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[bookmark: _p949h3tejbi1]THEME /TOPIC OF THE STUDY 
[bookmark: _ify0txf571h2]Focus:

The research titled “A Netnographic Research Study on Recruitment and Retention Challenges in the UK Hospitality Sector: Impacts on Employee Mental Health and Well-Being” focuses on the staff shortage problem within the hospitality sector in the United Kingdom, specifically emphasising recruitment and retention challenges. The location selected is IBIS budget hotel, Newport, Wales United Kingdom. The study will focus on critical analysis of published literature, netnography, and thematic analysis and categorise themes. A reflective analysis based on placement observation will also be considered to gain insights into recruitment and retention problems in hospitality in the UK and its effects on employee health and well-being.  
[bookmark: _y9ooxjpcgaqj]Scope:
[bookmark: _5er24bets4e1]
The study is focused on the hospitality sector UK and the Ibis budget hotel in Newport is taken as a case study. The study is highly relevant, and the insight will contribute to the knowledge base and will help to plan the initiatives to reduce the negative impact of the retention and recruitment efforts. The recommendation will help to design strategies to improve the health and well-being of employees by increasing their motivation, efficiency and productivity and enhancing job satisfaction and morale by which organisations can achieve employee retention and smooth operations. The major limitation is the absence of primary data and time constraints. 

[bookmark: _fiovoafrkkh4]Purpose:
The purpose of the study is to understand how the impact of recruitment and retention problems affect employee mental health and well-being at work, the major factors contributing to the situation, and the overall effect on performance, motivation and quality of work-life. The study also analyses the current strategies to reduce the negative implications on employees' health and well-being and suggests evidence-based solutions to mitigate the risks. The insights can effectively support the Ibis and Accor governments, other organisations, researchers, and other stakeholders to enhance the knowledge base and open windows for further research, and formulation of strategies and policies. 










[bookmark: _bnr0i64yn0m6]EXECUTIVE SUMMARY 

The study titled “A Netnographic Research Study on Recruitment and Retention Challenges in the UK Hospitality Sector: Impacts on Employee Mental Health and Well-Being” discusses how the present recruitment and retention problem affecting the hospitality industry and its impact on the health and wellbeing of existing workers. The study location selected was Ibis Budget Hotel, Newport, Wales. The major objective was to understand the magnitude of the problem, and the contributing factors to it and assess the impact on the mental health of hospitality workers and strategic initiatives by the organisation to address the situation. A case study method along with Netnography and reflection of placement observation were adopted and thematic analysis was used to analyse the data. The discussions have been done and recommendations have been provided. For netnography- reviews posted by the employees on popular platforms such as Glassdoor, indeed etc were used together with observations made during the placement to achieve real-world insights. The study highlights how the pressures of the industry affect mental health and well-being which in turn results in job dissatisfaction, low morale and reduced productivity and efficiency - reinforcing the significance of an improved support system. Organisations must equally invest one mental health and well-being to prepare the employees to go hand in hand with the organisation's effort to address the challenges and achieve success. 







[bookmark: _p83jilxkcooo]
[bookmark: _w20vzlqrzpw7]  INTRODUCTION 
[bookmark: _2r8w8zuz97xk]
[bookmark: _cf652r3n4j7c]

Q1: How are recruitment and retention challenges in hospitality and their impact on the mental health and well-being of employees?

 Q2: What are the viable strategies which can significantly mitigate the negative impacts on the mental health and well-being of the employees 
[bookmark: _y515s3n492xm]1.3 Aims of Research Activity

The research aims to explore the relationship between recruitment and retention challenges in hospitality with the mental health and well-being of employees and recommend evidence-based solutions. 
[bookmark: _tpzh6otx26v9]
[bookmark: _c7k9jugm265n]1.4 Objectives of Research Activity

1. To conduct a literature review and Netnography to gain insights into recruitment and retention challenges in the hospitality sector in the United Kingdom
1. To understand the effects of recruitment and retention challenges on hospitality employees mental health and wellbeing 
1. To recommend evidence-based solutions to organisations to reduce the negative implications on the mental health and wellbeing of employees at work due to recruitment and retention challenges 
[bookmark: _3zd18z4r1yvs]
[bookmark: _r1389u92iyt8]1.5 The organisation of the research
Theme/Topic 
Contents/Table of Contents: Lists all sections and sub-sections.
Introduction: Provides background, Research questions/Aims and objectives 
Literature Review: Critical analysis of existing research and find gaps 
Methods: Explains methodology, including netnography and data analysis techniques
Case Study Hotel Overview and Findings: Case study hotel overview, SWOT, PEST, competitor analysis, and reflective account 
Discussion: Discuss findings and compare them with literature and implications
Conclusion: Summarise findings and key takeaways 
           Recommendations: Insights and recommend evidence-based solutions
References:  minimum of 75 sources in Harvard style.

















[bookmark: _mhwod7r93dph]CHAPTER 2
[bookmark: _7tykm5b0ft83] LITERATURE REVIEW 
[bookmark: _iqps461d59w1]


[bookmark: _35jobe2d4mnr]2.1 Introduction
The hospitality industry is the backbone of the UK economy contributing significantly towards revenue and the sector employs 3.5 million people which makes it the third largest employer of the country (UKHospitality, 2023) The hospitality industry around the world is on the brink of a transformative era with technological advancement, and evolving guest and workforce expectations. (Boston University, 2023) Hence, the Hospitality industry is under constant pressure to adapt to the fast-paced changes to maintain its competitive advantage (EHL insights, 2024) which demands timely recruitment, effective retention and immediate replacements to ensure a skilled workforce to meet the requirements, (Erik..V, 2021) and achieve operational efficiency and productivity. (Kiran Kumar. Y, 2024) This literature review explores the current scenario of employee recruitment and retention in the UK hospitality industry, their impact on employee mental health and wellbeing, the contributing factors for recruitment challenges, contributing factors for retention challenges, and existing strategies to mitigate the challenges of recruitment and retention. The study has adapted netnography and thematic analysis as a method and the literature will also discuss the method and its role to gain valuable insights into the real-time experience of employees. (Alan.S, 2020)  

Considering the current scenario, the industry is in the recovery phase due to the negative impact of Brexit and the Pandemic which created a significant loss of skilled employees from the hospitality industry in the United Kingdom (IGov.Uk, 2025 Night Hospitality, 2025), facing growing challenges in the area of recruitment and retention. The hospitality sector recorded third in the list of the highest number of vacancies behind health care and retail. According to new data from the Office for National Statistics (ONS the number of vacancies has reduced to 98,000 vacancies in food service and accommodation which was previously recorded at 107000 right after the pandemic showing a positive sign. However, it is still 25% higher than the pre-pandemic period (Office of National Statistics, 2021) which indicates a significant shortage of skills However, for human resource managers, recruitment and retention remain a challenge despite the decline in vacancies especially after Brexit and the Pandemic. (Salima.H, 2021) The situation is alarming as the staff shortage is putting pressure on existing employees (Alex.C, 2025) to adapt to the changes which is adversely affecting their mental health and well-being (Sam.C, 2025). 
[bookmark: _fcxqho7m754z]2.3 Role of Human Resource Management in Hospitality Organisations 
Armstrong defines Human Resource Management as “a strategic process of acquiring, developing, managing, motivating and gaining the commitment of the most valued assets the “human resource” who collectively work to achieve organisational goals. The major HR practices include recruitment selection and retention, training and development, employee engagement, performance assessment, workplace policies, employee recognition and rewards, compensation and benefits, organisational culture, succession planning etc.  (Armstrong, 2006). Being a 100% customer-centric sector, Human resources are vital in hospitality as they directly affect the success and quality of services (Alessandro., et.al 2020. And it is the resource which brings all other resources together in the organisation. (Armstrong, 2006) It is human resource management that ensures the right person is available in the right position at the right time (Judy. H et al, 2009) and challenges to smooth HR function can hinder the success of the organisation. (Joana.Y, 2021) The environment to practice the best HRM ensures the attraction, development and retain talents which enables the organisation to maintain a competitive advantage (Kiran Kumar, Y, 2024) human resource managers need to create policies and procedures which are attractive for employees including new entrants (Josephine. W, 2016) 
[bookmark: _zf3lymiwxi39]2.4 Recruitment challenges

Edwin.D. Flippo defines Recruitment as the process of attracting potential candidates and stimulating them to apply for the job to meet current or future employment vacancies in the organisation (Md Atikur, 2025). Retention is the ability of an employer to prevent the employee from leaving the work. (Rodger.G et.al, 2019) The current challenges faced in hospitality are a combined situation of the Pandemic and BREXIT. The industry heavily relied on EU workers and Brexit Visa regulations and educational requirements after Brexit made low-skilled EU workers return to their home countries of which 30% of them were hospitality workers. During the Pandemic, 80% of them were furloughed or lost their jobs which made them leave the industry permanently, resulting in significant staff shortages and skill gaps ((UKHospitality, 2023) Ibis budget hotel, a brand of Acor is also facing challenges in the recruitment but their unique HR strategy is considerably reducing the negative impacts. Being a brand of Accor, Ibis budget hotel Newoirt comes under Accor's recruitment and retention policy. Accor's focus is on a “people first always” strategy which is based on three pillars - provision for development, inclusivity and diversity and benefits. Though they are not away from market risks, the Pandemic and Brexit have considerably affected the brand and they are successfully recovering from them.   The major factors contributing to the current challenges in recruitment and retention are the permanent loss of skilled workers, high turnover rate, the requirement of specialised skills, rising operational costs, and changes in rules and regulations which make it difficult to attract, recruit and retain experienced which affects service quality. Employees are not attracted to hospitality due to poor working conditions, low wages, poor work schedule, high pressure, lack of mental support, the lack of training and development, seasonal nature of employment, high staff turnover, poor brand image. etc. (Kavitha. H et al, 2019) 

[bookmark: _rygf9kwk9t5a]2.5 Retention challenges
Amidst the challenges, the cost of turnover in the hospitality sector is spiralling and it is not just affecting the HR functions but also having a huge impact on customer service and the pressure is extended to the current employees. (Institute of Hospitality, 2025). The survey by UK Hospitality in 2023 reveals that 42% of hospitality workers quit their jobs within the first 3 months which clearly shows the high rate of retention challenge within the sector (Institue of Hospitality, 2025). Retention is a key challenge in a sector that faces 30% staff turnover annually, significantly higher compared to other sectors (Antonio.A, 2019). The contributing factors identified are poor work-life balance, toxic work environment, high pressure-low pay, and lack of career progression. (World Health Organisation The absence of strong retention strategies results in increased recruitment costs, reduced service quality, and declining employee morale (Dusek et al., 2019).
[bookmark: _4j8f4li495et]2.6 Theories of turnover and retention and Mental Health 
The ultimate aim of people is to maintain some level of well-being in their daily lives (Kwang-Ho, L, 2016) The Barnard-Simon Theory of Organisational Equilibrium states that an individual will continue with an organisation if their contributions to the organisation and the organisation’s contribution to their life are balanced. Social exchange theory argues that employee expects to maintain  the terms, rules  and conditions agreed upon ie physical ( money, benefits etc) or mental (trust, loyalty etc) and any breach of the same  will lead to turnover, Both state that employees who are supported and valued for the contributions they make has a role in their decision to continue with an organisation (Karen S, C,  et.al, 2013) 
[bookmark: _9grvkuab72f]2.7 Effect on Existing employee's mental health and well-being 

WHO- “Mental health is a state of mental well-being that enables people to cope with the stresses of life, realize their abilities, learn well and work well, and contribute to their community. All workers have the right to a safe and healthy environment at work”. (World Health Organisation, 2022). The staff shortage, recruitment and retention challenges are putting the existing employees under extreme mental pressure (Natalia. P. 2025). 75% of Hospitality workers are stressed due to work pressure in the UK (The Caterer, 2018)) as the employees have real-time customer interaction and must be accustomed to even thoughtless behaviour from (Charalampos. G, 2024) customers and are forced to maintain a publicly accepted behaviour (which leads to high mental pressure, burnout, exhaustion, anxiety, depression and absenteeism (Yasuhiro, K et.al, 2018). Low mental health leads to burnout, low morale, job dissatisfaction, and low productivity (Michelle. R., 2024). As a result, the company face high turnover and negative impacts on financial resources.

[bookmark: _i5velhdrktw8]2.8 Netnography as a method of analysis 
Netnography is a qualitative approach developed by Robert Kozinets (1998) for consumer research.  Netnography can be defined as a qualitative research approach that transforms ethnographic research techniques to the study of online cultures and communities by analysing virtual communities which form around the user's interests (Feliz A. et.al, 2019). To analyse the data, thematic analysis, observation, content analysis etc can be used. The study uses thematic analysis where the responses will be collected based on the criteria, categorise under themes and identify patterns to analyse the data.
Since the sector is in the recovery process, the unavailability of literature on long-term plans is a limitation. 
[bookmark: _zhc75tfv8b9j]






[bookmark: _tqu64ln65r57]CHAPTER 3 
[bookmark: _zfn5nlc8gdst]RESEARCH METHODOLOGY 
[bookmark: _wfy8wc7h55s]
[bookmark: _chtj4f9x4673]3.1 Introduction

The Methodology adopted for the study is the case study method and netnography. The chapter explains the overview of the case study method, the rationale for selecting the case study method, data collection, the Netnography method, the rationale for the netnography method, data analysis method, ethical consideration, limitations and summary to explore the research topic. 

[bookmark: _adnoc3mg8ch]3.2 Research method 

The research method adopted is a qualitative research approach under which various empirical materials such as case studies, experiences, stories etc will be studied to identify routines and problems individuals are going through and deeply understand the meaning which cannot be represented by quantity. The current study focuses on recruitment and retention challenges in the Hospitality sector UK and how they impact the mental health and well-being of existing employees by implementing an in-depth understanding of their social experiences and collecting detailed and rich data to gain valuable insights (Norman K. D et.al, 2005) 

[bookmark: _lts0kwu5ujpj]3.3. Research Design 

The study adopts the Case study method and netnography approach to understand how retention and recruitment problems affect the mental health and well-being of employees. And Netnography is also another method adapted to get a deeper meaning. 

[bookmark: _2otdpeeyt4ll]3.3.1 Case Study Method 

The placement hotel “Ibis Budget Hotel, Newport Wales will be the case study location where the researcher will explore the experience of the employees observed during the placement period and gain understanding. The rationale behind selecting the case study method is that it allows the researcher to understand the organisation's retention and recruitment challenges and how the employees respond to them. The study allows us to explore real-world experiences and use multiple forms of qualitative methods such as case study, observation, netnography etc. (Janet. S, 2021) The data collection methods are direct observation, document analysis such as hotel brand policies, procedures and initiatives, retention strategies affecting the research problem. 

[bookmark: _c0vfkmbed3k7]3.3.2 Netnography 
[bookmark: _imp1i4u7v203]
Netnography is the method of collecting and analysing data by using information on online discussions, forums etc where people with common interests share their opinions and experiences on different topics. This method allows us to see the wider perspective of the problem.  The rationale behind using netnography is that the technique helps to collect data from people who work in different roles, and different settings, and the availability of unfiltered opinions without inhibition.  (Kozinets, 2015) 


[bookmark: _8321g3hmfocw]3.4 Data Collection in Netnography 
The data reflects factors related to recruitment retention and mental health and well-being of employees shall be extracted, anonymized, and categorized into themes (Kozinets, 2015) 


· Social media - Twitter, Facebook, Linked in 
· Experts' opinions published on reputed pages 
· Hospitality forums - Reddit
· Review websites - Glassdoor, Indeed, 
[bookmark: _c7mveskmuowl]
[bookmark: _9amc40fy0b22]3.5 Data Analysis
A combined thematic analysis and content analysis will be used with an inductive approach. 
3.5.1 Thematic analysis 
1. Familiarising The Data [Reading Comments, Observation Etc],
1. Coding The Data By Identifying The Recurring Problem Mentioned [ Stress, Burnout] 
1. Creating Themes Based On The Commonality Within Coded Data 
1. Reviewing And Refining The Themes 
1. Finalising Key Themes By Ensuring That Represent The Employee Experience. 
1. The Data Will Be Presented In Thematic Maps To Gain Insights And Connection 
Inductive approach - Under this approach, the themes will be derived from the data set and allow us to get new insights without any assumptions. The researcher reviews and refines the data set and gradually identifies the themes derived from it. (Saldana.J et.al, 2016) 

Since the availability of data is limited due to online platform restrictions, a minimum of 20-30 publicly available reviews will be considered for analysis. 
[bookmark: _swg0mrfchsn0]3.5.2 Content Analysis

Content analysis will be used to identify recurring words and do a sentimental analysis across platforms. Only reviews posted within in last 2 years [2022-2025], relevant to topic work [lace challenges, retention, recruitment and mental health   on genuine online platforms will be considered 

The themes from the placement observation and netnography will be analysed and compared with the themes identified in the case study to identify similarities and contradictions to gain real-world insights. 

[bookmark: _gh7nli2p4kak]3.6 Ethical Considerations
The observation in the placement hotel had obtained permission from hotel authorities. The data for netnography will be collected only from publicly available content. The anonymity of the people will be protected and the data will be used only for academic purposes. 

[bookmark: _lwrdzvglkha]3.7 Limitation

Since the data collection is done internet internet-based virtual communities the data is limited. Also, if primary information is not collected their findings will be limited. 



[bookmark: _lzb3nfmzq9j2]CHAPTER 4  
[bookmark: _4s1448i0hi2i]CASE STUDY HOTEL OVERVIEW ANALYSIS AND FINDINGS 
[bookmark: _oa70abyuysso]
[bookmark: _ofiy0qvkrixu]
[bookmark: _2xtdt8uasr2l]4.1 Case Study Hotel Overview
[bookmark: _mkh5bkjfwvs0]
[bookmark: _3l22u4n54wkr]Ibis is a French brand of budget hotel, started in 1974 and has been part of Accor since 2011. Ibis has become their economy megabrand which offers modern, well-equipped, comfortable, budget-friendly accommodation with unique styles. The hotel has 103 rooms including 5 reduced mobility rooms. The hotel offers convenient amenities like Free WiFi and television placed in the common area. A vending machine is also provided. The hotel offers a continental healthy breakfast and pastries available from 7 AM-10 AM for a reasonable budget. For guests with vehicles, free parking is available and the hotel is also providing taxi service The hotel front desk is available 24/7 and express check-in is also available. For safety, the hotel offers an electronic key card and safety measures such as fire extinguishers, and 24X7 CCTV surveillance. The building has disability support, elevators and lifts etc The hotel facilities include free self-car parking and the place is pet friendly as well The hotel has 103 guest rooms with 5 mobility rooms with modern facilities such as flat screen, air-conditioned, modern en-suite bathroom facilities, and complimentary toiletries. The hotel maintains a welcoming atmosphere and the major customers are leisure and business travellers (Accor,2025)  
[bookmark: _muedo7va2paw]
[bookmark: _jd0o5nttll25]4.2 Location and brand 

Accor is a French hospitality company that owns and manages hotels locally and internationally. The hospitality giant has the largest portfolio in Europe and 6th at the international level and Accor has an operational presence in over 110 countries in 5584 locations. As of 2024, Ibis budget has 528 hotels and 47,928 rooms within the Europe region and globally it has 638 Ibis budget hotels and 64,714 rooms. For the parent brand, Accor has 5,682 hotels and 838,722 rooms globally. (Accor, 2025).
Below is the complete portfolio of Accor and the Ibis budget hotels 
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Source Accor website 


The brand Accor primarily operates under luxury, premium, Midscale and economy segments and Ibis Budget Hotel comes under Accor’s economy segment. The hotel is located in Newport Wales and just 2 minutes away from M4, easily accessible to Cardiff and Bristol. The hotel is 10 minutes drive away from the city centre and there are public attractions such as Caerleon Roman Baths and Newport Stadium close by. The area is good for outdoor activities such as playing golf at Celtic Manor, birdwatching at RSPB reserve near Bristol Channel, and enjoying a walk on the banks of River Usk. Considering the travelling facilities, the Newport bus station is just 20 minutes away and a bus stop is available within 5 mins walk. The nearest airport is Cardiff Airport which is 35 minutes by car.  (Accor, 2025)
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Source Accor website
[bookmark: _39bf28mna78e]4.3 Recruitment and retention initiatives and challenges in Accor 

Accor has more than 330,000 employees across 110 countries. Steven Daines, Senior Advisor at Accor and a member of the Accor Global Executive Committee, discussed how Accor is responding to the recruitment retention challenges and maintaining a work culture through purpose-driven roles, employee benefits and well-being, diversity and inclusiveness. Accor considers this as an opportunity for creating a talent-centric strategy focusing on personality and strengths. Through their Heartists®, Accor shared the importance of a purpose-driven career where their survey showed 91% of the employees recognise how their work impacts the business and find meaning in their efforts. This includes their sustainability initiatives like support for the local community through their (Heartist® for Good programme  Accor values “opportunity for self-expression” According to the report lack of opportunity for self-expression and identity are the major reasons found for leaving the job, while the compensation and benefits tops the list. €36.6 million has been allocated to support employee medical and financial support. As an employer, the brand provides the opportunity to share their ideas and opinions and believe this is the key reason for attraction for the brand as an employer. Also, employees' reputation positively influences job seekers to apply for a position (Daniel M. C, et.al, 2001). The brand offers opportunities to grow with their talents and hard work. 34% of the managers do not possess any formal degree but it is not limiting their career progression. The brand is looking for new ways of working and hiring (Daines.S, 2023) Based on Accor’s Impact Report 2023 Accor is fostering passion and creativity through their Heartist initiative. A strong brand can potentially reduce recruitment costs as a positive brand reputation leads to job satisfaction (Tobias S, et.al 2011) and retention The sense of belonging gives motivation and loyalty. (Santi Riana.D et.al, 2020, Evan C, et.al, 2019) 

The factors contributing to job retention identified as job satisfaction, recognition rewards, social bonds with colleagues, organizational commitment, and organizational reputation were the primary reasons for staying. (John P.H et.al, 2009) The brand is committed to embracing everyone through their diverse and inclusive hiring process by giving opportunities for differently abled, refugees, and LGBTQA+, by networking with NGOs and various job sources for all their brands including Ibis budget Newport. The brand is a member of the UN Gender-Based Violence Coalition & OneInThreeWomen Network, offering training courses for employees. As part of integrating technology, the brand has integrated Pinterest into their hiring platform which allows them to detect diverse and potential talents. y. The RiiSE Network, an evolution of the Women at Accor Generation (WAAG) initiative, motivates women into leadership positions. A  learning culture and individual-based development plan help employees to achieve career goals which in turn benefits the organisation and increase job retention and job satisfaction (Amber .Beila, 2024)  The brand believes in comprehensive development through its wide range of training and development programmes where they offer job-specific training, skill training, leadership development INSPIRE management track programme, sustainability training etc aiming for comprehensive development. In a supportive organisational culture, the organisation’s response towards mental health, stress level, shame and fear of sharing mental health problems has a significant role in employee’s mental health and productivity. (Mental Health Commission.Canada, 2016) Accor ensures that employees enjoy work-life balance by offering remote job opportunities, mental support, yoga classes, and stress management apps. (Accor, 2025) 
[bookmark: _tweyrhsb3um9]
[bookmark: _u537w2rcynaa]4.4 SWOT Analysis 

The major strength is strong brand recognition as an Accor brand which often stands for affordability, quality and comfort. Adherence to strict brand standards ensures quality and authenticity (Manfred.B, et.al 2012). The hotel is situated in M4and Location where convenience is high. Budget pricing is a strength and cost-conscious businesspersons and tourists are the major customers / The hotel offers high-quality service and efficiency and a comfortable stay in a budget-friendly room. Accor considers their people as a great strength and 91% of them revealed that they have realised the purpose of their role  ( Accor impact survey,2024) The weaknesses are standardised rooms and basic amenities and also the hotel not offering many dining options The major threat is the competition from same-category brands such as Premier Inn and Travelodge and the substitutional threat from other accommodation options such as Airbnb. The rise in the tourism sector can be considered an opportunity as there is increased demand for budget-friendly options due to inflation and the cost-of-living crisis However, adding sustainability initiatives to service is great to achieve eco-conscious customers. (Sarah.C et.al, 2021). The threat includes strong competition from Premier Inn, Travelodge and Holiday Inn. Negative reviews on social media are also a growing threat to the online reputation ( Tavleen K, 2014) 




[bookmark: _5cco8ns3effp]4.5 PEST Analysis 

Considering political factors, The UK is business-friendly, but inflation and cost of living crisis is a growing concern. This is an opportunity for budget-friendly hotels including Ibis budget hotel, Newport but the trend is not promising. The rules and regulations such as Brexit by which most of the EU nationals who were a big part of the hospitality industry had left the country. The new visa rules demand high qualifications and other requirements. This is one of the major reasons for the current recruitment crisis. (Lisa. O, 2023) Considering economic factors, the cost of living crisis and inflation are the key problems in the economy of the UK which affect the purchasing decisions (House of Commons, 2024). In 2024, The national living wage increased by 9.8% in April 2024, affecting 21- and 22-year-olds, the national minimum wage for 18–20-year-olds by 14.8% rise, and for 16- and 17-year-olds, a 21.2% increase. (Gov.UK, 2024) Rising costs have impacted the price of goods and a recent hike in hospitality wages due to the staff shortage has increased the overall operational cost (PwC, 2025), Discussing social factors, sustainability has become a key concern for many even though guests in budget hotels (Roberto.M, et al, 2019)  stay a short time, a survey by the World Economic Forum reveals that  76% of travellers prefer sustainable options. (Paige B, 2023). Discussing technological factors, Digital transformation is a new corporate objective to ensure innovation and efficiency. (Sausha.K, et.al,2022) Ibis Budget Hotel has a strong online presence and technology integration to enhance guest experience at all levels. Social media auditing must be conducted to review online brand image to maintain online reputation (Keith A, 2015) 




4.6 Competitor Analysis Price Vs Quality 


Competitor analysis is done based on the comparisons with the data published in online booking platforms (Agoda as of 2025 Feb 23) The brand faces high competition from Premier Inn by Whitebread, Holiday Inn by IHG and Travelodge by Travelodge. In terms of quality Ibis budget, Hotel Newport has an upper hand as it provides budget-friendly accommodation with comparatively low prices and basic and decent amenities which is essential for cost-conscious customers who prefer a budget hotel. However, Premier Inn provides better amenities and midrange options. The hotels are comparatively well maintained as it has good hygienic standards (8/10). Premier Inn provides good comfortable room sizes (18-22 sqm) the room size offered by Ibis budget is small (12-15 sqm), this is a limitation of Ibis budget rooms. Ibis budget hotel offers single, double, and triple, while Premier Inn has a better range of single, double, and family and Travelodge has the best option for single, double, family and twin. 

But Holiday Inn offers a premium experience with better amenities with a slightly higher budget. Spacious rooms, good amenities, gym, minibar, luxurious bedding, Wifi, hi-speed internet etc within a room range of £110 - £150. Meanwhile Ibis budget offers the lowest among the four brands, £45 - £65. Travelodge is in neck-to-neck competition in terms of price £50 - £70 but the quality of service and other amenities are comparatively low the rating for cleanliness is slightly higher (7.5/10) than Ibis Budget 7.2/10. The Premier Inn and Holiday Inn are quality certified. All the brands are ideal for leisure, budget, and solo travellers while Holiday Inn Express are most suitable for business professionals and longer stays. 
[bookmark: _npch8veyked2]4.7 Reflective account 
[bookmark: _a0e7st7k9epa]

This reflective account is based on my placement training as part of my educational course. The major objective of the placement was to experience the application of the theories within the hospitality sector in the UK concerning employee retention, recruitment and its impact on the mental health and well-being of employees below is the reflection of my observation and interaction with the employees and management.  Key challenges identified in the hotel’s response and the learning outcomes will be discussed. 


The problems identified are, recruitment and retention challenges which result in staff shortages and the organisations' efforts to resolve the problem with employee reskilling, upskilling, technology integration etc the staff are forced to adapt to the fast-changing nature of work, the pressure to upgrade to meet the new job requirements, multi-tasking, and all these were putting stress on them. 


Discussing the managerial support, some of them were entirely supportive and were quite helpful and the supervisors were giving training, clear instruction, effective supervision and genuine feedback which seemed extremely crucial for the service quality and customer service. (Ronald.J.B, 2022) 

Since Ibis budget hotel is a budget set-up, dealing with problematic customers was often a challenge for employees. They usually handle the situation well and offer their best service through effective interaction and conflict management, but it is observed that such incidents are putting the employees under extreme stress and anxiety (Kamaldeep.B, et.al 2016).
[bookmark: _meobrw7msrxd]Accor considers challenges as opportunities and puts effort to best utilise their current skills and upskilling them, but it is observed that employees are dealing with high pressure of recruitment, retention, and staff shortage are challenges in mental health and well-being demanding revision of strategies (Accor, 2024) 

It results in a lack of motivation, mental stress and burnout, high turnover, and lack of employee engagement which eventually leads to low productivity and low efficiency. (Wagih.S, 2022). Employees dealing with recruitment pressure, heavy workloads, and job insecurity often experience burnout Low job satisfaction, low morale (Tomas Chamorro, 2022) 

Importance of workplace culture and management support - I learned the importance of positive work culture and teamwork to foster a healthy work environment. Importance of employee mental health and wellbeing - Accor has a people-first philosophy but the current recruitment and retention challenges are putting high stress on employees which needs to be addressed by offering mental health support services 

Diverse, inclusive workforce and career development - Diversity and inclusiveness enhance the skills and abilities of employees. (Riya.T, 2024) They feel valued, sense of purpose and supported and respected significantly reduces retention and enhances loyalty. (Diane.H, 2025) 




[bookmark: _sna37cy8rp6b]4.7.1 Thematic analysis of reflective account 

1. Identification and categorisation of themes 

	Categorisation of themes
	Descriptions 

	Workplace culture and management support
	The positive work environment fostered good collaboration, increased teamwork, and open communication helped achieve goals and objectives, and increased operational efficiency in task completion, and conflict resolution. Positivity contributes to motivation 

	Mental health and well-being 
	It is observed that the recruitment and retention challenges are creating staff shortages, high workload, physical demand, overly multi-tasking, struggle with new changes and a lack of mental health support as the staff always seemed under pressure during stressful situations

	Diversity and career development 
	organisation provides opportunities to work with a diverse team, skill improvement, and career development. It is observed that inclusiveness and diversity give them a feeling of being valued which enhances their loyalty and productivity. 





[bookmark: _j9lsq62sjfqz]4.7.2 Thematic analysis of Netnography [Glassdoor review and Quora] 
The study collected data through netnography by identifying reviews of Ibis Budget Hotel United Kingdom for the last 3 years to understand the real-world experience of people working in the Ibis Budget Hotel in the UK. The responses are selected based on the experience in the workplace and its impact on mental- and well-being. Below are the categories of themes identified, and their descriptions based on the reviews posted on the social media 





	Categorisation of themes
	Descriptions 

	Good work environment and Good managerial support
	The responses observed are supportive team members, good managerial support, positive working environment 

	Provision for Job flexibility
	Job is flexible and the schedules are flexible, good work-life balance is mentioned by few 

	Diverse team and opportunity for career development
	organisation provides opportunities to work with a diverse team, skill improvement, career development 

	Systematic operation 
	Well-organised and systematic jobs, high fast and efficient work, Well-organised and systematic jobs, high fast and efficient work

	Rewards and recognition 
	Food Free food and Accor benefits are mentioned 

	Employee well being 
	The majority shared comments such as lack of support, Poor payment for overtime, no special incentive on holidays less paymentHigh Workload and physical demand, it caused Mental stress, not feeling valued not feeling respected, stress related to workload, bad customer behaviour, constant complaints by customers, lack of safety during the night shift, lack of mental support from management, stress due to staff shortage.




	Managerial support and remuneration 
	It is observed that many mentioned about lack of managerial support and low payment.






[bookmark: _imc3g5v360fw]CHAPTER 5
[bookmark: _wgtvr2fz31oc]DISCUSSIONS
[bookmark: _275cmcocv4sd]

The discussion chapter interprets and explains the findings of the study. Restating research objectives 
[bookmark: _4dsz4j25solk]5.1 Objectives of Research Activity

1. To conduct a literature review and Netnography to gain insights into recruitment and retention challenges in the hospitality sector in the United Kingdom
1. To understand the effects of recruitment and retention challenges on hospitality employees mental health and well-being 
1. To recommend evidence-based solutions to organisations to reduce the negative implications on the mental health and wellbeing of employees at work due to recruitment and retention challenges 


5.2 Discussion on Themes - Observation and netnography 


Theme 1 Workplace culture and management support (Observation) 
Positive and supporting organisational culture often promotes good teamwork, fosters open communication, a encourages effort to achieve goals and objectives. It is also found that a positive work culture can enhance operational efficiency through timely task completion, effective conflict resolution and offering high-quality service

Literature supports that “A collaborative culture facilitates teamwork and improves efficiency, performance and productivity which enhances the commitment of the employee loyalty sustainability and portability (Olga.G, et.al, 2023) “ 

Implication - Even though the employees often mention there is a positive culture and teamwork, it lacks lack of support from the managerial level This indicates that good leadership training is inevitable as the lack of leadership quality can demotivate skilled employees, which a significant challenge 

Theme 2 Mental health and well-being (Observation) 
Employees' mental health and well-being have a significant role in an organisation’s success. Even though Accor is adopting a strategy to consider the challenges as an opportunity to grow, the current recruitment and retention strategies do not seem effective enough as the employees have often mentioned problems such as high workload, physically demanding, overly multi-tasking etc. This is putting them under significant pressure under peak hours, conflicts, bad customer behaviour etc. Companie’s lack of ability to provide mental health and well-being can be a barrier for potential candidates to get attracted to the organsaition. 
Literature support It is stated that the sector is unable to attract potential people due to its poor working conditions, low wages, poor work schedule, (Kavitha. H et al, 2019) etc and the high workload and stressful job environment, lack of career progression and seasonal jobs 


Implication - The brand is committed to providing support for the employees, but the management must revisit their mental health and well-being strategy to modify in such a way that is beneficial and need-based. A high negative impact can be observed.  Therefore, the organsaition must create carefully designed mental health and well-being programmes which address the real needs of the employee and reduce workplace stress. 

Theme 3 Diversity and career development (observation) 
The organisation provides opportunities to work with a diverse team, skill improvement, and career development. It is observed that inclusiveness and diversity give them a feeling of value which enhances their loyalty and productivity. 
Literature - Accor's focus is on a “people first always” strategy that gives their employees to work within a diverse inclusive work environment where people get the opportunity to grow together, develop and achieve success” (Accor, 2025) 
Implication -It is observed that the workers are often stressed during the peak timings and lack support from the management, and this will be a challenging situation. If an employee is not receiving sufficient support to overcome a challenge will feel valued which enhances productivity and efficiency. 

Theme 4 - Good work environment and Good managerial support
The responses observed are supportive team members, good managerial support, positive working environment 
Positive response – Anonimous response “Young work environment where you can meet nice people to work with” - (Glassdoor review) 
Anonymous user “Exposure to different nationalities which helped in overall growth” - glassdoor review 
Negative response example - Anonymous user - Low incentives (couldn't do more than 80/100£ extra a month), no service charge for serving in the F&B area, too many complaints to manage, understaffed (Glassdoor) 
Literature   Accor follows an inclusive hiring process by giving opportunities for differently abled, refugees, and LGBTQA+, by networking with NGOs and various job sources for all their brands including Ibis budget Newport. - (Accor, 2025) 
Implication -Ibis Newport maintains a highly supportive work system where the team members are motivated, well supportive and maintain positive dynamics within the set-up. Generally, the staff are happy to be part of the well-operated system. However, staff shortage raised a concern and resulted in work pressure and work overload. Good managerial support for a diverse, inclusive workforce can enhance staff retention and maintain a positive mental health status thus reducing recruitment costs and increasing profitability. 



Theme 5 Provision for Job Flexibility
Job is flexible and the schedules are flexible, good work-life balance is mentioned by few. 
Literature - Accor, offers remote job opportunities, mental support, yoga classes, and stress management apps. (Accor, 2025) 
Implication- The major implications are improved quality of life of the employee and improved productivity and efficiency. 

Theme 6 Diverse team and opportunity for career development
The organisation provides opportunities to work with a diverse team, skill improvement, and career development. Considering the mental health, the employees generally seemed happy and supportive and were collaborating well. They seemed satisfied and worked smoothly with good efficiency with the diverse workforce. It is observed that 

Literature “brand is maintaining a positive working culture which is diverse and inclusive and providing development support for the employees.” 

Implication Working with a diverse and inclusive workforce contributes to opportunities for skill development and career development. 

Theme 7 Systematic operation 
Employees are happy to be part of Well-organised and systematic jobs, highly fast and efficient work. 
Literature - The absence of strong retention strategies results in increased recruitment costs, reduced service quality, and declining employee morale (Dusek et al., 2019). 
Implication - A systematic fast operation improves efficiency and productivity.  Being part of an effective system can improve retention as it considerably reduces 
the mental stress and improves employee health and well-being. Staff shortage disrupts the smooth functioning and operational efficiency of the system. 

Theme 8 Rewards and recognition 
Only very few mentioned rewards and recognition Some of the factors contributing to job retention are recognition rewards and were the primary reasons for staying. (John P.H et.al, 
Implication - Rewards and recognition can enhance productivity efficiency and motivation to perform better 

Managerial support and remuneration 

It is observed that many mentioned about lack of managerial support and low payment. The majority shared comments such as lack of support, Poor payment for overtime, no special incentive on holidays less payment and it is causing psychological pressure on employees. 


SWOT analysis Findings

As part of Accor, Ibis enjoys strong brand recognition, and a wider operational presence and Ibis budget hotel Newport is also receiving the same privilege and recognition. The brand is associated with affordability comfort, convenience and quality. Being part of a big brand, the hotel adheres the strict policies and procedures and has high-quality service, strong operational efficiency and consistency. The major customers are business and leisure travellers who are conscious of price and amenities. Budget Hotel Newport is located in M4 which is easily accessible. The rooms offer all the modern and comfortable facilities for a comfortable stay. Regarding human resources, 79%of employees show that Accor is a great place to work and the Accor impact survey reveals that 91% of employees recognise the purpose of their role and are satisfied, which is a great strength for the organisation (Accor impact survey,2024) 

The major weakness identified is the standardised design and basic amenities. The hotel is not giving many dining choices. Customers prefer choices within the budget price range based on their comfort and budget rather than standardised rooms (Sara. et al, 2021) which could be a limitation for Ibis budget hotels including Ibis budget hotels.  Newport 

Opportunities lie in the current market trends where the rise in staycation and tourism opportunities allows offering unique budget-friendly offerings. Rise in the cost of living, and inflation, Britons are looking for budget-friendly options for travel. (Ibis world, 2024) Using the potential of digital marketing, the audiences shall be expanded. Being part of a recognised brand, the brand has high opportunities for global expansion. Though it is a budget hotel addressing sustainability and attracting eco-friendly customers who are on the rise is inevitable and it can increase the competitive advantage (Sarah.C et.al, 2021). It is important to keep an eye on employee reviews on public platforms as it has an impact on brand reputation. (Tavleen K, 2014) The experiences and opinions shared shall be considered to conduct a reality check and address the shortcomings. To enhance the mental health and well-being of employees, continue designing unique programmes and thus achieve employee loyalty, satisfaction and retention. 

The major threat is the competition from same-category brands such as Premier Inn and Travelodge and the substitutional threat from other accommodation options such as Airbnb. Inflation and cost of living crisis affecting the overall industry Currently, the online reviews on popular booking sites and Glassdoor etc are affecting the reputation of the brand which can influence purchase decisions (. Noflany T, 2025) Retention and recruitment challenges and mental pressure are affecting the service quality of the employees which might also contribute to the low guest satisfaction which is also a threat. (Mohd Rafiq M. et.al, 2024) 
[bookmark: _fvhgko62k7g2]

PEST Analysis findings 
Inflation, cost of living crisis and increase in the budget hotel’s rates as well.  However, budget hotels are preferred by a lot of cost-conscious customers in Britain; it is relevant for Ibis Budget Hotel Newport as well.  With the increase in cost and competition demands, a competitive pricing strategy is essential to achieve a competitive advantage (Kotler.P, et.al, 2021). The hotel must follow sustainable and socially responsible practices which include eco-friendly approaches, maintaining a positive working culture which is diverse and inclusive and providing development support for the employees. This Job satisfaction increases productivity and efficiency. A collaborative culture not only encourages bonding between coworkers but also drives higher productivity and employee performance. Leads to retention, loyalty, sustainability and profitability. (Olga.G, et.al, 2023) Integrating technology to automate repetitive tasks, customer care communication, chatbots, operational software etc can reduce staff shortage issues. 



Competitive analysis results - Findings 

To conclude Ibis budget Hotel Newport is suitable for budget-conscious customers who are happy with minimal facilities but comfortable stay. While Premier Inn offers better facilities with more comfortable stas and amenities for a slightly higher price. Travelodge is offering better than Ibis's budget but lacks in service quality. Premier Inn Express is a budget-friendly option for the premium category for short stays offering luxury facilities and amenities for a decent price range. It can be concluded that Premier Inn is the biggest competitor for Ibis budget hotel Newport. 



[bookmark: _8f6ypd8lno2]CHAPTER 6
[bookmark: _a0h1b8j7gx2r]CONCLUSION AND RECOMMENDATIONS
[bookmark: _xig9q9ozy4cr]
[bookmark: _aju2laqaqqjw]6.1 Conclusion

The study intended to study the recruitment and retention challenges of hospitality and its impact on mental health and well-being at Ibis Budget Hotel, Newport, Wales. By using a thematic analysis of the netnographic data and observations, valuable insights have evolved which will be used to frame recommendations and further strategies for the development. Competitive analysis findings suggest that Being part of Hospitality giant Accor, the Ibis budget hotel Newport has a strong competitive edge and market position in the area even with the presence of brands such as Premier Inn, Holiday Inn Express and Travelodge.  With a budget pricing


Strategy, Ibis New Port is functioning with limited employees which leads to staff turnover and low dissatisfaction which hurts employee wellbeing.  Findings indicate that a strong brand presence will not result in high retention as the identified recruitment and retention problem are the results of current market conditions where the cost of living, inflation etc increasing and Ibis budget Newport is also not free from the challenges. The rise in cost and rise in minimum wages has significantly increased operational costs which is forcing the hotel to manage with the current workforce. The solution identified is upskilling and training which demands excessive multi-tasking, increased workload, poor remuneration, high expectations, lack of managerial support, and limited benefits which, creates job dissatisfaction and high turnover. Competitor analysis reveals that brands such as Premier Inn are offering better services with slightly higher prices which helps them to pay better to their employees and enjoy more staff retention. And customer satisfaction. Thus, the brand can offer good opportunities and remuneration making them a more attractive employer where Ibis budget hotel struggling with limited staff.
Netnography and observation revealed employees are overburdened and stressed. Maintaining positive mental health and well-being with a low pricing strategy will have long-term negative impacts and high staff turnover. There is a significant risk to mental health and well-being with a low pricing strategy and it is evident that a competitive pricing strategy and a need-based employee mental health and support strategies which effectively complement their career development programmes are absent in the organisation.


[bookmark: _8ctzs99488r]6.2 Recommendations

1. Improved Workforce Management A brand with budget pricing has cost limitations it is recommended to implement a better workforce structure which reduces the negative impact of problems identified through observation and netnography such as burnout, excessive workload, physical demand, early start and late finish, and all these indicate the brand is facing high staff shortage which leads to high turnover due to job dissatisfaction, not feeling valued and respected. 

1. Improved competitive pricing strategy 
The competitors Premier Inn and Holiday Inn Express are part of big brands Whitbread and IHG and their prices are more competitive than Ibis Budget hotels they can provide better amenities and services within the area at a slightly higher price which creates a significant threat to Ibis budget hotels. Since the competitors are sustaining in the market, there is room for IBis to try more competitive pricing and improve the quality of service as well as mental health and well-being initiatives for the employees to improve retention. 

1. Mental health and well-being initiatives 
The findings of netnographic analysis and observation revealed mental health and well-being directly affect job satisfaction, productivity, staff retention etc. The employees often feel stressed due to the negative impact of staff shortage. Therefore, it is essential to revisit the current mental health initiatives and run a mental and physical wellbeing survey among the employees to identify the problems faced by them. The insights can be used to develop an integrated mental development programme for all the employees, celebrate Mental Health Week, and provide support services such as counselling support, gym, and healthy dietary options for employees to encourage them to better adapt to the challenges faced by the organisation. Then additional steps like long breaks, flexibility, open communication, proper feedback, realistic expectations, proper scheduling, employee engagement activities etc can enhance the mental health and well-being of the employees. 
1. Development and career growth opportunities 
Netnographic analysis revealed that Accor’s diverse and inclusive working culture is providing learning opportunities and development. Accor is considering the staff retention and recruitment challenges as opportunities for growth and development.  More well-studied need-based programmes are inevitable in the organsaition to address the real requirements. The observation and netnographic insights reveal that management is not well supported which is a significant issue which needs to be addressed. More training 

1. Rewards and recognition
The ethnographic insights revealed that employees often feel valued and disrespected and not many explained the benefits., Rewards and recognition directly boost employee morale and motivation. It is important to openly appreciate the employees who perform better. It can be in the form of words, incentives, gifts, bonuses, employee of the week, displaying it on a website, vouchers or any innovative method and this can significantly enhance the person’s commitment towards their work and eventually increase their efficiency and productivity. A positive environment can be fostered within the organsaition. Recognition can enhance employee engagement and retention, and this can significantly reduce recruitment costs. 
1. Performance appraisals 
Recruitment and training incur high costs and therefore the company must ensure that they are taking all the possible measures to retain the talent, A timely appraisal and genuine feedback to ensure the employees are aligned to the company goals and strategies and doing their best efforts to achieve the goal. The appraisals allow organisations to see the areas of improvement and identify employees who lack specific skills, for example, a high technological adaptation is happening in the hospitality and employees are struggling to adapt to the new requirements. The companies can provide upskilling, and training for their employees which will help in their career progression.  Being a brand that provides opportunities for the talented, support in the training and educational needs of the employees must be met which can considerably enhance their commitment towards the organisation. 
1. Technology integration 
This integration will help the organsaition to effectively use their employees for bigger services where manual services are inevitable. Daily routine services, basic customer queries, daily operational tasks etc can utilise technological support where people will be free and available for high tasks. The staff must get trained for each technical initiative so everyone within the organsaition will be well equipped and adapted to the current changes the hospitality sector is witnessing. 
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