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[bookmark: _Toc150823184]Executive Summary
This report aims to evaluate the causes, implications, and solutions to the high employee turnover rate in Courtyard by Marriott hotels regarding the rising employee turnover rate. As a consultative company, HENRIQ Solutions Consultant Ltd is a professional consulting firm aiming to help organisations optimise their operations and performance by providing real-time business solutions to attain desired outcomes. As a professional consulting firm, HENRIQ Solutions Consultant Ltd offers various services, including assessing challenges and opportunities for improving workplace settings by conducting employee engagement surveys, training and development programs, and change management consultancy. The firm leverages the inputs from significant stakeholders and research studies in providing business organisations with the most appropriate business solutions.
High employee turnover rates remain one of the critical challenges facing business organisations operating in the hospitality sector. The problem of high employee turnover rates is associated with numerous negative implications in the business organisation. For instance, the selected brand is incurring increased costs of managing human resources—recruiting, training, onboarding of new hires, and other human resource development programs. Secondly, frequent changes in the workforce are linked to deteriorating customer satisfaction scores. Low customer satisfaction scores result from being served by less experienced and knowledgeable staff. In other words, high employee turnover rates inadvertently affect the quality of customer services. More critically, Courtyard by Marriott risks tainting its organisational image due to negative reviews and a lack of sustainability in the quality of customer services. Such setbacks make it challenging for the business organisation to attract and retain highly qualified workers. Low retention rates affect the profit margin of the business organisation. It is essential to leverage research-based interventions in driving significant changes in successfully managing human resources.
The report highlighted some underlying causes of high employee turnover rates in Courtyard by Marriott hotels. Long working hours with low remunerations lead to increased frustrations and burnout. The minimum wages and bonuses are not commensurate with the labour provided. Secondly, the absence of opportunity for career advancement, especially for front-line employees, is associated with low employee engagement and job satisfaction—limited opportunities for employees to achieve desired growth and development are some of the primary concerns regarding a high employee turnover rate. In Courtyard by Marriott hotels, poor work scheduling and job matching are leading causes of increased burnout and frustrations among the employees. Ineffective management is another significant factor associated with increased employee burnout and turnover intention.
Based on the insights on the actual assessment of the situation within the business organisation and review of credible sources, the outcomes of strategic analysis provide in-depth insights on the current challenges facing Courtyard by Marriott concerning dealing with human resources. Successful implementation of research-based interventions can transform human resources management within the business organisation. Rapid changes in the labour market and other dynamics in the business environment can inadvertently affect the sustainability of business growth and profitability. SWOT and PESTEL analyses provided in-depth insights into the external and internal factors affecting the business operations concerning the identified organisational issue. 
The report provides specific and innovative recommendations that Courtyard by Marriott can consider implementing to address the high employee turnover rate at Courtyard by Marriott hotels. Successful implementation of the ongoing training and development programs for all the staff members, especially the front-desk employees, can be crucial in containing the high employee turnover rates. Establishing a corporate culture that promotes inclusion and cultural diversity within the workplace is essential. The management must address and prevent or reduce incidents of lawsuits and fines associated with violating the existing legal and ethical standards in managing human resources. The management should strive to keep a clear and consistent scheduling system for employees to understand the patterns of their leaves, including implementing work schedules that promote desired work-life balance within the business organisation. Successful implementation of enhancing pricing strategies can be crucial in improving the competitive edge of the business organisation. Data analytics and market research are central to understanding guest booking patterns, competitor pricing strategies, and demand fluctuations in the sector. 
Therefore, this report has explored the implications of the high employee turnover rate at Courtyard by Marriott hotels. The findings of this report established that the current employee turnover rate is higher than that in the entire hospitality sector. The cost implications of higher employee turnover rates include the rising expenses associated with recruiting and selecting new employees, including providing the necessary training programs to the new hires. The management can address the increasing employee turnover rate to create a competitive edge while optimising the operational efficiencies in the sector. The report has highlighted some factors contributing to the rising employee turnover rates at Courtyard by Marriott hotels---low remuneration, unpredictable work schedules depending on the season, and long working hours under strenuous work conditions. Other underlying causes include poor management and reduced industry professional advancement opportunities. We want to thank the management of Courtyard of Marriott for the opportunity to collaborate on this crucial business project. We are committed to providing businesses with research-based and creative solutions to address contemporary challenges.
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[bookmark: _Toc150823185]Introduction
According to Djajasinga et al. (2021), high employee turnover rates can be a critical concern to the success of any business organisation, especially in the hotel and hospitality industry. Marriott International, Inc. has continued to face strategic problems associated with frequent employee leave, creating operational challenges. Marriott International, Inc. is one of the largest American-based international hotels (Breda, et al., 2020). The business organisation has more than 7600 properties in about 140 counties. The company was established in 1927 by Willard Marriott and his wife, Alice Sheets Marriott. Courtyard by Marriott International is headquartered in Bethesda, Maryland, in the US. The business organisation provides a wide range of hotel brands—Marriott Hotels and Resorts, The Ritz-Carlton, Sheraton Hotel and Resorts, and Westin Hotels and Resorts, including Courtyard by Marriott. 
This report will mainly focus on Courtyard by Marriott as a brand. The Courtyard by Marriott is one of the most popular brands of mid- and upscale hotels owned by the Marriott International. The brand was established in 1983; and has experienced exponential growth to more than 1200 hotels in about 60 countries and territories across the globe (Marriott.com, 2023).  The hotels are well-defined to meet the needs of the customers by providing improved experiences to the guests. The brand has remained a popular choice for business executives due to the convenient locations and efficient services rendered in these hotels (Marriott.com, 2023). However, Courtyard by Marriott is currently rocked with the problem of high employee turnover rates.
HENRIQ Solutions Consultant Ltd is a professional organisational consulting firm whose primary focus is to help business organisations optimise their operations and performance by providing real-time business solutions to attain desired outcomes. As a professional consulting firm, HENRIQ Solutions Consultant Ltd offers various services, including assessing challenges and opportunities for improving workplace settings by conducting employee engagement surveys, training and development programs, and change management consultancy. The firm leverages the inputs from significant stakeholders and research studies in providing business organisations with the most appropriate business solutions. Operational and performance challenges can have far-reaching implications on business success and profitability. Courtyard by Marriott will benefit from customised solutions for its identified business problems. Failure to address the root causes of high employee turnover rates can inadvertently limit the business organisation's ability to optimise its operations in the different business segments. Excellent human resource management practice requires the management of business organisations to leverage research-based solutions to promote sustainability (Gebbels, et al., 2020). In other words, Courtyard by Marriott focuses on creating solutions to enable the affected business organisation to achieve improved sustainability in business growth and profitability. 
Strategic management entails scanning the operational and performance issues affecting the business organisation. HENRIQ Solutions Consultant Ltd is committed to providing data-driven solutions to facilitate optimised business operations. Misalignment in the corporate culture and values can inadvertently affect the success of the business organisation, especially in managing human resources. Employees are the most critical stakeholders in any business organisation. It is imperative to create policies and interventions to address employee issues within the business organisation (Mohsin et al., 2023). Strategic tools facilitate the successful analysis and implementation of the suggested business solutions. For instance, SWOT analysis (an abbreviation for strengths, weaknesses, opportunities, and threats) can be a game-changer in promoting the implementation of employee retention programs by allowing Courtyard by Marriott to leverage its strengths in creating a positive workplace. A PESTLE analysis (an abbreviation for political, economic, social, technological, environmental, and legal factors) helps understand internal factors within the business organisation. This consultancy report will explore the high employee turnover rate in Courtyard by Marriott to promote sustainability in business growth and profitability.
[bookmark: _Toc150823186]Analysis
Kwok (2022) maintains that the worsening labour shortage problem will likely continue for decades due to the imbalance in labour demand and supply. The hotel and tourism sector should work closely with the relevant stakeholders in managing critical talents in the industry to ensure sustainability in the management of human resources. According to Liu-Lastres et al. (2023), the hotel sector faces acute labour shortages, especially in developed countries, including emerging markets. Globally, the employee turnover rate in the hotel and hospitality sector ranges from 30% to 70% (Michael & Fotiadis, 2022). The average turnover rate in the hotel and hospitality sector remains significantly higher than in other industries. Excessive stress and burnout among employees are the major contributing factors to the higher employee turnover rate in the hotel and tourism sector (Yang, et al., 2019; Cuc, et al., 2022). The demanding and stressful work environment contributes to the decision to leave an organisation, leading to high turnover rates. Establishing and sustaining a supportive and conducive corporate culture is essential.
According to Edeh et al.(2022), stress and burnout can have far-reaching implications on the performance and productivity of the team members. A Reasonable and tolerable stress level can positively impact employee productivity and engagement. Management of business organisations must strive to establish an effective and conducive work environment to facilitate the attainment of desired outcomes as far as employee productivity is concerned. Employees are the most critical stakeholders in any business organisation; they perform crucial roles and activities to attain organisational goals and objectives (Tsaousoglou, et al., 2022). Cultural values and beliefs influence employees' tastes and preferences in a specific business organisation. Corporate cultures also influence the relationship between the business organisations, including the interactions among the employees. The nature of the workplace influences employee engagement and job satisfaction. The retail and hospitality industries are the most affected by high employee turnover rates (Fig. 1 below).
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(Dwesini, 2019)
Fig. 1: Proportions of Employee Turnover Rates by Sector 
[bookmark: _Toc150823187]Consequences of High Employee Turnover Rates
In Courtyard by Marriott, the rising employee turnover rates are associated with far-reaching implications in the management of the business organisation. The brand has a turnover rate of about 32%, higher than the average in the tourism and hospitality sector. The management. The high turnover rates are most prevalent among the front-line workers. The industry's seasonal nature renders some employees redundant during the off-peak seasons. The rising level of competition in the industry has been associated with some employees leaving the organisation in search of better terms of employment.
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Fig. 2: Cost Implications of High Employee Turnover Rates (Khan, Khan, & Bodla, 2021).
High employee turnover rates are associated with numerous negative implications in the business organisation. For instance, the selected brand is incurring increased costs of managing human resources—recruiting, training, onboarding of new hires, and other human resource development programs. Secondly, frequent changes in the workforce are linked to deteriorating customer satisfaction scores. Customers have registered low satisfaction scores from being served by less experienced and knowledgeable staff. In other words, high employee turnover rates inadvertently affect the quality of customer services. More critically, Courtyard by Marriott risks tainting its organisational image due to negative reviews and a lack of sustainability in the quality of customer services. Such setbacks make it challenging for the business organisation to attract and retain highly qualified workers. Low retention rates affect the profit margin of the business organisation. It is essential to leverage research-based interventions in driving significant changes in the successful management of human resources. 
[bookmark: _Toc150823188]Causes of High Employee Turnover Rates
Numerous factors account for the rising employee turnover rates in the hospitality sector, Courtyard by Marriott included. For instance, long working hours with low remunerations. The front-line workers tend to work for long hours, including weekends and holidays, leading to increased frustrations and burnout. The minimum wages and bonuses are not commensurate with the labour provided. Secondly, the absence of opportunities for career advancement, especially for front-line employees, associated with low employee engagement and job satisfaction—limited opportunities to advance employee career growth and development are some of the primary concerns regarding the high employee turnover rate. In Courtyard by Marriott, poor work scheduling and matching of jobs are some of the leading causes of increased burnout and frustration among employees (Ahmad et al., 2021). Ineffective management is another significant factor associated with increased employee burnout and turnover intention. 
[bookmark: _Toc150823189]Stakeholder Feedback
 It is imperative to obtain feedback from the relevant stakeholders, especially the employees, on issues affecting the team members. In Courtyard by Marriott, employee feedback has been crucial in identifying the root causes of the current high turnover rates. However, the business organisation has continued to receive criticism associated with reduced commitment to addressing the employees' challenges (Tang & Tang, 2019; Mansaray, 2019). The outcome of a recent survey of Marriott employees established that approximately 40% of respondents felt that the top management of the business organisation appreciated their feedback. 
[bookmark: _Toc150823190]Organisational Reputation
The rising high employee turnover rates are associated with the deterioration and poor public relations at Courtyard by Marriott. According to Glassdoor's ranking, Marriott is one of the business organisations with the worst employee experiences. Employees are subjected to long working hours, and the remuneration needs to be commensurate with the assigned roles and responsibilities. 
[bookmark: _Toc150823191]Scope
The identified organisational issue is a global issue affecting different business organisations in the hotel and tourism industry. Excellent management of the problem requires the adoption of research-based interventions. The hotel and tourism industry tends to be labour intensive, where the management of the firms takes a keen interest in training their team members and providing them with excellent welfare programs to improve the level of motivation and commitment among the team members (Joshi & Sathe, 2021). Successful implementation of the best practices in managing human resources can be crucial to the success of the business organisation. 
[bookmark: _Toc150823192]PESTEL Analysis
PESTLE (an abbreviation for political, economic, social, technological, environmental, and legal factors) is an essential strategic tool for analysing the business environment (Bamidele-Sadiq, et al., 2022; Henry, 2021). Courtyard by Marriott continues to experience high employee turnover intention and burnout. The following is a PESTEL analysis for the brand. 
Political Factors
Numerous political factors affect the operations of the business organisation. Government regulations, taxation, and trade policies are some of the factors affecting the management of Courtyard by Marriott. Frequent protests and boycotts resulting from the unionisation of its employees are critical issues facing the management. Thousands of workers at Courtyard by Marriott are agitating for safer worker conditions and better protections.
Economic Factors
The Company is affected by various economic factors, including increased competition in the labour market, inflationary tendencies, and interest rates. The outbreak of the coronavirus pandemic had a significant impact on critical business operations (Jenkins & Williamson, 2015). Temporary hotel closure, reduced travel and hotel demand, and COVID-19 restrictive measures. The issuance of long-term debt consisted of approximately 65.1% of inflows in 2020. 
Social Factors
Various social factors, such as cultural values and beliefs, including demographic changes, impact Courtyard by Marriott. The management focuses on addressing the needs of the millennials—more health-conscious than the previous generation. The Company is pressured to improve its human resource management practices in conformity with international practices. The business has remained mindful of social attitudes and sensitives by implementing policies to establish an inclusive and conducive workplace for all employees irrespective of race, gender, ethnicity or sexual orientation. 
Technological Factors
Rapid technological advancement has far-reaching implications for the overall management of business organisations. The Company leverages modern technologies to improve customer experience and attain more personalised interventions. The business organisation has been focusing on implementing artificial intelligence and other digital transformations to improve the management of various operations significantly. 
Environmental Factors
Courtyard by Marriott is affected by various elements of environmental factors. Pollution, resource scarcity, and climate change are some of the critical environmental concerns. The business organisation faces increased pressure to address perceived environmental contamination from its production activities. However, the management of the Company released a detailed report on its plans to address the environmental impact associated with the production activities.
Legal Issues
Legal factors have a significant impact on managing human resources. Labour regulations are some of the critical issues affecting the management of human resources (Statute & Statute, 2023). Courtyard by Marriott has been sued in Pennsylvania Eastern District Court over perceived violations of the provisions of the Americans with Disability Act (ADA) in its dealing with people with physical disabilities (Madera et al., 2023). 
[bookmark: _Toc150823193]SWOT Analysis 
Strengths 
· Courtyard by Marriott enjoys a global presence with more than 7000 properties in different countries across the globe, giving the business organisation a competitive edge in brand recognition.
· The business company has a loyalty program, dubbed Bonvoy, with more than 140 million members. The program has been instrumental in customer retention. 
· Marriot International, Inc. also has an impressive track record of financial performance, with consistent growth in revenues and earnings. 
· The business company has a strong portfolio of hotel brands—Ritz, Carlton, and Marriott. 
Weaknesses 
· The Company's ineffective data protection exposes customers to potential data breaches. In 2018, the guest reservation database of Marriott's Starwood was hacked, exposing more than 500 million personal data. 
· Courtyard by Marriott is positioned as a family-oriented business from market position to management, while the future of the hotel and tourism sector is focusing on young single millennials.
· The Company has been experiencing negative publicity due to alleged violations of labour laws, especially the ADA provisions. 
· Frequent civil lawsuits have always portrayed the Company in a negative light. The Company was fined $600000 in fine after blocking the customer's personal WI-FI, citing security concerns. 
· Lack of adequate staff training programs. 
Opportunities
· Changes in demographics are forcing the business organisation to position itself as a youthful brand to align with the changes in millennials. 
· The demand for hospitality services has grown in developing countries, presenting a lucrative opportunity for the hotel. 
· The management can expand the business service line by providing additional services, such as tourism and houses for hire, such as Airbnb. 
· Healthy economic growth since 2010 due to the competitive advantage the Company enjoys based on its brand positioning. 
Threats
· Pressure from labour unions, especially on the adherence to existing legal frameworks such as ADA provisions. 
· The hotel and tourism sectors are associated with stiff competition, especially from well-established brands such as Hilton and Novotel. 
· Potential risks of terror activities as the business attracts customers from various nationalities, including terror groups. 
· The global recession is a tremendous risk to the future industry's further growth due to many factors, such as the devasting impact of the COVID-19 pandemic. 
· Rise in cost of technological investments. 






[bookmark: _Toc150823194]TOW Analysis
Table 2: TOW Analysis 
	                       Internal Factor








External Factors 
	Strengths (S)
· Strong brand recognition due to global presence. 
· Impressive track of financial performance
· Strong brand portfolios.
· Loyalty programs enhancing customer retention. 
	Weaknesses (W)
· Ineffective data protections exposing customers to data breaches.
· Lack of effective staff training programs.
· Frequent civil lawsuits. 
· Negative publicity due to alleged violation of laws
· The business is positioned as a family-oriented business.

	Opportunities O)
· Rapid changes in demographics 
· Rising demand for hospitality services.
· Opportunity to expand the service line to hiring of houses such as Airbnb
· Healthy economic growth since 2010.
	(SO)
· Position the business to appeal to the millennials market segment. 
· Expand the business operations in emerging markets. 
· Provide conducive workplace to employees. 

	(WO)
· Implement staff training programs. 
· Improve compliance with the existing legal and ethical frameworks. 
· Align the business branding to appeal to millennials. 
· Improve on data protection strategies. 

	Threats (S)
· Pressure from labour unions to adhere to ADA provisions. 
· Stiff competition from well-established businesses—Hilton and Novotel. 
· Rise in cost of technological investments. 
· Risk of terror attacks. 
· Global recession.
	(ST)
· Create highly differentiated products and services.
· Strengthen cooperation.
· Improve promotion 



	(WT)
· Improve adherence to labour laws to continue pressure from the labour unions. 
· Provide quality staff training and welfare programs. 
· Improve cooperation 
· Strengthen marketing campaigns. 




[bookmark: _Toc150823195]Recommendation and Change Management
The outcomes of strategic analysis provide in-depth insights into the challenges facing the Courtyard of Marriott hotels concerning human resources. Successful implementation of research-based interventions can transform human resources management within the business organisation. Rapid changes in the labour market and other dynamics in the business environment can inadvertently affect the sustainability of business growth and profitability. 
[bookmark: _Toc150823196]Key Recommendations
Based on the comprehensive analysis conducted on Courtyard by Marriott the following strategic actions are highly recommended to enhance the overall performance of the business organisation. 
[bookmark: _Toc150823197]Comprehensive Staff Training 
Successful implementation of the ongoing training and development programs for all the staff members, especially the front-desk employees, can be crucial in containing the high employee turnover rates. Creating a comprehensive reward system for employees displaying exceptional organisational citizenry with exceptional performance. Integration of regular refresher courses can enable the employees to stay current with the industry trends, including how to leverage technology to improve the efficiency of service provision. Continuous training of employees is crucial in optimising their efforts in achieving the set organisational goals and objectives (Dominioni, 2023). Cross-training helps the employees to understand different levels within the business organisation.
[bookmark: _Toc150823198]Improve Staff Engagement and Job Satisfaction
According to Anggoro KR, et al. (2023), an increase in workload is associated with increased frustrations and burnout among the affected employees. In this case, the management of Marriot International, Inc. must adopt a positive and conducive workplace by encouraging the employees to report or communicate challenges facing them regarding their roles and responsibilities (Rabiul et al., 2023; Rasool et al., 2021). It entails providing promotional and educational opportunities for employees to achieve desired career growth and development. Active involvement of employees in the decision-making process can be instrumental in creating a sense of belongingness (Stamolampros et al., 2019). The management should appreciate recognising and rewarding employees with significant improvement. Highly engaged and motivated employees are more productive and helpful in enabling the business organisation to achieve the set business goals and objectives. 
[bookmark: _Toc150823199]Re-evaluate Corporate Culture 
Organisational culture defines human resource management practices. Corporate values have far-reaching implications on employee retention programs. It entails promoting and establishing communication pathways to enable the employees to raise concerns regarding pressing issues within the business organisation (Basnyat & Clarence Lao, 2020). Organisational values and beliefs influence task delegation and other critical organisational roles and responsibilities. Establishing a corporate culture that promotes inclusion and cultural diversity within the workplace is essential (Rizki, et al., 2019). The management must address and prevent or reduce incidents of lawsuits and fines associated with violating the existing legal and ethical standards in managing human resources. A supportive and positive culture is central to managing the high employee turnover rate (Markiz, et al., 2017). Less conductive and supportive corporate cultures significantly increase employees’ frustrations and turnover intentions.
[bookmark: _Toc150823200]Improving Work Scheduling 
The hotel and tourism sectors are associated with unavoidable unpredictability affecting work scheduling. Courtyard by Marriott employees rarely work on set schedules or consistent leaves. The irregularity and non-standard hours can have negative implications on the employees (Fox, et al., 2021). The management should strive to keep a clear and consistent scheduling system for employees to understand the patterns of their leaves, including the implementation of work schedules that promote desired work-life balance within the business organisation. Scheduling changes can be instrumental in improving transparency regarding overtime needs and giving the employees adequate time to adjust to scheduling changes (Roberson, 2019). The management of Courtyard by Marriott can leverage advanced technologies to implement flexible schedules to enable team members to work remotely without undermining individual and collective performance. 
[bookmark: _Toc150823201]Improve Pricing Strategies and Service Quality

The overall performance of the business organisation is a significant factor determining the ability of the business organisation to provide competitive remunerations to their employees. Courtyard by Marriott is facing stiff competition from other well-established business organisations. Successful implementation of enhancing pricing strategies can be crucial in improving the competitive edge of the business organisation. Data analytics and market research are central to understanding guest booking patterns, competitor pricing strategies, and demand fluctuations in the sector (Pandey, et al., 2021). The rates should reflect the seasonality, real-time demand, and other special events. Transparency in the pricing of the products provided by the business organisation will be crucial in improving the overall profitability of the business organisation to enable the management to provide competitive remunerations. 
[bookmark: _Toc150823202]Change Management
Practice changes are inevitable in managing business organisations. Theoretical perspectives are available to ensure a seamless change implementation process. Lewin’s change management model provides frameworks for ensuring seamless processes when introducing critical changes in managing the business organisation (Tang & Tang, 2019). It is imperative to leverage the theoretical perspective to make the process of introducing significant changes in managing human resources more seamless (Burnes, 2020). Active involvement of the relevant stakeholders, especially the employees, can be critical in ensuring the suggested organisational changes are implemented. Hussain et.al. (2018) state that corporate changes are crucial for organisations in dynamic business environments associated with stiff competition (Kwok, 2022). Excellent change management entails planning, designing, and implementing measures to manage the implications of the proposed changes. High employee turnover rates affect various elements of business operations. 
[bookmark: _Toc150823203]Change Management Process
In implementing the suggested approaches to managing human resources at Courtyard by Marriott, the following three stages for successful change implementation are imperative unfreezing, changing, and refreezing (fig. 1 below). The individual phases serve specific roles in the entire change implementation process. In this case, the suggested changes are made to feel like a campaign rather than the corporate decisions emanating from the top leadership (Marriott.Com, 2023). In the unfreezing stage, the management of the Courtyard by Marriott needs to create awareness among the employees on implementing the suggested changes, including the work reschedules, to enable the employees to achieve a work-life balance (Hee et al., 2019). Effective communication ensures that employees understand the relationship between the proposed changes and the organisational mission. The HR manager can create short-term goals to sustain the change momentum, including long-term goals to integrate the new changes into the organisational culture. 
                               [image: ]
Fig. 1: Lewin’s Change Model 
Changing (or transitioning) is the second stage in change implementation. At this point, employees are unfrozen, and the management can implement the suggested changes in managing human resources (Ahmad, et al., 2021). At this point, Courtyard by Marriott employees are ready to accept the proposed changes (Rad & Rad, 2021). The key employees and stakeholders are unfrozen. The proposed changes in managing human resources are implemented to address the identified organisational issue—frustrations and high turnover intentions among the frontline workers. The transition stage creates momentum to sustain the change implementation. 
Finally, refreezing is the last step in introducing crucial organisational changes. At this point, people move from the transition to an equilibrium stage. Practical leadership skills can be instrumental in providing the necessary support to employees to cope with the proposed changes (El-Amin & George, 2020). The management must develop a mechanism for recognising and rewarding employees displaying desired behaviours towards the proposed changes. Immediate supervisors are trained in implementing the suggested approaches to dealing with human resources. Support from the top leadership can be critical in integrating the suggested changes to become part of the corporate culture (Bose, 2020). The proposed changes form the new values, norms, and values guiding the human resources management at Courtyard by Marriott.
[bookmark: _Toc150823204]Potential Benefits
Courtyard by Marriott continues to need help dealing with the frontline workers' frustrations and high turnover intent. According to Melián-Alzola et al. (2020), unpredictability in the tourism and hotel industry is associated with increasing high employee turnover rates. The proposed recommendations will enable the business organisation to accrue the following benefits:
· Improved human resources management will enable the business organisation to improve guest satisfaction scores and favourable reviews significantly (Ming & Liu, 2021). The increased booking rates can exponentially increase revenue collection and profitability. 
· Implementing the suggested interventions will enable the management to improve staff morale, employee engagement, and productivity (Fallucchi, Coladangelo, Giuliano, & William De Luca, 2020). Recognition can make employees feel more engaged and productive due to the created sense of belongingness (Ghani et al., 2022). 
· The employees in the decision-making process leverage their inputs to improve the overall workforce productivity. 
· Better dealing with the employees is linked to improved corporate image and brand reputation. Cases of alleged trade union laws and ADA violations have damaged the organisation's reputation (Ertac & Cankan, 2021). However, adopting the recommended changes will enable Courtyard by Marriott to improve its tainted image regarding managing human resources. 
· The success of technological processes to improve the management of human resources for remote working options can improve cost-saving (Basnyat & Clarence Lao, 2020). Reduced incidents of lawsuits and fines will enable the management to save on overall operating costs. 
· Marriott will benefit from reduced employee turnover rates and expenses linked to the recruitment of employees (Dwesini, 2019). A high employee turnover rate is associated with the increased costs of recruiting and selecting new hires to replace the employees leaving the business organisation. 
[bookmark: _Toc150823205]Cost Implications 
Successful completion of the proposed project will require increased financial allocation to address the critical project milestones. The expenses of implementing the recommendation depend primarily on the initiative's scope. Successful implementation of the project will take approximately six months. Key areas requiring funding include staff training, employee engagement activities, and reward systems to motivate the team members, including the scheduling programs, as summarised in Table 2 below. 
Successfully implemented solutions will take approximately £1 million to address the overarching requirements or high deliverables. For instance, the management must acquire the relevant hardware and software applications and overall technological upgrades within the affected departments. Employee scheduling software programs will make it easier to improve the scheduling process. Connecteam will be helpful to software to optimise the management of human resources. The employee software scheduling will enhance communication between HR managers and employees to facilitate rapid communication of changes in schedule and standard updates (Ghani et al., 2022). Secondly, training the employees on the proposed changes, including using the suggested software, will require resource allocation. 

	
	Key Requirements and Items 
	Estimated Costs (£)

	1. 
	Training stationaries 
	60,000

	2. 
	Trainer fees 
	150,000

	3. 
	Technological upgrade 
	125,000

	4. 
	Employee wellness programs 
	250,000

	5. 
	Conducting surveys
	285,000

	6. 
	Travel and Accommodation 
	85,000

	7. 
	Miscellaneous 
	45,000

	8. 
	TOTAL 
	1,010,000


Table 2 
[bookmark: _Toc150823206]Success Evaluation Criteria
It is imperative to develop success evaluation criteria to determine the efficacy of the suggested recommendations in addressing high employee turnover rates at Courtyard by Marriott (Chakraborty & Biswas, 2019). The following key indicators will be crucial in determining the success of the project: 
· Attainment of a 60% improvement in guest satisfaction scores at the end of the successful implementation of the proposed interventions. Guest satisfaction scores reflect the level of commitment and productivity of the team members. Surveys and feedback forms can be used in collecting such data.
· Achieving significant improvement in employee engagement scores after successfully implementing the suggested interventions can be an essential indicator of improving the workplace setting (Jain et al., 2023). 
· Attaining improvement in favourable guest reviews can be essential to determine critical areas for further improvement. 
[bookmark: _Toc150823207]Action Plan
The suggested solutions will enable Courtyard by Marriott to achieve its short-term and long-term solutions with the identified business program. The recommendations entail conducting employee training programs, employee engagement activities and evaluating the efficacies of the recommendations. 
	No.
	Problem 
	Solution 
	Desired Outcomes
	Time Scale (months)
	Completion date 
	Budget Estimate (£)

	1. 
	Lack of effective staff training programs
	Introduce improved employee training program 
	Improved skills and competencies in delivering high-quality services. 
	1
	10/12/2023
	150,000

	2. 
	Low level of employee engagement  
	Introduce employee engagement activities 

	Significant improvement in employee engagement and job satisfaction 
	2
	11/02/2024
	250,000

	3. 
	Inefficiency in evaluating practice changes 
	Adopts success evaluation criteria

	Evaluate the efficacies of the proposed interventions to influence the implementation of the necessary adjustments. 
	Continuous 
	n/a
	45000

	4. 
	Absence of effective work scheduling 
	Technological upgrade to improve remote scheduling. 
	Improved efficiency of remote working options. 
	2
	12/04/2024
	



[bookmark: _Toc150823208]Conclusion 
In conclusion, this report has explored the implications of the high employee turnover rate at Courtyard by Marriott hotels. The findings of this report established that the current employee turnover rate is higher than that in the entire hospitality sector. The cost implications of higher employee turnover rates include the rising expenses associated with recruiting and selecting new employees, including providing the necessary training programs to the new hires. The management can address the rising employee turnover rate to create a competitive edge while optimising the operational efficiencies in the sector. The report has highlighted some factors contributing to the rising employee turnover rates at Courtyard by Marriott hotels---low remuneration, unpredictable work schedules depending on the season, and long working hours under demanding work conditions. Other underlying causes include poor management and reduced opportunities for professional advancement in the industry.
More importantly, the report has identified specific research-based interventions for addressing the organisational problem. Active involvement of the stakeholders, especially employees, when implementing the suggested changes is crucial in facilitating a seamless process of change implementation. The management can implement some of the interventions to achieve improved employee engagement and overall productivity by reassessing the existing corporate culture, improving the work schedule, and improving the current pricing strategies and overall quality of services. Top management can provide the necessary support and resources to implement the suggested interventions successfully. The commitment of the management of Courtyard by Marriott is a crucial step in transforming human resources management. 
     The report also uses a theoretical perspective to ensure successful change implementation. Lewin's change management model provides a stepwise approach to ensuring successful change implementation. Under this theoretical framework, the management can follow three main processes when introducing the changes to avoid or limit passive and active resistance from stakeholders—unfreezing, changing, and refreezing. 
Although implementing the suggested changes has cost implications, Courtyard by Marriott will accrue numerous benefits. Improved guest satisfaction as highly engaged and motivated employees tend to provide improved services. Better treatment of employees can help the business to improve its organisational reputation and brand reputation. Remote working options will enable the management to achieve improved job satisfaction among the employees who prefer to work from home. The report also suggests success evaluation criteria to enable the organisation's management to track the relevance and efficacy of the proposed changes in addressing the identified organisational issues. 
We want to thank the management of Courtyard of Marriott Hotels for the opportunity to collaborate on this crucial business project. We remain committed to providing businesses with research-based and creative solutions to address contemporary challenges in the business milieu, such as the problem of high employee turnover rates. Our greatest hope is that the suggested solutions will help the management of Courtyard by Marriott hotels to navigate the current challenge to improve sustainability in business growth and profitability.
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