	
	
	0



Contemporary Themes in the Hotel and Hospitality Sector 
BMIH6001
Student’s Name: Mihaela-Ioana Fazecas
Student’s ID: 2107707
Lecturer’s Name:Natalie Brailsford



















Staff Shortages and Labor Challenges 

[bookmark: _Toc166707898]Introduction 
The hotel and hospitality business has significant challenges due to a lack of manpower and labour concerns, which have a major impact on operational efficacy and consumer satisfaction as the global tourism industry primarily relies on competent experts to monitor operations and provide positive tourist experiences. However, locating and retaining highly qualified professionals in critical roles such as management, culinary arts, and guest services has become increasingly difficult. (NewGenAdv, 2023)

High rates of employee turnover exacerbate the difficulty of hiring and retaining staff in hotels as the transitory nature of the job, combined with the industry's reputation for needing long work hours with often inadequate remuneration, leads to frequent turnover among employees. This volatility has a severe influence on service consistency and the ability to retain experienced workers, which is critical in maintaining standards and effectiveness in hospitality operations as it was stated by Epos Now, (2024) 

Fluctuations in demand across seasons pose a distinct and unique challenge so, hotels in prominent tourist locations may have peak seasons marked by a significant increase in demand for services, demanding a larger workforce than off-peak periods. This necessitates a flexible workforce, often made up of temporary or seasonal workers who may lack the same level of training and dedication as full-time staff, which can have an impact on service quality and operational efficiency. (FHA HoReCa, 2021)

[bookmark: _Toc166707899]Overview of the literature
CoStar, (2023)’s  study focuses on the high rate of employee turnover in the hotel and hospitality business, as well as how this affects operational efficiency and service quality as recent literature stresses the negative impact of high employee turnover on workflow and the importance of constant training for new employees. This can significantly deplete resources and reduce the overall efficiency of hotel operations. 

Furthermore, AHLA, (2022) write that the frequent turnover of employees mandates that management devote an inordinate amount of time on administrative duties such as recruitment and orientation, rather than focusing on strategic initiatives while analysis reveals that front-line employees, particularly receptionists and housekeepers, experience higher turnover rates. This volatility frequently leads to inconsistent service quality, as experienced workers leave and novices struggle to achieve established service standards and the continuous change of workers makes it difficult to form a cohesive and mutually understanding team, which is critical in hospitality settings. Inconsistency can have a direct impact on the quality of customers' experiences and satisfaction levels. 

Furthermore, data suggests that high turnover rates have a negative impact on employee morale so, teams might become locked in a repeated pattern of adjusting to new team members, which can lead to lower job satisfaction and perpetuate the cycle of employee turnover. The lack of consistency may make it difficult for employees to build a sense of connection to their job or dedication to their team's goals, further degrading corporate culture and this degradation can lead to a decreased sense of working camaraderie, making the environment less appealing to both current and potential employees. (CoStar, 2020)

Current research by Hcareers, (2023) also considers the considerable cost implications. Recruiting, hiring, and training new employees incurs enormous costs while also, high turnover rates result in recurring costs, which have a substantial impact on hotels' financial stability. Possible decreases in service quality increase the cost burden, discouraging repeat usage and harming the hotel's reputation while economically, this generates a recurrent pattern that is difficult to dislodge without considerable changes in management and employee retention. 

To address the issue of high turnover, several studies such as Viqal, (2022), recommend implementing more comprehensive employee support systems, such as increased training programmes, opportunities for professional growth, and larger remuneration packages and these approaches have been shown to improve job satisfaction and staff retention rates, resulting in a more stable workforce. Furthermore, creating a more encouraging and inclusive workplace atmosphere can have a significant influence on reducing staff turnover while increasing employee engagement and loyalty. 

Ultimately, turnover in the hotel industry has a big impact on client satisfaction and customers are highly responsive to differences in service quality and may respond negatively to perceived declines. The literature highlights the importance of having a consistent and well-trained workforce in order to maintain high levels of customer pleasure and loyalty, both of which are critical for long-term success in the hospitality business so, continuity is critical not only for operational success, but also for building and maintaining a strong, positive brand reputation in a competitive market. (TravelAge West, 2024)
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Political: The political landscape has a significant impact on the establishment and growth of the hotel industry so government norms, stability, and policies such as visa regulations and tourism promotion can all help or impede the growth of an industry. Political stability in a country attracts international visitors, but instability discourages them and also, government measures to promote tourism, such as funding advertising campaigns or improving public infrastructure, have a direct impact on the profitability of hotels and other hospitality enterprises. (UniFocus, 2020)

Economic: Economic considerations include inflation rates, currency rates, economic growth, and overall economic conditions and these variables have an impact on both spending capabilities and travel patterns. During times of economic prosperity, people are more likely to spend their money on vacation and luxurious lodging and when the economy is in a downturn, the hotel industry often experiences a drop in demand due to decreased discretionary spending. Furthermore, differences in currency exchange rates may affect the cost-effectiveness of travel in various places, hence influencing the flow of international tourists. (Shiji Insights, 2023)

Social: Evolving consumer needs, demographic shifts, and cultural trends are all major influences on the hotel industry and in the post-pandemic era, there is a growing preference for personalised and unique travel experiences, as well as a greater emphasis on health and safety. Furthermore, changes in demographic composition, such as an increase in the proportion of old people or changes in family dynamics, influence people's travel preferences and specialised accommodation requirements. (Epos Now, 2024)

Technological: Technological innovations have a significant impact on the hospitality industry while the introduction of online booking platforms, the proliferation of digital marketing, and the growing incorporation of artificial intelligence in customer support are radically changing the way services are delivered and used. Technology boosts operational efficiency by introducing management systems that optimise a variety of activities, including reservations, inventory control, and customer relationship management. (Benard, 2021)

Environmental: Environmental factors are becoming increasingly important as we learn more about climate change and sustainability and the hotel industry is under pressure to adopt eco-friendly practices such as waste reduction, water conservation, and the use of sustainable materials. Travellers are becoming more mindful of their environmental impact, which influences their decisions about where to visit and stay as they prefer destinations and hotels that demonstrate a commitment to environmental stewardship. (PressReader, 2023) 

Legal: Legal factors include labour legislation, health and safety requirements, and laws protecting consumer rights while the adherence to these laws is critical to the operation of hotels. Labour regulations have an impact on staffing practices, working conditions, and salary levels and on  the other hand, health and safety regulations are in place to ensure the safety of both visitors and employees. Furthermore, consumer protection legislation safeguard consumers' rights, which influences how hotels manage reservations, cancellations, and conflicts. (Thynk, 2022)



[bookmark: _Toc166707902]Strengths and Limitations of the industry responses 

The hospitality industry has addressed the issue of high employee turnover rates with a variety of solutions, which have had varying effects on different sectors, including luxury and budget hotel so, Relais & Châteaux, known for its lavish amenities, has focused the creation of an exceptional work environment by offering competitive compensation and extensive employee benefits. (Glassdoor, 2022)

The incentives offered include health insurance and opportunities for personal and professional development, with the purpose of increasing job satisfaction and commitment and although this technique has resulted in lower employee turnover and higher staff morale, the financial ramifications of extensively investing in employee perks may not be feasible for smaller or less affluent businesses, limiting its relevance in the larger organisation.  (Gibson, 2018)

Holiday Inn, which caters to the more cost-conscious market segment, has incorporated technology-based solutions to reduce labour costs for its employees while improving operational efficiency and the advent of self-service kiosks and effective online check-in systems has resulted in a decrease in demand for front desk personnel during peak periods, reducing operational strain. Although these technological advancements have efficiently regulated labour costs and reduced employee attrition, they also offer a risk to the quality of interpersonal involvement, which could jeopardise the client experience—a critical feature in the hospitality business. (Simply Hired, 2024)

Relais & Châteaux uses its prestigious brand to attract and retain excellent people by developing a culture of excellence and providing unique career opportunities in the luxury industry and they focus training sessions that not only improve skills but also represent the brand's values of quality and luxury service. However, the key disadvantage in this scenario is the limited ability to expand and adapt such rigorous, high-quality training due to the significant time and money expenditures required and as a result, replicating this approach in less expensive industries becomes a difficult undertaking. (Jabulani Safari, 2023)

However, Holiday Inn frequently employs strategic staffing tactics to meet the shifting demand that is typical of low-cost hotels and they hire both permanent and seasonal employees, allowing them to easily modify their personnel dependent on occupancy levels. Although this approach's flexibility is useful for cost management, it can lead to variances in service quality and a less engaged workforce, affecting visitor satisfaction and repeat business. (Holiday Inn Club Vacantions Incorporated, 2021)

Relais & Châteaux prioritises sustainability and ethical standards in the workplace, attracting employees and guests who value environmental and social responsibility and this method has improved their reputation as an employer, but it requires a continual commitment to sustaining these principles, which can be resource intensive. (Journal des Palaces, 2021)

Holiday Inn has stressed the creation of a nice work atmosphere by developing regular feedback systems and a supportive management style while the method tries to increase employee engagement while also harmonising with industry trends. These programmes have a low financial cost but can have a significant impact on employee satisfaction and retention so, however, the effectiveness of these tactics might vary greatly depending on the commitment of hotel management teams to really apply and sustain these standards. (Breakroom, 2020)

[bookmark: _Toc166707903]Future Management and Policy options 
1. Implementing comprehensive employee retention programmes: Hotels could consider developing more comprehensive staff retention initiatives that go beyond providing competitive wages and benefits as these programmes may include professional development opportunities, mentorship efforts, and opportunities for advancement within the organisation. Hotels may foster a highly dedicated team and reduce the frequency with which employees quit their positions by allocating resources to the development of their professional skills while also, it is critical to continuously enhance these programmes in order to effectively reflect the changing needs and objectives of the labour force as it was said by Hotelier Magazine, (2020).

2. Improving the balance between work and personal life: Achieving work-life balance is becoming increasingly important, especially among younger employees so, hotels can improve their scheduling options by making more flexible arrangements, establishing time-off policies that accommodate personal hobbies, and implementing task-sharing programmes to reduce burnout and increase overall job satisfaction. Implementing these changes may increase the appeal of the hospitality sector to a broader spectrum of potential employees. (KBS Services, 2024)

3. Strategic Technology Use: To increase efficiency and reduce the stress on workers, hotels should continue to use technology into their operational procedures and this includes using artificial intelligence to answer basic customer support questions as well as complex algorithms to allocate resources efficiently. Nonetheless, it is critical to strike a balance between technological integration and human interaction points in order to provide the personalised service that customers value. (Travel Outlook, 2021)

4. Improving Employee Engagement and Promoting Inclusivity: Creating a culture that values inclusivity and active engagement can significantly reduce employee turnover and this requires creating a professional environment in which all employees are valued and their perspectives are heard. This approach should include frequent diversity, equity, and inclusion training sessions, as well as feedback channels that allow employees to voice concerns and make suggestions. (EHL Hospitality Insights, 2023)

5. Using Agile Staffing Strategies: To reduce the impact of seasonal variations in demand, hotels could adopt more adaptive staffing practices as one viable strategy is to develop alliances with hospitality-focused staffing firms in order to quickly adjust workforce size as needed. This method would help to control labour costs and ensure service excellence during moments of high demand. (Florida International University, 2020)

6. Prioritising Employer Branding: Hotels should try to boost their image as desirable workplaces and this includes showcasing their achievements, stressing the benefits to employees, and sharing information about good working circumstances. Effective employer branding not only attracts highly skilled personnel, but it also improves employee retention by instilling pleasure in being associated with a recognised firm. (Mara Solutions, 2023)

7. Advocacy for Higher Labour Standards: Policy advocacy plays an important role in raising labour standards throughout the industry and hotels can build alliances with industry associations to fight for regulations that improve working conditions, such as equitable pay, flexible work schedules, and better contractual arrangements. These efforts can help to change people's perceptions of the hospitality industry, attracting more people to seek long-term careers in this field. (Amadeus Hospitality, 2022)

8. Prioritising mental health and well-being: The hotel and hospitality industry should place a higher priority on its employees' mental health and well-being and this may mean implementing stress management measures, providing mental health resources such as counselling services, and creating a supportive environment that encourages employees to seek help when needed. Hotels could introduce wellness programmes that include activities such as yoga, meditation sessions, and wellness courses tailored to the unique challenges of working in the hospitality business. (PressReader, 2023)

Furthermore, Benard, (2021) said that it is critical to equip management with training on how to properly spot symptoms of stress and burnout among employees, allowing them to take proactive actions to offer support or alter workloads as needed so, by promoting consistent discourse on mental health issues can assist to reduce stigma and build an environment of improved communication transparency. Hotels can boost employee morale, reduce fatigue, and minimise turnover rates by establishing a mental wellness culture and this complete strategy not only assists employees, but it also increases workplace productivity and harmony, hence increasing the organization's overall well-being and ability to give exceptional visitor experiences. (Viqal, 2022)

These ideas demand a long-term commitment to implementing them and frequently monitoring their success to ensure they remain efficient and adaptive to changing labour and industry needs and by concentrating on these specific areas, hotels may build a more stable, content, and productive team, resulting in enhanced operational performance and client satisfaction. (CoStar, 2023)

[bookmark: _Toc166707904]Conclusion 
To address the issue of high turnover rates in the hotel and hospitality industries, a comprehensive plan is required and this plan should prioritise employee retention by providing comprehensive benefits and professional development opportunities, encouraging a healthy work-life balance, and leveraging technology to minimise workloads. Furthermore, it is critical to foster a loving and inclusive environment, create adaptable workforce structures, and enhance the company's reputation while prioritizing mental health and wellness is essential for creating a productive and pleasant work environment. These strategies aim to reduce employee turnover while also increasing operational efficiency and guest satisfaction and by  implementing these recommendations, the hotel business can improve its capacity to attract and retain a dedicated workforce, resulting in long-term profitability and a stronger industry image.
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