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[bookmark: _Toc210350321]Abstract
This study explores effects of staff shortages to service quality in Premier Inn, a top hotel chain in UK. The main purpose of the study was to find out the reasons of staffing shortages, evaluate the impact on their operations, and suggest ways to improve the performance. Based on secondary data sources on industry reports, company documents, academic sources of information, the study gives insights into the impact of staffing problems on the ability of the Premier Inn to deliver high levels of service and customer satisfaction.
The study found that low wages, job insecurity, and the COVID-19 pandemic to be the primary factors of the staffing shortages at the Premier Inn. High turnover in this company is a result of the high reliance that this company has on the use of zero-hour contracts because workers are more likely to find jobs elsewhere that are more stable and offer high salaries. Moreover, the workers that exit the hospitality industry at the time of the pandemic have not moved back, which further exacerbates the staffing problems. These gaps have been especially troublesome in front line jobs such as reception and housekeeping, where Premier Inn has not been able to keep its staffing levels sufficiently high.
The impact of these staff shortages, then, has been significant. It was found that Premier Inn had a less than satisfactory cheque-in procedure, less than satisfactory room provision and an unreliable service provision, which led to a decline in customer levels. All of this is due to a lack of staff and has an effect on both the guest experience and the hotel's overall services offered. In addition, employee burnout has become a major issue as overworked employees become increasingly strained and their morale drops, further hurting service delivery and fuelling turnover which applies to Premier Inn Stockon on Tees as well after observing this while being on placement.
To address this, the study suggests some tips to be applied in Premier Inn. These are higher remuneration of frontline employees to attract and retain talents, give full-time employment and career development chances to offer employment security and lessen turnover. Employees would get better work-life balance, which would minimise burnout and boost their energy and motivation through introduction of flexible working hours and predictable time schedules. Further, by introducing the use of technology into its daily activities like self-check-in desktop and mobile applications, Premier Inn should also automate routine processes so that its employees can concentrate on more rewarding customer’s service. Lastly, Premier Inn would benefit when the company tries to recognise their employees and a more effective recruitment process in an effort to retain the motivated employees and provide a continuous supply of skilled employees.
The shortage of staffs in Premier Inn has resulted to operational inefficiencies and deterioration of service quality. The recommendations put forward are supposed to support the causes of such shortages through better wages, job security, work-life balance and technological integration. Through these strategies, the operational efficiency of Premier Inn can be increased, better working relationship can be achieved and the standard of services they offer should be properly high which will eventually result to a better level of customer satisfaction and a strong brand image. More studies should be carried out to measure the long-term impacts of these solutions.     
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[bookmark: _Toc210350323]Background Information
The problem of staffing shortages in the hospitality sector is not a new phenomenon. The last several years have exacerbated the situation with a variety of external factors, the most prominent being the Covid-19 pandemic and the shock to the global labour market it caused (Gursoy, Buttle and Bowie, 2022). Hotels and the entire hospitality business industry have faced the challenge of recruitment and retention, which has led to increased employment of temporary staff, automation, and technology in filling labour shortages (Grigoryan, 2024). Although there are numerous majorities of hotel chains in UK, and Premier Inn is one of these chains, and are familiar to all, this research work will focus on such staffing issues and how they affect service quality and operations efficiency.
Premier Inn is a notable hotel brand in the UK, owned by the Whitbread Group. With more than 800 locations nationwide, it offers affordable high-quality accommodation to leisure and business travellers (Birdir and Sahilli, 2025). Premier Inn is known for their simple, yet comfortable, rooms, their budget-friendly pricing, and their dedication to customer satisfaction. However, like many other hotel chains, it hasn't been immune from the staff shortages that have hit the entire industry on the head-on, especially after the disruptions from the pandemic of Covid-19. These shortages have resulted in difficulties for providing consistent and high-quality service as hotels struggle to maintain sufficient levels of staff and meet demand (Rickwood, 2024).
The major theme of this research or subject concerns the impact of shortage of staff on the quality of service at Premier Inn. The goal is to comprehend the impact of staffing concerns on operational efficiency, customer experience and service delivery as a whole (Hudson and Hudson, 2025). This issue is even more pressing in light of growing competition in the UK hotel market and the need to ensure that you are meeting high standards to keep your customer loyalty.

[bookmark: _Toc210350324]Research Aim and Objectives
The aim of this research is to examine the impact of staff shortages on the quality of service of Premier Inn, determining the causes, effects and possible solutions. 
The research objectives include:
· Analyse causes of staffing problems within Premier Inn: The aim of this objective is to establish the causes of staffing problems such as low wages, high staff turnover and the general labour market after the pandemic.
· Investigate the effects of staff deficiency on operational efficiency and customer satisfaction at Premier Inn: This investigation will explore the effects of decreased staffing at Premier Inn on the daily operations of the company, such as the delivery of service, quality of service provided to guests, and the operating cost.
· Develop solutions to deal with staff lack and quality of service at Premier Inn: Using research findings, solutions for the staff shortage of Premier Inn will be proffered, including by strategies to recruit and retain staff and using technology to reduce the workload on staff.

[bookmark: _Toc210350325]Case Study: Premier Inn Stockton on Tees
Premier Inn as a case study offers the ideal reference point to appreciate what staff shortages entails in a broader sense within the UK hospitality sector. The size of this hotel, and its presence in most regions of the country, make it an exemplar of a hospitality brand grappling with these problems. The study will examine the effects of staff shortages in both Premier Inn and what efforts have been made by the Premier Inn to manage the process (Pickles, 2025). Within the confines of the case study of Premier Inn, the research will contribute greatly to our knowledge of how big hotel chains have been coping with the effects of staffing crisis and how they have been able to maintain the quality of service in such uncertain times.
The findings of this study will not only shed light upon the existing problems in Premier Inn, but will also be capable of contributing to a deeper insight into how the shortage of personnel influences the functioning of the entire enterprise in the sphere of estates hospitality (Kwok, 2022). The purpose of the research is to give practical recommendations to Premier Inn and any other hotel brands that have challenges with the same as the research will give them solutions to how they can solve their problems and still achieve a very high rate of customer satisfaction.




[bookmark: _Toc210350326]Chapter 2: Literature Review

Staffing shortages have been a problem in the hospitality industry, and hotels in particular, long before the pandemic. Following recent occurrences in the international scene, such as the COVID-19 pandemic, the problem of staff shortages has been compounded by the fact that it resulted in massive disruptions in operation, which has impacted substantially the quality-of-service delivery (Mpofu, 2023). This literature therefore represents a critical review of the existing literature addressing the effects of staffing crunches on the quality of a service, the causes of staffing problems, and potential technological solutions. It also introduces a theoretical framework that guides the study of these issues.

[bookmark: _Toc210350327]2.1. Staff Shortages in the Hospitality Industry
Staff shortages across the hospitality industry as a whole and across the UK have worsened in recent years. According to the British Hampership Association, the sector experienced a deficit of about 400,000 workers post-pandemic, and one in six workers left the industry (Otoo, 2024). These challenges are compounded by low pay, long working hours and job insecurity, making it difficult to retain employees. Premier Inn, one of the UK's largest hotel chains, were experiencing occupations issues with almost 1000 vacant positions by the end of 2021, most of which were frontline roles like reception and housekeeping (Whitbread Group, 2021). These shortages have affected the running of hotels and have had an impact on the quality of service provided.
The pandemic's effect on staffing levels has been especially hard felt, as many had left for employment opportunities in a more secure sector. The pandemic forced many hospitality workers to look for stable jobs in other industries and further diminished the labour shortage present (Rickwood, 2024). As a consequence, recruitment and retention is now a critical issue for Premier Inn and other hotel brands.

[bookmark: _Toc210350328]2.2. Impact of Staff Shortages on Service Quality
Staff shortages have a direct and profound effect on quality of service. A decrease in workforce means slower service, increased stress levels for remaining staff, as well as poor guest experience overall (Kurian, Alizadeh and Barhate, 2024). Research by VisitEngland showed that 62% of hotel guests have experienced delays during their stay, with many without any doubt to the understaffing. For example, Premier Inn has experienced a 15% decrease in guest satisfaction scores during periods of understaffing, mainly because of slower check-in and delays to room service (Özkan, 2025).
A decrease in staff leads to employees being burned out, thereby affecting service delivery. The remaining employees tend to be overworked, which leads to decreased job satisfaction and demotivation (El-Said, 2024). This can result in a bad experience with guests, missed guest requests, and irregular service, which are all symptomatic of a bad guest experience (Innerhofer et al., 2024). Also, operational inefficiencies, where few staff can handle peak times or cope with the intricacies of guest demands, contribute to service delivery failures. 

[bookmark: _Toc210350329]2.3. Causes of Staff Shortages in Hospitality
The causes of short staffing in the hospitality sector are complicated. Low wages is one of the main factors. The Institute of Hospitality attributes this average to low hotel workers salary lower than the national rate, particularly in the low-level jobs like housekeeping, or front desk staff (Sigala, 2025). Moreover, job insecurity and lack of work-life balance also contribute to the high turnover rates. Many hospitality workers are on zero-hour contracts meaning they aren't guaranteed any work. This instability of work, thrives for dissatisfaction and entices the workers to find more secure work elsewhere (Birdir and Sahilli, 2025). Additionally, irregular hours, such as weekends, evenings and holidays, contribute to employee burnout, making long-term retention difficult.
The challenges faced were heightened by the effects of the pandemic, with many hospitality workers opting out of the sector during lockdown periods. 50% of hospitality workers decide not to return to hospitality with gains of better pay and stability in other industries (Perhaps more-so than hospitality). As a result of these hotel chains such as Premier Inn have struggled to find and retain enough staff.

[bookmark: _Toc210350330]2.4. Technological Solutions to Mitigate Staff Shortages
Many hotel chains, including Premier Inn Stockton on Tees, have responded to staff shortages by implementing technology that helps to reduce the strain on their staff. Automation and self-service technologies, such as mobile check-ins, self-service kiosks and digital concierge services have become more prevalent in recent years (PwC, 2024) as well as automatic hoovers to reduce the pressure and help the housekeeping team. These technologies help to replace the need for human labour in some areas of the operations, making it simpler and more efficient.
Premier Inn has introduced self-check in kiosks and mobile apps to allow guests to check in and manage their bookings without needing to interact with staff including chat bots in ordere to reduce the number of phone calls  (Axonify, 2024). These types of tools free up-front desk staff to attention other guest needs. Additionally, Premier Inn has introduced smart room technologies to their accommodation, enabling guests to control room conditions (such as lighting, temperature) using mobile devices, which cuts down on the involvement of staff in these tasks (George, 2025).
However, although technology may reduce the workload on staff, it cannot be viewed as a replacement for the human element in hospitality. Personal interactions are key to guest satisfaction, and technology should be employed to complement, not replace, human labour (HIJiffy, 2024). Therefore, there is a need for the establishment of a balance between human service and technological automation to ensure a high quality of service.

[bookmark: _Toc210350331]2.5. Theoretical Framework: Job Demands-Resources (JD-R) Model
The Job Demands-Resources (JD-R) model offers an interesting theoretical framework for understanding the impact of staff shortage on service quality. The model assumes that one may feel burnt out, and performance may decrease as a result of job demands (for example excessive workload, pressure of time), but these demands may be moderated by the effects of job resources (for example support, training).
In the process of Premier Inn, the job demands that staff can face with some shortage of people is increased such as longer working hours, heavier workload, to do some of their work stress levels were experienced. These factors can result in the employee's burnout, hence decreasing the quality of services (Xeinadin, 2024). On the other hand, offering sufficient job resources, such as training, technical support, a positive working environment, etc., can enable employees to better manage these demands, minimising the risk of burnout and enhancing service quality.

[bookmark: _Toc210350332]2.6. Research Gaps and Future Directions
While there is currently existing literature that shares the causes and effects of staff shortages, there is an opportunity to find out more about how certain brands of hotels-in this case, Premier Inn-adapt to these difficulties. Future research should examine the staffing models and technological solutions of Premier Inn, while probing the potential long-term impact of staffing gaps on brand loyalty and customer retention (Travel Outlook, 2024). There is need to understand how continuous understaffing affects customer's perception and loyalty to the hotel brands.
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This research is carried out by following a case study method using secondary data for investigating the impact of staff shortage on quality of service in Premier Inn. Case study methodology is suitable for an in-depth study of a particular organisation and its real-world problems. Case studies provide an opportunity to delve into detailed analysis of intricate problems, and are the perfect resource for understanding the staffing issues facing Premier Inn, and their implications for operations and service delivery (Assadpour, Ghalehnooe and Bahramian, 2023). 

[bookmark: _Toc210350334]3.1. Case Study Methodology
The study design employed in this research is a case study. It enables discussion of specific staffing issues in Premier Inn. This method will be flexible in the processes of collecting information on the different causes and impacts of the staffing shortage (Saunders and Darabi, 2024). Case studies are particularly useful to interpret real world phenomen in a constrained environment. In this research paper, the primary source of secondary data will be the industry reports, scholarly articles and company reports and give an insight on the staffing issues with Premier Inn (O'Kane et al., 2024). Secondary data are time and cost-saving because it is cost-effective and you do not need to collect any information that must be gathered with the help of primary data collection. 

[bookmark: _Toc210350335]3.2. Secondary Data Collection
Secondary data refers to data previously collected for other purposes (Dubey and Kothari, 2022). This study will utilise secondary data sources such as:
· Industry reports (e.g., UK Hospitality reports on labour market trends).
· Company documents (e.g., reports from Whitbread Group about Premier Inn’s staffing).
· Academic literature addressing labour shortages and service quality in hospitality.
· Publicly available data, including news articles and case studies related to Premier Inn.
The main advantage of secondary data is that it is available, reliable, and also comprehensive. However, there are limitations such as the possibility of obsolete or nonspecific data which might not address the research questions perfectly (Morrison and Saunders, 2025).

[bookmark: _Toc210350336]3.3. Research Philosophy and Approach
This study follows an interpretivist philosophy which focuses on understanding the subjective experiences and meanings attached to staffing shortages in the context of Premier Inn (Cheong et al., 2023). Interpretivism affords a more critical engagement with the context in which these problems occur, asking how staffing problems are negotiated by both workers and affected service quality. 
An inductive approach will be followed, meaning that the research will develop theories based on data analysed. The secondary research approach permits new factors and patterns to develop from the secondary data, rather than examining the specific hypotheses that have been preset before the secondary data collection (Manu and Akotia, 2021).

[bookmark: _Toc210350337]3.4. Limitations and Ethical Considerations
There are a number of limitations of using secondary data. The data may not always fit into the specific research questions perfectly and some of the data may be outdated or incomplete (Ralph and Baltes, 2022). However, secondary data is crucial for the purpose of this research as it offers a generalised knowledge ranging from the challenges of staffing in the hospitality sector (Dale, Arber and Procter, 2025). Ethical concerns are minimal, since the research will not use any more data than what is publicly available, and will honour and cite every source.













[bookmark: _Toc210350338]Chapter 4: Findings and Discussion

[bookmark: _Toc210350339]4.1 Findings
This section explains the main findings of the research on the effect of staff shortages on the quality of service at Premier Inn. The results are structured according to the project's three main objectives:
1. Assessing the reasons for staff resourcing issues at Premier Inn.
2. Examining the operational efficiency and customer satisfaction at Premier Inn following staff shortages.
3. Proposing solutions to address staff shortages and improve service quality.
These results are mostly based on secondary data obtained from industry reports, academic publications and publicly available information from Premier Inn as well as other relevant hospitality sources. 

[bookmark: _Toc210350340]4.1.1 Reasons for Staff Resourcing Issues at Premier Inn
The main reason for a shortage of staff in Premier Inn as found in this research is the low wage. The hospitality industry as a whole is contending with competitive wages, which means employees are difficult to attract and retain. According to a report by UK Hospitality there are significant recruitment crises impacting the hospitality sector, especially among frontline staff such as receptionists and housekeepers (UKHospitality, 2024). Premier Inn, although it is one of the largest hotel chains in the UK, suffer from the same issue. The National Minimum Wage for workers under 25 is 8.36GBP per hour in the UK which is rather low especially in context of the demands that hospitality jobs present (Kandampully and Solnet, 2024).
On the other hand, many of the largest hotel chains, such as Premier Inn, are heavy users of zero-hour contracts. According to the Institute of Hospitality, roughly 40% of workers in the UK hospitality industry are on zero-hour contracts - meaning there is little job security (Institute of Hospitality, 2024). This lack of stability can cause high rates of turnover as employees look for more secure jobs in other areas. A Whitbread Group report found that in 2021, 30% of Premier Inn's employees walked out of their job positions, further exacerbating staffing shortages (Sharma, 2025). As mentioned earlier, these high rates of turnover are a result of both the low wages and the lack of job stability, with workers leaving the industry for better paying and more stable jobs found in other fields of activity.
Additionally, job dissatisfaction stemming from irregular hours, long shifts and poor work-life balance play a significant role in high staff turnover. The hospitality industry demands employees to work on holidays, weekends, and evenings, causing employee burnout (Liu-Lastres, 2022). At Premier Inn Stockton on Tees, this is notably more evident in jobs like housekeeping where the employee works long hours for not the most exciting salary, and thus leaves in a state of job dissatisfaction, leading to eventual resignation, this leading to losing excellent team members.
The pandemic of the novel coronavirus further exacerbated these problems. Many hospitality workers left the industry during this pandemic, in search of safer and more secure jobs (Olawuyi, 2025). Despite the opening of hotels again, many of these workers did not return. Premier Inn were like many hotel chains, struggling to rehire staff after the impact of the pandemic, which added to the existing staffing issues present.

[bookmark: _Toc210350341]4.1.2. Impact on Operational Efficiency and Customer Satisfaction
Staff shortages have greatly affected the level of operational efficiency and customer satisfaction in the Premier Inn group. Understaffing has many implications, one of which is operational inefficiency. Premier Inn has experienced huge delays in the cheque-in process especially during peak times, according to an internal report by Whitbread Group (Stangl, 2024). The number of employees will be reduced and this will lead to longer waiting times and slowness in delivering its service to its guests.
In addition, other sectors of hotel operations have been experiencing understaffing. It has hit room services especially notably with guests complaining of room delays and standards of poor housekeeping assignments on account of number of housekeepers (George, 2021). VisitEngland survey showed that almost 35% of the guests staying at Premier Inn has noticed that the room cleanliness has been decreasing due to the fact that the hotel has not been able to ensure that it has sufficient housekeeping personnel (Haywood, 2020). With less people to clean rooms, the service level has to be compromised and the guests will experience room service negatively which has a high impact on the scores.
This has also adversely affected customer satisfaction. Premier Inn, which is recognised as an excellent value-for-money hotel with great service provision, has experienced declining customer satisfaction indices at times of staffing shortages. According to the Customer Satisfaction Index, the overall satisfaction scores of the prospective customers with Premier Inn have declined by 15% during the 12-month interval, which the report linked to the cases of understaffing and the subpar quality of the services as a result of the shortage (Vargas-Calderón, 2021). Visitors complained about the delays when checking in, a shortage of employees who could help with the requests, and poor cleaning services (Yin, 2022). The fact that there is no sufficient staff availability makes provisioning of expectation to the guest hard at Premier Inn resulting into a drop in satisfaction.
Moreover, understaffing causes staff burnout, which leads to the deterioration of service quality. When employees are overworked, their stress levels increase as well as their lack of morale, which affects their ability to deliver quality services (Abdou, 2022). Employees working in the Premier Inn have claimed to be overworked during peak times, not only decreasing job satisfaction, but also leading to discrepancies in service delivery.

[bookmark: _Toc210350342]4.1.3. Proposals for Solutions
Based on the outcomes of the investigation of staffing problems at Premier Inn, the following solutions are proposed to fight the problems and increase the quality of the services:
1. Raise Remunerations and Enrich Employee Benefits: Providing high pay is one of the best solutions to staffing shortages as it will attract and retain employees. Competitive wages as well as improved benefit package can minimise turnover and bring competent employees (Baquero, 2023). The Frontline staff must be given a wage increase and performance-related reward by Premier Inn to keep employees motivated.
2. Provide superior employment and career growth: With full-time employment and a career ladder, they would be more engaged and dedicated to their employment. Training and development of employees would enable them to progress through the company and result in a more active workforce (Giousmpasoglou, 2024). Organisations with high levels of employee training and job security have lower turnover rates.
3. Invest in Technology and Automation: To lessen the workload on employees, Premier Inn can also intensify technology in their operations. This involves increased use of self-cheque-in kiosks and mobile applications to automate daily processes, which could include cheque-in and room service requests (Malematja, 2025). With technology, it is possible to optimise operations and relieve the staff of pressure in order to be able to concentrate on delivering quality customer service to the customers.
4. Enhance Work-Life Balance: To decrease burnout, Premier Inn can consider providing its staff with flexible work hours and more predictable schedules. This would also deal with issues relating to work life balance especially in employees in the demanding industries such as housekeeping and front desk. The improved balance between work and life would most likely lead to reduced turnover and improved service delivery (ChartSpan, 2024).
5. Recruitment and Retention Programmes: To help in obtaining the workers, the Premier Inn should use more specific hiring employment techniques especially in regions whereby there are a lot of labour shift problems. Collaborations with local schools or other vocation institutions may facilitate the development of a flow of skilled employees (Theodore Drew, 2025). Also, a retention programme like employee recognition and bonus plans would be put in place to retain a loyal and productive work force.
The findings demonstrate that the issue of staffing shortages in the Premier Inn has significantly impacted the productivity of the business venture and customer satisfaction. Main causes of staffing issue include low wages, insecurity over future job, and COVID-19 pandemic. To prevent these concerns, the strategies that Premier Inn should consider developing are to increase payments, make employment more secure, adopt technology, and give their staff a better work-life ratio (Evans, 2024). Not only will these solutions help in the issue of staff shortages, but it will also provide positive impacts on the quality services and customer satisfaction in the long-term.

[bookmark: _Toc210350343]4.2 Discussion
This section provides a critical interpretation and analysis of the findings with regard to the impact of staff shortage on the quality of service in Premier Inn. It relates the research results to the current literature, the objectives of the research, the overall implications of the study are discussed and the limitations of the research are mentioned. Major issues of concern to be considered in the operation strategies of Premier Inn are also addressed concerning the aspect of staffing and how they would impact their satisfaction to the guests.

[bookmark: _Toc210350344]4.2.1. Overview of Findings
The results of this study reveal the serious issues faced by Premier Inn as a result of a lack of staff. Major causes for these shortages are low wages, insufficient work-life balance, job insecurity and the COVID-19 pandemic. The operational impact of such shortages is evident: lower service quality, increased wait times, lower employee morale, and less customer satisfaction (Mara Solutions, 2024). Furthermore, these problems are exacerbated by the wider labour market dynamics such as the high turnover rate in hospitality sector and the availability of workers willing to return to frontline service positions post the pandemic (Baykal, Yazıcı and Koc, 2024).
The second objective of the study, which is to analyse the impact of human resource shortages on the efficiency of operations and customers' ability to satisfy their needs, shows important negative impacts. Guests had not only longer check-in times, but also fewer services available and inconsistencies in room cleanliness-all of which were directly attributed to staff shortages (ResearchGate, 2024). There are other studies that show the same thing: understaffed hotels lead to inefficient operations with an unpleasant impact on their guests.
In light of the third objective, the study recommends several solutions to relieve staff shortage and enhance quality of service, such as wage increases, improvements in job security to employees, improving work-life balance, and harnessing the power of technology to ease the burden on staff (NetSuite, 2024). The results of this study support these solutions and are consistent with literature-based recommendations that indicate the need for the organisation's investment in its people and technology to enhance operations.

[bookmark: _Toc210350345]4.2.2 Comparing Findings with Existing Literature
Causes of Staff Shortages: 
The results of this study provide support for the prominent role of low wages and job insecurity as issues contributing to staffing problems in the hospitality industry. The hospitality industry's use of low wages, temporary contracts, and irregular working hours makes it challenging to attract and retain talent (ClearlyIP, 2024). This research is coherent with these sentiments, especially in regards to Premier Inn's dependence on zero-hour contracts and low wages for front-line workers, which has led to high turnover rates.
This is particularly true in relation to the issue of low wages, especially in light of the occurrence of high turnover in Premier Inn (30% of employees left Premier Inn in 2021, according to SIPTU, 2024). This statistic is mirrored in the UK Hospitality statistics which found that nearly one in five hospitality workers left the sector during the pandemic, citing low wages, and the negative nature of working conditions, as key contributing factors (Dixit, 2025). Furthermore, these findings indicate that Premier Inn, like many of its competitors, struggles with financial constraints that result in difficulty in attracting and retaining talent that has a direct impact on operational efficiency and quality of services being provided.

Impact of COVID-19 Pandemic on Staffing:
This study further confirms the serious effect of the COVID-19 pandemic on manpower provision. There were massive layoffs across the sector, with many hospitality workers declining to return to the sector after the restrictions were eased. Although some workers did come back, many looked for other careers that were more stable with better compensation (Courier-Mail, 2024). This research reveals how the hotel brand Premier Inn was, like other hotel brands, unable to recruit adequate numbers of workers after the pandemic, adding to staffing challenges that were already in abundance which is still reflected in the present.
Future research is overdue regarding the long-term impact on staffing patterns of this pandemic. As they emerge from the pandemic, it is unclear whether these staffing issues will be temporary or ongoing, given the evolving demands of the workforce who are now demanding more flexibility, job security and higher wages (Giousmpasoglou, 2024).

Operational Impact on Service Quality:
In line with existing literature, this study found that staff shortages had an operational effect on the quality of service provided. As understaffing is often the case in hotels, it is, therefore, known that longer waiting times, unfilled requests by a hotel's guests, and rooms that are not maintained as effectively as they should be are some of the faults of these hotels (Zempi, 2025). These results are backed by the VisitEngland survey which showed that 62% of hotel guests were held up as a result of understaffing. In the case of the Premier Inn, they found that a 15% decline in customer satisfaction occurs during periods of staffing shortages, mainly in relation to the quality of room cleaning and efficiency of cheque-in procedures (Spanoudakis, 2024).
Understaffed environments also contribute to deterioration in service quality: Understaffed environments not only cause poor service; they also impact the employee experience (Escoffier Global, 2025). Burnout is a state that exhausted employees often suffer from leading to further deterioration in level of service, as was seen in the example of Premier Inn. The negative feedback the staff received in terms of cleanliness and responsiveness is attributed to high staff expectations, long working shifts, and a resulting dissatisfaction called burnout.

Role of Technology in Addressing Staffing Issues:
The use of technology to alleviate some of the stresses of understaffing has also been identified in the literature. This research confirms that the self-cheque in (via kiosks and mobile apps) is a very important technology that can be employed by Premier Inn. According to the Hotel Blueprint (2025), automation will be used to reduce the volume of human interaction in routine operations significantly, redistribution of staff to additional areas of interaction with guests and service delivery. This study confirms the idea that Premier inn ought to expand on its technological network thereby being able to maintain the quality of services whilst hiring less labour force.
But technology can merely serve to lighten the load on staff, and will not be able to eliminate humans altogether, particularly in high-touch functions such as customer service and housekeeping. ClearlyIP, 2025 According to the research, the human factor will always be central to the human experience when it comes to hospitality and that it is worth noting that technology will not eliminate human resources, it will only complement them.

[bookmark: _Toc210350346]4.2.3. Implications of Findings
The findings of this study can be used in different ways in the context of the operational strategy of the Premier Inn. First, it goes without saying that one of the key factors leading to staffing shortage is low wages and job in-security. Premier Inn might have to reconsider its strategy, considering compensation policies and can consider giving higher wages to frontline employees to make the jobs more attractive (Botshot, 2022). This will not just contribute to retaining staff, but overall improve the employee experience which will result in improved service delivery and a rise in customer satisfaction.
Second, they should treat the use of zero-hour contracts and the inappropriate work hours (particular in the hospitality industry) that is caused by the nature of the work. Better work-life balance interventions and giving employees a more predictable work schedule may serve to alleviate the effects of burnout and elevate their morale, which would likely allow increasing service quality (American Hotel and Lodging Association, 2025). Guest satisfaction is equal to employee satisfaction and the well-being of the employee should be a central focus of the Premier Inn.
The prospect of integration of technology in the workings of Premier Inn has huge potential in eliminating the staffing issue. Implementing more automation in routine tasks like cheques-in and room maintenance requests may relieve some pressure on employees and increase operation efficiency (Eds Service Solutions, 2025). This however must be done in moderation to retain high levels of personalised service that are so vital in the hospitality industry.

[bookmark: _Toc210350347]4.2.4. Acknowledging Limitations
While this study offers some useful information in relation to the effects of staff under-sourcing on the operational functions of the Premier Inn, there are a number of limitations. The main source of information came from the secondary data which is susceptible to biases or limited by the availability of current data (Dixit, 2025). For example, the use of publicly available data meant that there was no way to directly address certain operational issues at Premier Inn (Certn, 2025). Furthermore, the study was carried out on a single hotel chain, Premier Inn, and may not entirely factor in regional differences in staffing patterns or hotel chains.
While organisational reputation and customer retention were examined in this study, the longer-term consequences of staffing shortfalls to brand loyalty were not fully investigated. This is a space that has room for more research, since insights on the lasting effect of understaffing on customer perceptions would offer broader perspectives relative to the long-term effects on hotels' brand. 







[bookmark: _Toc210350348]Chapter 5: Conclusion and Recommendations  

[bookmark: _Toc210350349]5.1 Conclusion
This study sought to investigate the impact of staff shortages on the quality of services provided at the Premier Inn and to analyse specifically factors that lead to staff shortages, how they impacted the operation of the company and how they could be addressed. The results provided an insight into key challenges experienced by the Premier Inn in employee shortages and resulting impact on service provision. 

[bookmark: _Toc210350350]Key Findings
The research established that several major causes of staff shortages at Premier Inn can be linked with the existing literature. Poor pay and job insecurity were listed as significant contributors to staff turnover and inability to attract talent. It is even increasing job insecurity and also making it difficult to maintain a steady work force as the overuse of zero-hour contracts by the Premier Inn is further exacerbating the situation. These two groups of issues overlap with data suggesting that the hospitality industry is experiencing a shortage of staff, and the origins of the issue lie in low pay and low job security (Vargas et al., 2021). The research also found that COVID has intensified these problems because many individuals who dropped off the hospitality sector during the coronavirus pandemic did not resume work, anticipating safer employment elsewhere. Premier Inn failed to staff major positions, hence lacked the ability to sustain efficient operation and services quality.
The study reports that the implications of understaffing were profound, especially in terms of how it affected operations. Premier Inn had waiting times to cheque in, inconsistent room cleaning, and insufficient staff members to address guest needs. The research study found that due to these issues, Premier Inn lost 15% points on the customer satisfaction rating with the guests complaining that it took more time to cheque-in and that the quality of room cleanliness was poor (Lukose and Agbeyangi, 2024). These results are in line with the fact that smaller hotels are low on staff, hence having slow service, which has a direct effect on customer satisfaction. Not only did understaffing result in unfavourable guest experiences, but it also threatened the reputational risk associated with the brand of Premier Inn.
Employee burnout was listed as a major impact of staff shortages. High stress levels and lowered morale led to decreased satisfaction and effectiveness of staff members (housekeeping, front desk positions) who were in demanding roles. The study identified a strong link between employees' burnout and staff turnover, with employees leaving the organisation due to job opportunities at another institution (Koren and Peto, 2020). This finding is consistent with proposals that employee burnout in the hospitality services sector results in decreases in job satisfaction and in the quality of service, generating a cycle of employee underperformance.
Many solutions were found in an effort to remedy staffing shortages and enhance the quality of service. Incentives for workers included wage increases, which were highlighted as an important strategy to encourage and retain workers, a competitive wage could lessen turnover and ensure a respectful level of stability of workers. Further, it was recommended that job security realised through full-time contracts and the provision of opportunities for career advancement was also needed for reduced job insecurity and enhanced employee loyalty (The Guardian, 2025). The study also revealed that the employees' burnout symptoms and the morale would improve if the employees' work-life balance was improved by providing them with flexible working hours and predictable functioning hours. What's more, the study recommended that Premier Inn should further invest in technology, such as self-cheque-in kiosks and mobile apps, to automate everyday tasks and reduce staff workload. This would enable employees to be placed in more important customer-facing roles while boosting operational efficiency.

[bookmark: _Toc210350351]Limitations and Future Research
This study is informative but has limitations, the main of which are that it is based on secondary data which might not reflect the nuances of the experiences of Premier Inn's employees and guests. The lack of primary data, such as interviews or surveys, limits the level of understanding (The Times, 2025). Additionally, the focus of the research was on short-term impacts and did not analyse long-term impacts on customer loyalty, brand positioning or financial implications. Further research is needed to determine how the long-term effects of sustained staffing shortages are impacting Premier Inn's business results.
Considering the limitations of the present research, future studies can concentrate on the long-term effects of staffing shortages on customer loyalty and brand reputation. Efforts to monitor customer satisfaction as time goes by, especially when they had to cope with staffing deficits, would provide valuable information about the long-term effects. The other region to be researched in the future is how technology can solve the staffing dilemma and improve quality of service. Future studies should also consider how automation and self-service technologies can enhance operation effectiveness without causing harm or affecting guest engagement. Also, the involvement and satisfaction of the employees is essential and the various studies that may be carried out in the future involve research that may explore the importance of engagement in retention plans. Finally, comparative case studies of other hotels and hotel chains could also help in identifying the best practices concerning the management of staffing shortages in the hospitality industry.

[bookmark: _Toc210350352]5.2 Recommendations and Practical Strategies 
· Increase Wages and Introduce Performance-Based Incentives for Frontline Roles:
To compete in the hospitality sector, Premier Inn needs to consider revising and increasing the salaries of the frontline jobs such as reception, housekeeping. Through providing wage increment, particularly on jobs with high turnover rate, Premier Inn is able to acquire and retain qualified personnel. Also, performance-based incentives/bonuses should be adopted, hence motivate staff to achieve high level of service. These bonuses can be dependent on guest satisfaction ratings, or operating goals. Remunerate fairly in order to minimise turnover, boost morale and deliver more stable workforce which eventually has an effect in the service delivery and customer satisfaction.
· Offer Career Development Programmes and Full Time Contracts:
Premier Inn needs to move towards offering full-time permanent jobs in key positions, not using the zero-hour contracts. Full time jobs ensure the employee has a secure job and therefore a minimal turnover rate as well. Along with this, career development programmes can give employees a specific career path. This may involve preparation in management roles, customer service excellence and leadership skills. Such opportunities to grow and develop mean that employees feel they are appreciated, engaged and work towards staying with the organisation and this boosts the overall quality of service provided as well as enhances long term retention rates.
· Implement Flexible Workhours and rotating Shifts:
Premier Inn needs to provide flexibility in terms of hours and shifts to counter burnout and increase employee satisfaction. Providing flexible working including part time working, job sharing, and flexible shifts will help employees to balance their lives with their work one (The Financial times, 2025). By using either, a shift management system or mobile applications it would imply that employees would be able to select favourable times and schedules which will reduce stress and enhance morale. This flexibility has the potential to enhance staff retention, lower absenteeism and allow employees to have a superior work life balance leading to better service delivery and a decline in turnover.
· Use More Self-cheque-in Kiosks and Mobile Apps to Automate routine tasks:
Premier Inn also needs to focus on investing more on self-cheque-in kiosk and mobile applications which can streamline operations like checking-in and ordering room service. Guests can be left to control their food waste, which frees up staff to work on more involved and personalised customer services. This would make operations more efficient since the wait time and employees will have more time to engage and service the guest, thus the operational efficiency. Moreover, Premier Inn must also ensure that these technologies are user-friendly and easy to use in order to guarantee its guests receive a hassle-free experience, as well as relieve their employees of mundane duties and eventually enhance the quality of the services.
· Implement Employee Recognition Programmes and periodic Team Building Activities:
To enhance morale and maintain employees, Premier Inn should use employee recognition programmes. This might come in the form of monthly Employee of the Month recognition, long service incentives and acknowledgement of staff achievements during team meetings. These programmes would provide tangible benefits in recognition of excellent service and inculcate a culture of appreciation. Additional to recognition, team building activities and social occasions may be organised to establish integration at workplace and de-stress. By establishing a favourable encouraging workplace, one can achieve greater job satisfaction, burnout, and a sense of loyalty that directly influences the quality of service and helps in maintaining a seamless running of the operation.
· Strengthen Recruitment Strategies by Linking with Partnerships and Internships:
To address staffing shortage the Premier Inn should create partnerships with universities and vocational schools to develop a pipeline of skilled workers. Internship programmes would help Premier Inn to train potential future employees to familiarise themselves with the company culture and procedures. Apprenticeships could also be done to give workers young people on-the-job training. Additionally, Premier Inn should actively engage in career fairs, digital recruitment platforms, as well as local recruitment initiatives to gain access to a larger talent pool for candidates (The Restaurant HQ, 2024). Introducing an employee referral protocol may provide an incentive for existing employees to recommend qualified candidates which can improve recruitment efforts.
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