaurant Association (2022), 37% of the US hospitality workforce is aged 25 years or less. Typically, these age groups have lesser wage demands and are willing to work on the short-term contractual requirements that hospitality industry actors need. However, as the workforce evolves, they are becoming more demanding, requiring higher wages, more flexible work schedules, and a work-life balance. The hospitality industry’s inability to keep up with these requirements contributes to high turnover rates and deters other workers from joining careers in the industry. 
[bookmark: _Toc167355672]PESTEL analysis
In this context, the PESTEL analysis is utilized to analyse the macro-environmental factors that affect the business environment and the larger hospitality industry in the US. Each component is discussed below. 
Political factors
Different political issues affect the Four Seasons Hotels and Residences in Toronto. First, the hotel is subject to government policies affecting local and international tourism. To illustrate, the lockdowns were government policies designed to curb the spread of the COVID-19 virus within the US. These policies adversely impacted the tourism industry due to social distancing and travel restrictions (Bhuiyan et al., 2023). Second, the hotel is affected by taxation policies that apply within their jurisdictions. One example of this is the Municipal Accommodation Tax Rate, which applies to all transient accommodations. 
Economic factors 
There are two distinct economic factors that can affect the operations of the Four Seasons Hotels and Residences in Toronto. These include exchange rates and labour costs. Labor costs are a concern since hospitality actors are forced to compete in terms of compensation and benefits to maintain their skilled workforce. This increases labour costs. Exchange rates have a direct impact on tourism demand (Rookayyah et al., 2024). Specifically, when Canada’s currency appreciates, the cost of travel for tourists from countries with weaker currencies increases, decreasing the tourism demand and vice versa. 
Social factors
Social or cultural factors can affect consumer preferences, lifestyles, demographics, and market trends. These changes in customer needs and expectations inform the evolution of the services offered at the hotel (HH, 2017). To illustrate, consumers are shifting to more environmentally conscious hoteliers. To this end, The Four Seasons Hotels and Residences presents itself as a facility that prioritizes sustainability in its daily operations. Other changes in customer preferences, such as the prioritization of cleanliness and complimentary amenities such as fast WIFI and fitness facilities, are also critical parts of the hotel’s operations (HH, 2017). 
Technological factors
	The Hotel is significantly affected by the technological trends due to the convenience they offer their customer base. As such, the hotel has to keep up with new technologies that can improve the comfort and convenience of its clients during their stays (Ding and Legendre, 2022). This technology needs to be updated regularly to ensure that outdated technologies do not affect the customer experience. To illustrate, the hotel provides its customers with tablets that offer a wide variety of functionalities such as climate controls, lighting and temperature, sheer control, and access to other hotel services such as the spa. In addition, the hotel also offers entertainment in the form of high-quality television and audio systems (Ding and Legendre, 2022). 
Environmental factors
	The environmental factors associated with the hotel’s operations include carbon emissions, sustainability, and waste management practices. Carbon emissions are related to congestion in their driveways. Waste management practices refer to how waste from the facility is managed to minimize its adverse environmental impacts. Notably, the company has a specialized Environmental, Social, and Governance (ESG) program, Four Seasons for Good, which safeguards the environment in the hotel's area of operation (Ding and Legendre, 2022). 
Legal factors
	The hotel must abide by the laws applicable in its jurisdiction. Some of the laws that the hotels must comply with include minimum wage requirements, health and safety protocols, and Building regulations. The lack of adherence to these laws can warrant lawsuits from government authorities, employees, or customers. 
[bookmark: _Toc167355673]SWOT analysis
Strengths
The Four Seasons Hotels and Residences in Toronto has two main strengths. First is the brand’s reputation as a premium hotel that caters to the needs of a premium clientele. Luo (2023) notes that it provides its clientele with a personalized hotel experience. This entails making adjustments to enhance the client’s experience. For instance, in the entertainment context, guests can request PlayStations to add to the hotel’s complementary amenities. Second is the brand’s global presence in over 47 countries and with over 126 hotels and 44 residences. This global availability allows the hotel to provide its customers with a consistent, standardized, and guaranteed positive experience. 
Weaknesses 
The hotel primarily targets the luxury segment of the global market. In this market space, there is high competition and a small customer base. Closely linked to their premium target market are the hotel’s high costs, which result from the large and well-trained workforce required to attain their high-quality standards (Kim et al., 2020). This increases the hotel's operation costs, which are transferred to the customer in terms of the fee they pay for the hotel services.  
Opportunities
In the past decade, consumers have increasingly become conscious of the environmental impact of their actions. This has a major impact on their daily choices, including hotels and residences when travelling. Customers want to associate with a brand that is committed to environmental protection and sustainability in its operations (Boronat-Navarro and Pérez-Aranda, 2020). Additionally, new technologies are being developed that can automate hotel operations, such as cleaning, through the use of robots. The implementation of these technologies can compensate for the labour shortage
Threats
	The main threat to the company is the rise of new players in the luxury hotel segment, which provide equivalent quality standards but at lower prices (Ding and Legendre, 2022). For instance, the Luxury Chain by Airbnb. Cheaper alternatives at similar quality standards can reduce their customer base.  
[bookmark: _Toc167355674]TOWS analysis
Maxi-Maxi Strategies 
The Four Seasons Hotels and Residences in Toronto can leverage its personalized approach to customer service to leverage the customer's environmental consciousness. This can be achieved by creating eco-friendly room offerings. Notably, the hotel is committed to environmental conservation and sustainability, as evidenced by its specialized Environmental, Social, and Governance (ESG) program. 
Maxi-Mini Strategies 
	The hotel can leverage its brand reputation and customer loyalty to mitigate the threat of new players. This can be achieved by maintaining and continuously improving the quality of their service and offerings. As a result, consumer loyalty will be enhanced. 
Mini-Maxi Strategies
New technologies in fields such as robotics can be used to reduce the labour-intensive nature of the hotel’s operations. For instance, repetitive tasks such as check-ins, check-outs, bookings, garbage disposal, and hallway cleaning can be automated, with human input being required only in supervising outputs. This would reduce the need for a large workforce and free up time for the existing workforce so that they can focus on service delivery.
Mini-Mini Strategies
	Adherence to and improvement of the hotel's standards can mitigate threats and minimize the impact of weaknesses. One critical aspect of this is leveraging data analytics to identify customer issues and obtain insights into how services at the facility can be further improved. Data-driven decision-making can provide a stable basis for continuous improvement. 
[bookmark: _Toc167355675]Recommendations and Change Management
[bookmark: _Toc167355676]Developing an Employee Retention Program 
The first recommendation is that the company should employ employee retention strategies to reduce turnover rates. Pavlou (2023) notes that it takes 6 to 9 months’ worth of wages to replace an employee in terms of the onboarding, training, and recruiting costs. The primary goal of this recommendation is to maintain the current workforce and prevent the hotel from losing any more of its current workforce since this will exacerbate the challenges at the hotel. According to Ghani et al. (2022), employee retention can be attained by providing employees with sustainable growth opportunities. These opportunities include career, financial, professional, and personal. As such, the hotel will need to initiate an employee retention program under the HR department. This program will have three main functions. The first is to address employee issues and concerns. The second is to coordinate employee benefit programs. The third is to develop career growth paths and opportunities at the hotel. 
In the context of this recommendation, the change would have to be initiated from the organization's upper echelons. To start with, the management should establish a clear vision for the organization to guide the organization and unite the various organizational components towards the transition (Cameron and Green, 2019). The second step would be to establish a timeline for implementing the changes. Since this is a long-term change in the company, a 6-month deadline would suffice since this period is enough to facilitate HR planning and training. The third step in the change management strategy is to equip the workforce with the tools they will need to successfully implement the change. The fourth step is to train the stakeholders involved in the change. In this context, this will incorporate the HR workforce that will oversee the program, the employees, and the departmental leadership. Training and skill development will equip organizational stakeholders with the skills they need to implement the change (Hickman and Silva, 2018). For instance, employees will be educated on how to access new benefits and to whom those benefits apply. Similarly, the HR staff will need to be trained on how to create career development paths for each employee category and how to progress an employee across the formulated stages. 
To evaluate the impact of this recommendation, the annual turnover rate will have to be monitored. The Four Seasons Hotels and Residences in Toronto is a demanding working environment that requires employees to commit more time to service, disrupting the work-life balance (Willie et al., 2017). Additionally, the high-quality requirements of the hotel, coupled with the small workforce, can open room for burnout (Rajamohan et al., 2019). These factors can increase the employee turnover rate. Notably, the hotel has a lower turnover rate than its US competitors. However, implementing the above recommendations can reduce the turnover rate below their current numbers. In addition, employee satisfaction surveys can be used to determine the workforce’s attitude toward the new policy. Feedback from these two approaches will help evaluate the effectiveness of the recommendations since these actions will increase workforce satisfaction and loyalty to the brand (Park and Min, 2020). Consequently reducing the organizational turnover rate. 
To implement the employee retention program, the organization will require $300,000. This amount will be divided into three distinct spending categories. First is the HR task force formulation and setup, which will require $110,000. This amount will cater to creating the operational protocols and the administrative costs associated with the program implementation. $20,000 will be used to facilitate workforce training. Notably, this training will be primarily virtual. This will ensure that the workforce can attend or access the learning material regardless of whether they could attend the training sessions. $170,000 will facilitate employee benefits such as coupons and discounts.  
[bookmark: _Toc167355677]The Application of Technologies in Hotel Operations 
One of the most critical interventions that can help to alleviate the impacts of the labour shortage and to increase the overall efficiency of the existing workforce is the application of digital technologies in the hotel’s operations (Alt, 2021). Digital technologies bridge the service gap caused by the labour shortage by automating repetitive tasks, which allows employees to focus on activities that require the human element, such as customer service. Some of the activities that can be automated include bookings, check-ins, check-outs, and scheduling complimentary activities. Notably, the hotel’s approach in this context can necessitate that all technologies lean towards increasing the effectiveness of the hotel’s workforce rather than completely automating any particular task (Gonzalez et al., 2022). This is because part of the brand’s unique value proposition is the delivery of a personalized hotel service. Specifically, technology integration would be applied in service areas such as the bar or restaurant. This would allow customers to make additional requests to the waiters or bartenders at the convenience of their tables and to wait for their turn to be served (Yim and Yoo, 2020). This would reduce employee strain when catering to a large number of customers and avoid the confusion of orders, which can be detrimental to the customer experience. 
For the effective implementation of technology within the organizations within the organization, the most critical change management strategy will be to focus on training and skill development. Kansakar et al. (2019) note that this is because new technologies can pose a real challenge to the workforce in terms of their service delivery since they have to learn the operation of a new system alongside performing their daily responsibilities. In light of this, Vo-Thanh et al. (2022) state that it is critical that the design elements of the software, such as digital menus, are not only easy to use and understand but also easy to learn. This entails utilising intuitive User Interface (UI) objects. One benefit of continuous training is that it will also reduce resistance to change as employees will be educated on the benefits of the change and how it will improve their daily operations. Their understanding will enhance adoption. A two-way communication platform should be created to allow employees to share honest feedback about the system to allow for its continuous improvement.
This recommendation will be evaluated by gauging customer feedback, monitoring customer service errors, and waiting times in critical areas for the hotel (Oktavia et al., 2023). Short online surveys and questionnaires can be used to evaluate the experience of customers at the hotel. The main focus of the questionnaires would be to determine the customer’s experience on factors such as the ease of making an order and the presence of errors or challenges when interacting with the hotel system. This feedback should be used to make improvements to the systems. Customer service errors and waiting times for routine processes such as check-ins and checkouts should be significantly reduced after the new system is implemented. 
The approximate cost required to implement this $500,000. This amount will be divided into two. $300,000 will be used to acquire the devices that the workforce will use to interact with the software system. These include computers and tablets, depending on the mobility required for the employee to fulfil their responsibility. This amount would also be used to facilitate the software’s development and its integration with the other hotel systems. $200,000 would be used to facilitate employee training. Notably, employee training will be a continuous process, and there needs to be a specialized feedback platform where employees can share challenges and design issues that they encounter in their daily activities.
[bookmark: _Toc167355678]Redesigning Roles to Combine Jobs
The third recommendation is to redesign the traditional staffing structure to a more flexible structure that allows for resilience. In the traditional staffing structure, employees are assigned to distinct roles, each role having its own independent responsibilities and career path. One main disadvantage of this structure is that it allows employees to utilize their skills in silos which creates redundancy as some employees can perform similar tasks. It also implies that in case of turnover, the hotel loses out completely in a specific discipline. To counteract labour shortages, the Four Seasons Hotels and Residences Toronto should redesign its roles to make the workforce more versatile and adaptive. Specifically, the hotel can combine similar roles. To illustrate, the housekeeping management department can be integrated with the front-desk management department.  As such, the workforce in the two departments would broaden their skill sets to two domains. The primary purpose of this action is to redesign roles to avoid clustering around similar responsibilities. The second approach would entail cross-training staff across various departments. This is a critical method to be leveraged since, during labour shortages, the existing workforce is forced to perform roles beyond their skill sets. Cross-training ensures that in case of shortages, employees can cover for the loss without loss in the quality of service. This would also allow for multi-role coverage since, during low seasons, fewer employees are required to cover low-traffic periods such as during the night. The final approach would involve creating player-coach models in the workforce. This implies that supervisory roles are accompanied by one or two additional roles or responsibilities. For instance, a front desk supervisor can be trained to perform housekeeping responsibilities. 
The two change management strategies that would be required to successfully implement these recommendations are training programs and the development of support systems. Cross-training programs are critical to equip the workforce with the necessary skills for their new roles. To motivate employees to take part in these interventions, additional conditions and the choice of skill to add to their current portfolio can be critical tools. Developing support systems is essential since it ensures that employees who take on multiple roles have the resources to perform their responsibilities and protect them from burnout or reduce the quality of their work due to fatigue.  
To evaluate this recommendation, the number of employees who can perform multiple roles in the hotel will increase. As previously stated, the current state of the hotel’s workforce is that the majority of the workforce can only perform roles within their area of specialization. With consistent cross-training, the percentage of workers who can comfortably play roles in other departments without compromising quality standards will increase significantly. This will increase the organization’s resilience against labour shortages and turnovers since employees will have transferable skills across departments.
The hotel will require $500,000 to facilitate cross-training for its workforce. $200,000 will be used to facilitate cross training programs within the hotel. These programs will help the workforce to develop skillsets in closely related departments. $300,000 will be used to provide employees with incentives such as additional compensation for adopting additional roles. 
[bookmark: _Toc167355679]The Benefits of Implementing the Recommendations 
The first benefit of implementing the above-stated recommendations is reduced turnover rates. According to Ohunakin et al. (2020), one of the main challenges that the hospitality industry faces is losing its skilled workforce due to contemporary challenges faced by employees working in the industry. These challenges include long working hours, poor compensation, and limited or no career growth opportunities. The above recommendations ensure that the hotel provides its employees with opportunities to develop their skills and learn about other disciplines in the industry. Additionally, as part of the employee retention program, the hotel should ensure that the compensation and benefits are comparable to other offers from their competitors. This ensures that the wages and benefits package motivates the workforce to remain within the organization. Additionally, the opportunities to grow and support systems create a positive working environment that fosters consistent growth. 
The second advantage is an improvement in the consistency of quality standards held within the organization. One of the main challenges with labour shortages is that it leads to a significant decline in the quality standards upheld within the facility. This is because the existing workforce is forced to work beyond the scope of their skillsets and knowledge, coupled with working for longer durations. As a result, the employees are more prone to customer service errors and oversights which are detrimental to the quality standards upheld within the hotel. Additionally, a limited workforce can struggle with spontaneous changes in customer requests, which can lead to poor employee-customer interactions. These strategies increase the service quality by reducing wait times and increasing the effectiveness of the hotel workforce. 
[bookmark: _Toc167355680]Action Plan

	No.
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1.
	Labour Shortages 
	An employee retention program should be created. This program would be under the HR department, and its primary purpose would be to enhance employee satisfaction and address any issues. This will enable the organization to maintain its skilled workforce for longer.
	To reduce the employee turnover rate and increase employee brand loyalty. 
	6 months 
	1/12/2024
	$300,000

	
	
	Employees should transition from the traditional staffing structure where they could only function within the confines of a single specialization area. This exposes the hotel to skill gaps in case of turnovers and labour shortages. 

	To have a workforce that can operate in multiple roles within the organization without compromising the quality standards upheld at the organizational level.
	12 months
	01/06/2025
	$500,000

	
	
	Technological integration within the hotel’s activities to reduce the impact of a limited workforce. This will also reduce the workload on the current workforce and enhance their performance in customer service. 

	To increase the operational effectiveness of the hotel workforce by automating repetitive tasks, leaving the human element to focus on customer service elements of the hotel’s activities. 
	6 months 
	1/12/2024
	$500,000



[bookmark: _Toc167355681]Conclusion
In conclusion, The Four Seasons Hotels and Residences in Toronto faces a labour shortage issue. Labour shortages are among the contemporary challenges that have been part of the hospitality industry since its beginning. Labour shortages adversely affect the services provided by the hotel. Specifically, labour shortages can cause burnout and fatigue in the workforce, reducing their capacity to offer quality customer service. The Four Seasons Hotel Toronto is also facing labour shortages that are adversely affecting its operations. Based on a recent customer review, this has mainly compromised the reliability of its customer service and cleanliness. Notably, these are a critical aspect of the hotel experience, and their decline in reliability adversely affects the brand's reputation of adhering to the highest quality standards. 
The SWOT, PESTEL, and TOWS analyses were used to analyse the hotel’s internal and external business environment. The SWOT analysis revealed that the Four Seasons Hotels and Residences in Toronto has two main strengths. First is the brand’s premium clientele. Second is the brand’s global presence. The analysis revealed that the hotel’s weaknesses include an overreliance on one customer segment and high operational costs. The opportunity available to the hotel includes the hotel is the increasing environmental consciousness among consumers that derived their spending decisions towards companies with environmentally sustainable operations. In addition, new technologies such as digital menus and software can be leveraged to increase the efficiency of the workforce and to automate repetitive tasks such as bookings and checkouts. The main threat to the hotel is the rise of new players who offer premium hotelier services at lower prices. The PESTEL analysis revealed that the hotel is affected by all five elements. Notably, the hotel is particularly susceptible to changes in political and economic factors. This is mainly due to the government's influence on the actions of consumers. Similarly, economic variations can reduce consumer’s tendency to spend on luxury hotelier services due to factors such as inflation or changes in the exchange rates. 
The hotel would be required to take three actions to minimize the impact of labour shortages. These actions include developing an employee retention program, applying technologies in hotel operations, and redesigning roles to combine jobs. These strategies are designed to enable the hotel to optimize its current workforce, retain it for a longer duration, and automate repetitive tasks. These actions can be implemented in one year for the benefit of the organization. 
As a representative of M-Solutions LLC I take this opportunity to thank you for your consideration of our firm to contribute to your growth and development. This opportunity has proven valuable to us since it has provided us with a new perspective on the hotel industry, more so in the context of its labour. We look forward to working with you in the future. Thank you 
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