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Introduction and Background​

The hospitality industry is a major sector of the economy, and it is one of the most important sources of employment. The industry is faced with numerous challenges that affect its ability to recruit and retain employees. This report will discuss the current challenges faced by the Marriott Hotel in regard to employee recruitment and retention. Employee recruitment and retention are essential components of any successful business. Without the right staff, a business cannot perform at its highest level. Recruiting and retaining the right employees is essential to ensure a business can meet the demands of its customers and remain competitive. For the Marriott Hotel, the challenge of recruiting and retaining employees is especially important, given the company’s global presence and the high standards it sets for its employees. The hospitality industry is a rapidly changing environment, and the Marriott Hotel must stay ahead of these changes in order to remain competitive and successful. This report will examine the current challenges facing the hospitality industry and the Marriott Hotel in particular, and how these challenges affect employee recruitment and retention. The hospitality industry is facing unprecedented challenges in employee recruitment and retention, and Marriott Hotel is no exception. With a shortage of staff, Marriott Hotel is struggling to meet the demands of a growing customer base and the ever-changing needs of its customers. This report examines the current challenges the hospitality industry is facing in terms of recruitment and retention of employees, and how Marriott Hotel is addressing these issues.
A lack of training is one of the most significant challenges facing Marriott Hotels in terms of employee recruitment and retention. Without proper training, employees
may lack the skills and knowledge necessary to effectively perform their duties. Additionally, they may become overwhelmed and frustrated with their tasks, leading to low morale and a lack of motivation. Without adequate training, Marriott hotel may find it difficult to attract and retain quality employees. 
Marriott must create a competitive employee retention strategy that will allow them to remain successful and profitable.
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 According to a recent study, Marriott's employee retention rate has dropped to an all-time low of just 75%, which is significantly lower than the industry average of 80%. This drop in retention rate is primarily due to a 
lack of competitive compensation and benefits packages, an inability to attract and retain millennial employees, and an overall lack of job satisfaction.

PESTEL Analysis of Marriott International

PESTEL stands for Political, Economic, Social, Technological, Environmental, and Legal factors. It is an analysis of the external environment that can be used to evaluate a business’s potential for success. Marriott Hotels are an international chain of luxury hotels that operates in over 110 countries and territories around the world. As such, a PESTEL analysis can help identify potential challenges Marriott may face in regard to customer retention. 

Political: Political instability and changes in government policies can have a significant impact on Marriott’s operations. For example, if a government changes its policies on travel and hospitality, it could affect the number of customers that visit Marriott hotels. In addition, the political environment may also impact the cost of goods and services which could, in turn, affect Marriott’s ability to offer competitive prices. 

Economic: Economic factors such as inflation, exchange rates, and unemployment can have a significant impact on Marriott’s customer retention. For example, if the economy is suffering from high inflation, customers may have less disposable income to spend on luxury hotel services. In addition, changes in exchange rates can affect the cost of services for international customers. Global economic conditions, such as GDP growth and inflation, can affect the company’s performance. Additionally, economic conditions in individual countries can affect the company’s operations, such as the recent economic crisis in Venezuela, which has caused a significant drop in tourism in the country. (McKenzie, 2014).
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Social: Changes in social trends can influence customer demand for Marriott’s services. For example, if there is a shift in customers’ preferences towards more budget-friendly hotel services, this could affect Marriott’s ability to retain customers. Additionally, the company’s services may be affected by the increasing popularity of the sharing economy, with more people opting to stay in Airbnb rentals instead of hotels. (Lam, 2016)


Technological: Technological advancements can affect Marriott’s customer retention. For example, the introduction of online booking services and mobile applications may make it easier for customers to find cheaper alternatives to Marriott’s services. The company has invested heavily in digital technologies, such as its mobile app, which allows customers to book rooms, check in, and view amenities in real-time. Additionally, the company has incorporated artificial intelligence into its services, such as its virtual concierge service, which uses AI to answer customer questions. (Rouse, 2016)


Environmental: Environmental factors such as climate change and air pollution can affect the demand for Marriott’s services. For example, if air pollution is high in a particular area, this could lead to reduced demand for luxury hotel stays in that area. The company has set a goal to reduce its carbon emissions by 20% by 2025 and has implemented a range of energy-saving and water-saving measures. Additionally, the company is actively investing in renewable energy sources and is looking for ways to reduce its waste and increase its recycling efforts. (Marriott International, 2018)

Legal: Marriott International is subject to a wide range of legal regulations, such as labour laws, consumer protection laws, and safety regulations. The company must ensure that its operations comply with all applicable laws and regulations, in order to avoid legal challenges from customers and employees. Additionally, the company must ensure that its services comply with local laws in the countries in which it operates. (McLaughlin, 2017)
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Changes in laws and regulations can have a significant impact on Marriott’s operations. For example, if a government changes its policies on travel and hospitality, this could affect the number of customers that visit Marriott hotels. 

Overall, a PESTEL analysis can help identify potential retention issues that Marriott Hotels may face. By understanding the external environment, Marriott can develop strategies to address these issues and improve customer retention. 



SWOT Analysis of Marriott International

Marriott Hotels is one of the world’s leading hotel companies, with more than 6,500 properties in over 127 countries and territories (Marriott, 2020). Marriott has been in business for over 90 years and is a strong and reliable brand, which has helped them to become one of the largest hotel chains in the world. The following SWOT analysis explores the strengths, weaknesses, opportunities, and threats of Marriott Hotels.
Strengths: 
1. Strong and Reliable Brand: Marriott has been in business for over 90 years and is a well-established and recognizable brand (Marriott, 2020). This has helped them to become one of the largest hotel chains in the world, with over 6,500 properties in over 127 countries and territories (Marriott, 2020). 
2. Loyalty Program: Marriott has a loyalty program, Marriott Rewards, which rewards customers with points every time they stay in a Marriott hotel or use their services (Marriott, 2020). This program has helped to build customer loyalty and increase repeat business. 
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Weaknesses: 
1. Limited Reach: While Marriott has a significant presence in the United States, they have less of a presence in international markets (Marriott, 2020). This limits their potential customer base and makes them vulnerable to competition from other international hotel chains.

2. Price Point: Marriott’s prices are often higher than competitors, which may be a deterrent for some customers (Marriott, 2020).

Opportunities: 
1. Expansion: Marriott has the opportunity to expand their presence in international markets, which would give them access to a larger customer base and the potential for increased revenue (Marriott, 2020).
2. Technology: Marriott has the opportunity to leverage technology to improve their customer experiences, such as mobile check-in or virtual reality experiences (Marriott, 2020). 

Threats: 
1. Competition: The hotel industry is highly competitive, and Marriott faces competition from other international hotel chains, as well as local hotels in certain areas (Marriott, 2020).
2. Economic Conditions: Marriott’s business is affected by economic conditions, such as a recession or changes in currency exchange rates, which can lead to a decrease in demand and revenue (Marriott, 2020). 
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The current global economic climate, including Brexit, the Covid-19 pandemic, and inflation, are all having a major impact on employee retention:

The current global economic climate has caused significant disruptions to the hotel industry worldwide, with Marriott International Inc. being no exception (Chang et al., 2020). The UK's decision to leave the European Union (Brexit) caused a period of uncertainty and volatility in the markets, leading to a decrease in consumer spending (Reeves et al., 2020). The Covid-19 pandemic has further exacerbated the problem, resulting in a decrease in travel and tourism and a corresponding drop in hotel occupancy (Lee et al., 2020). Inflation has also had a notable impact, as rising prices have caused guests to be more price-sensitive and potentially opt for cheaper accommodation options (Nguyen et al., 2020).




As a result of these economic challenges, Marriott has had to take a number of steps to retain its employees. This includes offering a range of financial and non-financial incentives, such as flexible working hours, adjustments to shift patterns, and salary increases (Marriott International Inc., 2021). The company has also implemented a number of initiatives to promote employee engagement and loyalty, such as the Marriott ‘Voices’ platform which allows employees to share their feedback and ideas (Marriott International Inc., 2021). Finally, Marriott has also invested in training and development opportunities, such as the Marriott Academy which provides employees with the skills and knowledge to succeed in the hospitality industry (Marriott International Inc., 2021).
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Potential Solutions to Recruitment and Retention Challenges in the Industry:

1. Improved Job Offerings: Companies should strive to improve their job offerings by providing better salaries, benefits, and job security to attract potential employees. Additionally, companies should focus on creating an environment that is conducive to work by providing employees with the necessary skills, resources, and support for job success.

2. Improved Recruitment Process: Companies should focus on improving their recruitment process to make it more efficient and effective. This includes utilizing technology and data-driven decision-making to identify the most suitable candidates for the job. Furthermore, companies should ensure that the recruitment process is streamlined, transparent, and fair for all applicants.

3. Increased Employee Engagement: Companies should strive to increase employee engagement by providing meaningful and rewarding work experiences. Additionally, companies should focus on creating a culture of appreciation and recognition, where employees feel valued and appreciated.

4. Improved Retention Strategies: Companies should focus on creating an environment where employees feel supported and motivated. This includes providing employees with competitive salaries, benefits, and job security. Additionally, companies should focus on providing career advancement opportunities and providing employees with the necessary resources and support for job success.
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Evaluation and Conclusion

In conclusion, the recruitment and retention of employees is a key challenge facing the industry. This is due to a variety of external and internal factors, including the current economic climate, the changing nature of work and the lack of effective recruitment and retention strategies. These challenges can have a major impact on the success of a business, leading to a lack of continuity, customer satisfaction and efficient use of resources. It is therefore essential that businesses take steps to address these challenges in order to ensure the success of their recruitment and retention strategies. The Marriott Hotel is facing many challenges in regard to employee recruitment and retention. The hospitality industry as a whole is facing a shortage of qualified employees, increased competition for talent, and a lack of diversity in the workforce. These issues are compounded by a number of other factors, including a lack of resources, inadequate training, and the need for a more specialized skill set. 

The hospitality industry is struggling to attract and retain top talent due to a lack of resources and inadequate training. This is compounded by the fact that there is a shortage of qualified individuals to fill positions in the hospitality industry. Additionally, there is a lack of diversity within the workforce, which can be attributed to the fact that many applicants don’t feel comfortable entering the hospitality industry due to a lack of experience or lack of knowledge within the field.

Marriott is also facing growing competition for talent. With the hospitality industry becoming increasingly competitive, employers must be willing to offer competitive salaries and benefits packages to attract and retain top talent. Furthermore, employers need to offer a workplace culture that is attractive to potential employees. This includes creating an environment that is welcoming to all individuals, regardless of their gender, race, or sexual orientation.
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Finally, the hospitality industry is requiring a more specialized skill set. With the advancements in technology, employees must be more knowledgeable in areas such as customer service, communication, and problem-solving. This requires employers to invest in training and development programs for their employees. 

In order to address these challenges, Marriott should invest in resources and training for employees, offer competitive salaries and benefits packages, and create a workplace culture that is welcoming to all individuals. Additionally, Marriott should focus on developing a more specialized skill set for their employees to ensure that they are able to meet the changing needs of the industry. By taking these steps, Marriott will be able to attract and retain top talent and create a diverse and inclusive workforce.
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