
HOTEL PLACEMENT RESEARCH PROJECT 

BMIH6008 LEVEL 6




PLACEMENT RESEARCH PROJECT 

ON STAFF SHORTAGES AT 

SHERATON HEATHROW SKYLINE





STUDENT: PRIYANITHA COORAY – 2118031


MODULE LEAD: MAGGIE – LAN ZHANG


DATE: 1st NOVEMBER 2024





ACKNOWLEDGEMENT:

I USED GRAMMARLY TO IMPROVE GRAMMAR AND WRITING STYLE, BUT I DID NOT USE IT OR ANY OTHER AI TOOL TO GENERATE THE CONTENT OF THE WORK.

ABSTRACT

This placement research project explores the critical issue of staff shortage, focusing on the Sheraton Heathrow Skyline, a hotel near one of the world’s busiest airports.
The primary aim of the report is to identify and examine the contributing factors to the staff shortages experienced in this hotel and recommend actionable solutions to improve one of the hospitality industry's major issues.
This research combines insights gained from practical placement experiences with a critical analysis of the existing literature review on staff shortages. 
The findings indicate that high turnover rates, aggravated by the COVID-19 pandemic, have significantly impacted service quality and employee well-being.
Additionally, the results highlight that the key factors driving staff shortages at Sheraton Heathrow Skyline are inadequate compensation, challenging working conditions, limited opportunities for career advancement, and inadequate training programs, all of which contribute to diminished employee engagement.
The report suggests that to mitigate these challenges and foster a more supportive work-life balance, the hotel management must implement comprehensive recruitment strategies, enhance training programs and foster an inclusive workplace culture.
Furthermore, key recommendations will be provided to build a strong set of employee retention strategies focusing on training programs, competitive salary offerings as well as developing mental health support initiatives to address the long-term effect of workplace stress on staff.
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The hospitality industry, more than any other workplace, relies heavily on motivation and an adequately sized workforce to provide quality service.
Contiu et al., (2012), state that culture plays an important role in how motivation works in a company, it helps bring employees together and supports their well-being.

This placement research report aims to investigate the causes and implications of staff shortages within the Sheraton Heathrow Skyline, focusing particularly on how this issue affects operational efficiency, guest satisfaction, and staff morale.

The hotel is situated strategically on Bath Road, Harlington Hayes, near one of the busiest airports in the world.
The Sheraton brand, part of Marriott International since 2016 (Sheraton Hotels and Resorts, n.d), is renowned for its commitment to providing high-quality guest experiences and personalised services.
However, due to external factors such as economic fluctuations and evolving employee expectations, Sheraton Heathrow Skyline has been experiencing unprecedented challenges, especially after the recent global events that have reshaped workforce dynamics.
Strategies must, therefore, be implemented to mitigate the adverse effects of staff shortages on service quality and operational effectiveness in the hotel.

The placement experience provided firsthand insights into the daily operations and strategic challenges faced by management.
Observations and interactions with staff helped explore not only the immediate effects of understaffing but also the long-term consequences of employee turnover and organizational culture.

A critical analysis will be conducted of the existing literature review on staff shortages, highlighting the factors contributing to the issue, including market conditions, recruitment challenges, and employee retention issues.
The research will then identify best practices and potential solutions that could be implemented to address these challenges effectively.
Through a deep examination of the Sheraton Heathrow Skyline as a case study, this research aims to contribute valuable insights to the ongoing conversation about managing staff in the hospitality industry.

[bookmark: _Toc182411644]LITERATURE REVIEW 

This literature review critically analyses existing research on staff shortages, examining definitions, prevalence, impacts, causes, and potential solutions.
Gaps will be identified and highlighted within the current research framework, additionally, critical analysis will be combined with valuable insights gained through placement experience at Sheraton Heathrow Skyline. 
The study conducted by Morosan and Bowen (2022) indicates that staff shortages in the hospitality industry typically refer to the discrepancy between the number of available positions and the number of qualified candidates willing to occupy those roles.
Additionally, Magnini et al., (2024) assert that staff shortage has become a major issue in the hospitality industry.

The severity of staff shortage is underscored by research from UK Hospitality (n.d), indicating substantial shortages, with 132,000 vacancies, which is 48% higher than the levels seen before the pandemic.
The research also highlights the implications of reduced operational efficiency and decreased service quality in businesses reliant on a stable workforce.

[bookmark: _Toc182411645]IMPACT OF STAFF SHORTAGES
The impacts of staff shortages are multi-faceted.

Decreased Service Quality
Research indicates that staff shortages negatively affect operational performance, often leading to longer wait times diminishing guest experiences and causing dissatisfaction and lost revenue (Gursoy and Swanger, 2007).

Employee Burnout
Tracey and Hinkin (2008) argue that reduced staff levels can lead to increased workloads for existing employees, which in turn results in decreased job satisfaction and higher turnover rates.
The Sheraton Heathrow Skyline has experienced similar challenges, as observed during the placement when many employees expressed feelings of burnout and dissatisfaction due to heightened responsibilities resulting from inadequate staffing levels, ultimately impacting guest experiences.

Financial Consequences
Staff shortages result in increased hiring and training costs, which can strain profitability (Kwortnik and Thompson, 2009).

[bookmark: _Toc182411646]GAPS IDENTIFIED DURING THE RESEARCH

The long-term impact of staff shortages on employee mental health warrants critical examination.
While studies, such as those conducted by Leclercq-Vandelannoitte (2019), address issues related to stress, there are significant gaps in the existing literature.
As a result, only a limited number of studies have thoroughly investigated the long-term psychological effects of understaffing on employees, including chronic stress and post-traumatic stress disorder (PTSD), particularly in high-pressure environments like the hospitality industry.
Most research has primarily focused on immediate impacts, such as service quality and employee turnover; however, there is an insufficient exploration of long-term psychological effects experienced by employees enduring prolonged periods of working in understaffed conditions.
Further research is essential to comprehend chronic occupational stress and its implications for mental health (Alizadeh et al., 2023).
The impact of staff shortages on workplace culture is a critical area that requires further exploration.
A notable gap in the literature is the necessity for studies that specifically examine the unique contextual factors influencing staff shortages at individual hotel locations, such as the Sheraton Heathrow Skyline.
While many existing studies predominantly focus on service quality and guest experience, little attention is paid to how these shortages affect workplace culture and how sustained staffing challenges can modify workplace dynamics and staff relationships.
A more comprehensive understanding of this issue is essential, as workplace culture can significantly influence employee morale and retention, ultimately affecting customer experiences (Deery and Shaw, 1999).

Although numerous studies identify issues related to employee turnover within the hospitality sector, they often fail to provide specific, actionable strategies to address these challenges.
While current research may successfully highlight the problem, there remains a notable deficiency in providing solutions that are tailored to the unique dynamics of the hospitality industry.
This gap may stem from a lack of emphasis on practical applications or insufficient collaboration with industry professionals who can offer valuable insights derived from real-world experiences.
Future research should prioritise partnerships with hospitality leaders to develop comprehensive, actionable strategies that can be readily implemented, ultimately fostering better employee retention.

Additionally, limited research has been noted on staffing dynamics within airport hotels, which are characteristically more volatile due to their reliance on international travel and transient guest bases.

[bookmark: _Toc182411647]CAUSES OF STAFF SHORTAGES
Research has identified a range of factors contributing to staff shortages.

Inadequate compensation
Many hospitality roles are perceived as low-paying and lacking benefits, making them less attractive to potential workers. (Ojekalu et al., 2019).
According to Liu-Lastres et al., (2023), the hospitality industry often competes with other sectors for labour, particularly in times of low unemployment, due to limited wages and less attractive working conditions, leading potential employees to seek opportunities in more lucrative fields.

Work-life Balance Challenges
Unsustainable work hours and high demands have deterred prospective employees (Deery, 2008).
Employee dissatisfaction due to long hours, stressful working conditions, and lack of career advancement opportunities is prevalent.
Research indicates that a positive work environment that emphasizes work-life balance significantly contributes to employee retention (Kwortnik and Thompson, 2009).
Additionally, the COVID-19 pandemic catalysed a paradigm shift in workforce expectations, with many hospitality workers seeking more stable or less stressful careers (Yan et al., 2021).

Training and Development
Inadequate training programs can result in employees feeling not confident in handling their responsibilities, generating frustration that often leads to high turnover rates (Deloitte, 2022).
Therefore, investment in comprehensive training can improve not only individual performance but also job satisfaction, retention, and loyalty (DeGoias et al., 2019).

During the placement, it became evident that the existing training programs at Sheraton Heathrow Skyline were not sufficient to equip new hires with the necessary skills to thrive in a high-pressure hospitality environment.
As a result, there has been a higher turnover rate among newly hired employees than usual.

[bookmark: _Toc182411648]STRATEGIES FOR ADDRESSING STAFF SHORTAGES

A focus on employee well-being is highly recommended as a crucial method for improving retention rates.
As shown by the study conducted by Cain et al., (2018), a supportive and inclusive workplace culture can lead to higher employee engagement and reduce turnover rates ultimately benefiting the success of the business.
Studies suggest that engaged employees are more likely to be productive, provide excellent service, and remain with the organisation (Milliman et al., 2018). 
Engagement strategies, such as recognition programs, clear communication of career paths, and supportive management, can certainly mitigate turnover (Li and Song, 2024).

Emerging trends indicate that flexibility and adaptability in work arrangements are increasingly essential. 
Weideman and Hofmeyr (2020), emphasize adopting flexible work arrangements and enhancing employee engagement as effective measures to retain staff.
The introduction of remote work for administrative and reservation roles, as well as flexible scheduling for operational positions, has become a focal point in attracting potential employees (Huang et al., 2021).
According to Bedarkar and Pandita (2014), promoting work-life balance and offering flexible working schedules or shifts that accommodate personal commitments, enhance job satisfaction.

The literature consistently emphasizes that addressing staffing shortages in hospitality requires a multifaceted approach combining competitive compensation, positive work culture and a focus on training and engagement


[bookmark: _Toc182411649]METHODS

In this research project, the Sheraton Heathrow Skyline serves as the primary case study to gain a deeper understanding of the hotel’s daily operations, which is essential for contextualising the pressing issue of staff shortages within a real-world environment (Yin,2014).
The case study methodology allows for acquiring in-depth insights into the operational realities of the hotel (Hollweck, 2015), enabling a thorough exploration of the dynamics affecting staffing challenges and helping to analyse the various factors contributing to employee turnover and recruitment difficulties (Eisenhardt and Graebner, 2007).
By focusing on a specific hotel, the research highlights particular issues and trends that may be applied to similar organizations within the hospitality industry.

Guya (2006), asserts that case studies offer flexibility in data collection, blending various forms of evidence.
For this project, qualitative data collected through a combination of direct observations during placement and review of existing literature facilitates a deeper examination of these factors.
Ultimately, this methodology reflects an integration of academic principles and real-world applications, recognizing the importance of context and individual experiences in understanding complex issues such as staff shortages in the hospitality industry.

[bookmark: _Toc182411650]DATA COLLECTION TECHNIQUES AND ANALYSIS TECHNIQUES

The data analysis for this research involved thematic analysis of qualitative data obtained from placement experience, reflective writing, and a review of existing literature.
This approach, as articulated by Braun and Clarke (2006), emphasizes identifying and interpreting patterns within the data, allowing for a better understanding of the themes related to staff shortages.

[bookmark: _Toc182411651]REFLECTIVE WRITING

As part of the placement experience at the Sheraton Heathrow Skyline, a reflective journal has been used to document daily observations, challenges encountered, and key interactions with staff and management.
This journaling practice plays a critical role in capturing different aspects of the workplace environment (Zahra, 2012).
Recording experiences and observations enabled capturing immediate reactions to situations that arose during placement and provided essential context and depth to the findings.
The reflections highlight staff perception regarding their roles, supervisory practices and the overall workplace atmosphere, focusing on the feelings and attitudes of employees as well as identifying common themes and issues related to staff morale and engagement.
The journal not only documents positive experiences but also addresses challenges faced by staff which contribute to turnover and dissatisfaction.
However, to ensure confidentiality, the names of individuals will remain undisclosed.
Through this combination of existing literature research and reflective writing, the project aims to uncover the underlying issues related to staff shortages at Sheraton Heathrow Skyline, while also providing insights that may contribute to improving retention and satisfaction within the hospitality industry.

[bookmark: _Toc182411652]LIMITATION OF CASE STUDY METHODOLOGY

While the case study approach has several benefits, it does come with inherent limitations.
One main concern is the potential for researcher bias, as the findings are deeply influenced by the researcher’s perspectives and interpretations (Stake, 1996).
Additionally, case studies often lack generalizability, because even if they provide detailed insights into the specific context, the findings may not be universally applicable to other hospitality settings (Flyvbjerg, 2006).
Therefore, this limitation necessitates careful framing of the conclusions drawn from the research, recognizing that they are specific to the Sheraton Heathrow Skyline’s unique circumstances.

[bookmark: _Toc182411653]CASE STUDY DISCUSSION: STAFF SHORTAGE IN THE SHERATON HEATHROW SKYLINE 

[bookmark: _Toc182411654]OVERVIEW OF THE HOTEL

As outlined on the Marriott website (n.d), the Sheraton Heathrow Skyline is strategically located near London Heathrow Airport, making it a prime choice for both business travellers and tourists.
As part of Marriott International, one of the world’s largest hospitality companies, the Sheraton brand is recognized globally for its quality services and extensive amenities.
The hotel location prides itself on providing a unique blend of comfort and convenience, featuring 350 well-appointed rooms, various dining options, and extensive meeting facilities, catering to the needs of corporate groups and travellers alike (Marriott, no date).

[bookmark: _Toc182411655]HISTORICAL CONTEXT

The Sheraton brand began in 1937 and has consistently evolved over the decades to adapt to changing market trends and guest expectations (Travel Weekly, 2017).
The Sheraton Heathrow Skyline was established to serve the growing demand for accommodation solutions around Heathrow Airport.
The hotel has gone through several renovations to upgrade its facilities, which include a fitness centre, Club rooms, a lounge, and a business centre (Business Traveller, 2008).

[bookmark: _Toc182411656]MARKET POSITION AND PERFORMANCE

In the competitive hotel market near Heathrow Airport, the hotel faces challenges not only in maintaining occupancy rates but also in managing staff shortages.
Nicola et al., (2020), showed that over 50 million jobs in the global tourism and hospitality sector are currently at risk after the COVID-19 pandemic.
As shown by Statista (2024), the annual revenue of the hotels and hospitality industry in the UK saw a significant rise from 2021 to 2022, when the hotel industry generated around 22.99 billion British pounds, reflecting approximately 46 percent growth compared to the year before.

[bookmark: _Toc182411657]GEOGRAPHIC AND CULTURAL CONTEXT

The hotel’s geographical location is advantageous, being just a few miles from Heathrow Airport, which served approximately 79.2 million passengers in 2023 (Statista, 2024).
The surrounding area includes a mix of suburban residential neighbourhoods and commercial enterprises, giving guests access to local amenities while being well-positioned for international travel.
The Hotel often caters to international business travellers, families, and tourists, coming from different parts of the globe, requiring personalized services and contributing to the hotel’s cosmopolitan atmosphere (Travel Weekly, n.d).

[bookmark: _Toc182411658]SWOT ANALYSIS

The SWOT analysis provides insights into the internal strengths and weaknesses of the hotel, along with external opportunities and threats in the competitive market environment.

Diagram 1: SWOT Analysis of Sheraton Heathrow Skyline

	SWOT
Component
	                                                                                                                                 Details


	
Strengths
	· Proximity to Heathrow Airport
· Established brand reputation
· Diverse amenities (fitness centre, dining options etc.)


	
Weaknesses
	· High staff turnover
· Competition from budget airlines’ accommodations

	
Opportunities
	· Increase in international travel post – COVID
· Collaboration with airlines for package deals
· Development of remote work focused services

	
Threats
	· Unpredictable market conditions
· Ongoing staffing shortages in hospitality industry
· Increased competition from alternative accommodations



STRENGTHS: 

The strategic location near London Heathrow Airport, allows Sheraton Heathrow Skyline to be highly accessible for both business and leisure travellers.
Its proximity to major transport links enhances its appeal to a diverse clientele (Latinopoulos, 2020).
As indicated by Lado-Sestayo and Vivel- Bua (2018), the location of a hotel significantly influences its ability to attract guests, particularly in the context of global travel hubs.

As part of the Sheraton brand, recognized globally, the hotel benefits from a strong brand identity.
Research conducted by Alnawas and Altarifi (2016), shows that established brands are associated with reliability and high-quality service, leading to customer trust and loyalty.

The hotel offers a variety of amenities, including dining options, meeting spaces, and leisure facilities, which cater to both short and long-stay guests.
Amenities significantly contribute to customer loyalty as they enhance the overall guest experience (Leite-Pereira et al., 2019).

WEAKNESS

The Sheraton Heathrow Skyline faces significant staff turnover due to the pressures of working in a high–paced environment.
High turnover poses challenges in maintaining consistent service quality, leading to guest dissatisfaction, particularly when experienced staff leave (Zanni et al., 2021).

The increasing presence of budget accommodations poses a significant threat to hotel occupancy rates. The growth of budget hotels and Airbnb options increases price sensitivities among consumers (Taneja, 2018).

OPPORTUNITY

The hospitality industry is experiencing a recovery as international travel gradually resettles post–covid 19.
This presents an opportunity for the hotel, particularly given its advantageous location near Heathrow Airport.
Increased flying activity and international tourism could bolster occupancy rates in the coming years.

Partnerships with airlines can facilitate promotional offerings or package deals that include accommodations, which enhance visibility and drive bookings.
As shown by the study of Ku et al., (2011), strategic collaborations can lead to increased bookings, especially from transit passengers who may require overnight stays.

According to Chevtaeva et al., (2024), beyond traditional hospitality offers, targeting remote workers who prefer to stay longer can present a lucrative opportunity.
As people continue to embrace hybrid working models, hotels catering to this market can develop specific packages tailored for extended stays, which can provide a steady income stream.

THREATS

The findings of the study conducted by Soni et al., (2023), demonstrate that the hospitality industry is particularly vulnerable to economic fluctuations.
Factors such as inflation, changes in consumer spending, and shifts in global economic conditions can threaten occupancy rates and profitability.

With the rise of competing employment opportunities, particularly in sectors that offer better working conditions and compensation, staffing shortages remain a critical threat to the hotel (Biyan et al., 2020).
If not effectively managed, these shortages can jeopardize the operational stability and service standards of the organization.

The heightened competition from both budget brands and alternative accommodations, such as Airbnb, poses significant operational and financial challenges to sustaining profitability in a saturated market (Chang and Sokol, 2022).
Such competition can lead to pricing pressures that affect revenue.

The SWOT analysis of the Sheraton Heathrow Skyline reveals a multifaceted landscape shaped by both internal capabilities and external challenges.
By leveraging strengths and addressing weaknesses through the implementation of strategies, such as improved recruitment and training practices, the hotel can position itself effectively within the competitive hospitality market, as well as enhance employee and guest satisfaction.
Addressing the staffing crisis and ensuring a high-quality guest experience are paramount for the hotel’s sustained success and growth.
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The PEST Analysis examines external factors that influence the operational context of the Sheraton Heathrow Skyline.

Diagram 2: PEST Analysis of Sheraton Heathrow Skyline

	PEST
Component
	                                                                                                                          Details

	                         Political
	· Changes in visa regulations affecting international travel 
· Government support for the hospitality industry post-covid 19

	                          Economic
	· Recovery trajectory of the global economy
· Inflation rates impacting operating costs and pricing strategies

	                                Social
	· Growing preference for sustainable and ethical travel
· Shift in consumer behaviour towards remote work and flexibility

	             Technological
	· Advances in booking systems and hotel management software
· Increasing reliance on digital marketing and social media platforms to reach customers




POLITICAL FACTORS

The UK’s political stability and its supportive government policies, such as the “Eat Out to Help Out” scheme and grants for tourism-related businesses, have positively impacted recovery following the pandemic (Xiang et al., 2023).

However, as shown by People Management (2017) and Slingo (2023), fluctuations in national policies, particularly concerning immigration, can affect the availability of skilled staff, ultimately impacting service delivery and operational efficiency.
According to Ahlberg and Granada (2022), changes in immigration law post-Brexit have raised concerns about staff shortages in hospitality roles, which traditionally relied on a diverse workforce from various countries.

ECONOMIC FACTORS
	
As shown by the study conducted by Gupta et al., (2023), the economic outlook in the UK, influenced by employment rates and consumer confidence, has a direct impact on hotel occupancy levels.
The recovery from the pandemic has seen fluctuations in consumer spending patterns, affecting discretionary spending such as hotel stays.

As inflation rates rise, operational costs for hotels are also increasing, necessitating a reassessment of pricing strategies at the Sheraton Heathrow Skyline.
The challenge lies in maintaining service quality while adjusting prices accordingly in response to higher costs of supplies and labour (Robinson, 2022).

SOCIAL FACTORS

According to Fennel and Markwell (2015), there is a growing consumer interest in sustainability and ethical practices, which demonstrates how hotels like the Sheraton Heathrow Skyline market their offerings.
Guests increasingly prioritize accommodations that show a commitment to environmental sustainability.

The study of Batala and Slevitch (2024), examines how the increase in remote work arrangements has encouraged a rise in bleisure travel, where business trips are integrated with leisure experiences.
This trend presents an opportunity for the Sheraton Heathrow Skyline to cater to long-stay guests who seek a balance between work and leisure.

TECHNOLOGICAL FACTORS

Abdel-Hamid et al., (2022), state that the hospitality industry increasingly relies on technological advancements to enhance operational efficiency and improve guest experience.
In fact, the incorporation of technology in hotel management through tools like property management systems, online booking platforms, and customer relationship management software can enhance operational efficiency and offer valuable insights into guest preferences, ultimately leading to better service delivery.
Leveraging data analytics enables hotels to make informed decisions regarding pricing, marketing, and operational adjustments.
Effective use of data can not only optimize staffing levels but also tailor services to meet the needs of a diverse guest demographic (Singh, 2021).

With the increasing use of mobile technology, hotels, including the Sheraton Heathrow Skyline, must implement mobile check-in, app-based room service, and loyalty program facilities. These innovations cater to modern consumer preferences and can enhance customer satisfaction (Wendy and Morosan, 2014).

The PEST analysis for Sheraton Heathrow Skyline, reveals key insights into the external environment that influences the hotel’s operation.
The political landscape remains favourable, aided by government policies encouraging tourism growth, while economic factors such as inflation necessitate careful financial planning. Social trends, on the other hand, highlight the need for a new demographic of remote workers and bleisure travellers.
Finally, technological advancements present both challenges and opportunities, emphasizing the need for hotels to embrace innovation strategically.
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Competitor Overview

In the vicinity of the Sheraton Heathrow Skyline, several competitors operate, including established brands such as Radisson Blu and budget options like Premier Inn and Travelodge.
Each competitor has a distinct brand personality, as indicated in the study conducted by Su and Reynolds (2019), and offers unique value propositions, from premium services to budget-friendly accommodations.


Diagram 3: Competitor Analysis Table


	Competitor
	Price Range
	Quality of Service
	Unique Selling Proposition

	Sheraton Heathrow Skyline
	£150- £250 per night
(Marriott.com, n.d)
	                                             High
	Proximity to airport, comprehensive amenities
(Marriott.com, n.d)

	Radisson Blu
	£160- £260 per night
(Radisson Hotels, n.d)
	High                                
	Modern design, robust meeting facilities
(Radisson Hotels, n.d)

	Premier Inn
	£80 - £150 per night 
(Premier Inn, n.d)
	Moderate
	Affordable pricing, simple accommodations
(Premier Inn, n.d)

	Travelodge
	£60 - £100 per night
(Travelodge, n.d)
	Low to Moderate
	Value for money, basic services
(Travelodge, n.d)





Key Features of Competitors Analysis

The Sheraton Heathrow Skyline positions itself in the mid-to upper-price range, catering to business travellers who prioritize comfort and quality over cost (Ramakrishna and Liang, 2015).
In contrast, budget competitors appeal to cost-conscious travellers, especially those looking for simple overnight stays (Ren et al., 2016).
The analysis indicates that while premium competitors excel in quality and luxury offerings, the Sheraton Hotel must continuously innovate and promote its unique selling propositions, such as guest convenience and a diverse range of services (Kuzubov and Maksimenko, 2022).
The research conducted by Chong (2013), demonstrates that the differentiation through unique services such as shuttle service to the airport and fitness amenities must be highlighted in marketing strategies to attract the appropriate demographic.
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Netnographic Overview

Netnography is a qualitative research method, which focuses on online behaviours and interactions within specific communities (Whalen, 2018).
For the Sheraton Heathrow Skyline, analysing online reviews and social media engagements provides insights into guest perceptions of staff shortages and service quality.

Diagram 4: Netnography Findings

	Platform
	Key insights

	TripAdvisor
	Frequent mentions of long wait times and understaffed areas during peak hours (Tripadvisor, n.d)

	Glassdoor
	Employees expressed frustration over work conditions, citing burnout as a major issue (Glassdoor, n.d)

	Facebook
	Guest shared positive experiences with the hotel’s amenities but noted inconsistent service levels (Facebook, n.d)




Key Features of Netnography Analysis

Analysis of guest reviews highlighted critical areas where the Sheraton Heathrow Skyline could improve, particularly in staff availability during high occupancy periods.
These insights can guide management in making necessary staffing adjustments.
Netnography research on employee feedback indicated a recurring theme of dissatisfaction, primarily related to workload and support.
Addressing these concerns through internal policy changes is crucial in reducing turnover rates.
Engaging with guests on social media platforms can foster loyalty and allow the hotel to address concerns proactively, creating a more responsive operational culture.

Through various analytical lenses, including SWOT, PEST, Competitor Analysis, and Netnography, this case study provides a comprehensive overview of the Sheraton Skyline Hotel, highlighting staffing shortage as a major challenge but also underlining areas for potential growth and strategic realignment.
By adapting its operations to market changes and strategically positioning itself, using technology, improving employee retention, and updating marketing to fit new trends, the Sheraton Heathrow Skyline can tackle its staffing challenges and strengthen its reputation among travellers near Heathrow Airport.
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As shown by Jeffrey and Sposato (2023), staff shortages have emerged as a critical issue within the hospitality industry, especially in high-demand locations such as the Sheraton Heathrow Skyline.
Research illustrates that staff shortages in hospitality are often exacerbated by the industry’s inherent challenges.
According to Lee and Ok, (2012), the hospitality sector struggles with the perception of low job quality, contributing to a shrinking labour pool.
Their findings reinforce this concept by asserting that hospitality jobs are frequently viewed as less desirable compared to roles in other sectors.

An analysis of other hospitality brands exemplified how structured onboarding processes can lead to better retention.
For instance, the study conducted by Savitt (2012), highlighted successful onboarding as a key factor in decreasing turnover rates.
Sheraton Heathrow Skyline can enhance its onboarding procedures to ensure new hires feel welcomed, educated, and engaged from their first day.

This theme exploration will critically analyse the phenomenon of staff shortages, drawing on academic literature and providing specific examples from the placement experience at the Sheraton Heathrow Skyline.
By evaluating the underlying causes of these staffing issues, this section will discuss potential areas for development and improvement aimed at mitigating the staffing crisis.

[bookmark: _Toc182411663]ACADEMIC PERSPECTIVE ON STAFF SHORTAGES

While staff shortages in the hospitality industry have long existed, recent years have certainly worsened these challenges.
According to Xu et al., (2022), the hospitality industry has long struggled with high turnover rates, making it particularly susceptible to staffing shortages.
A study conducted by Xueyun et al., (2023), examines factors affecting “Quiet quitting” which refers to the trend where employees do the bare minimum required at work without going above and beyond.
The study looks at factors impacting quiet quitting among Chinese Gen Z employees, including work conditions, job security, chances for career growth, emotional commitment to the organization, and support from the company.
Researchers surveyed 683 respondents and found that good work conditions and support lead to better employee well-being and lower job burnout.
Contrary, high job burnout negatively affects their intention to quiet quit.
The results highlight the gravity of the situation and emphasize the urgent need for organizations to address these issues to reduce quiet quitting among employees.

Analysing the factors causing staff shortages involves understanding both push and pull dynamics influencing employee retention.
Push factors, as identified by Tracey and Hinkin (2008), often stem from workplace conditions such as high-stress environments, low pay, and poor work-life balance.
On the other hand, pull factors refer to external opportunities, including better-paying jobs, flexible hours, and the allure of careers outside of hospitality (Lee and Ok, 2012). 

[bookmark: _Toc182411664]THE IMPACT OF THE COVID-19 PANDEMIC ON STAFFING

The COVID-19 pandemic has significantly intensified staffing issues within the hospitality industry.
As international travel rebounds after the COVID-19 pandemic, the staffing crisis has led to operational challenges that directly affect service quality and guest satisfaction (Anagnostopoulos and Fehr, 2024).
Research by Michel et al., (2021), points to increased employee burnout associated with heightened workloads during the pandemic recovery phase.
According to Serenko (2023), many hospitality employees have reassessed their career choices, leading to a phenomenon known as “The Great Resignation”, where workers leave their jobs in search of better opportunities or improved working conditions.

At the Sheraton Heathrow Skyline, these trends are evident as many employees have voiced concerns about increased workloads due to staffing shortages alongside the pressures of growing travel demand which highlighted an immediate need for effective retention strategies.
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Current staffing situation

The placement at the Sheraton Heathrow Skyline allowed observing firsthand the challenges posed by staff shortages.
Initially, the hotel employed approximately 200 staff members (LinkedIn, n.d), comprising various roles, including front office staff, housekeeping, and food and beverage services.
However, the challenges of recruiting and retaining these roles led to frequent understaffing, particularly in critical areas such as the front desk and housekeeping, especially during peak seasons (Ghani et al., 2022).
For instance, during a peak travel period, the front desk saw significant increases in guest check-ins, often exceeding standard capacity due to limited staffing.
Guest complaints regarding lengthy wait times became commonplace, leading to a decline in guest satisfaction scores.
Reviews on platforms like TripAdvisor frequently echoed frustrations about service inefficiencies, which can be directly linked to staffing shortages (TripAdvisor, 2019).




Identified Challenges

Employee Morale and Burnout
The remaining staff are often facing an increased workload, leading to high levels of stress and dissatisfaction, creating feelings of burnout due to constantly being on the front lines with insufficient colleagues to share the load.
Caillier’s (2021) research highlights that workplace stress contributes significantly to employee turnover, a situation obviously mirrored at the Sheraton Heathrow Skyline.
As observed during placement, on these occasions, the team’s morale was closely tied to the level of support received from supervisors.
While some managers were proactive in providing recognition and fostering collaboration, others inadvertently contributed to a culture of stress due to high expectations and minimal support.

Recruitment Obstacles
Recruitment has proven to be a significant obstacle for the hotel, particularly during peak seasons when many operational roles often remain unfilled or are filled by temporary staff, leading to instability in service provision.
The competition for talent in the hospitality industry has intensified, especially near major transportation hubs like Heathrow (Howe-Walsh et al., 2023).
During the placement, on several occasions, there was the opportunity to observe how the hotel struggled to attract candidates willing to work in an environment perceived as stressful and inadequately rewarding.
Current recruitment strategies lacked vigour, failing to articulate the benefits of joining the Sheraton Heathrow Skyline.

Training and Development Opportunities
The hotel is historically underinvested in training programs, resulting in a workforce less equipped to handle increased responsibilities effectively (Poulston, 2008).
According to Jaworski et al., (2018), comprehensive training can enhance job performance and job satisfaction, and the absence of such initiatives can hinder any hotel’s ability to develop its staff adequately.

Evidence from Placement Experience
During placement at the Sheraton Heathrow Skyline, engagement in conversations with both management and staff members provided qualitative insights.
While managers acknowledged the staffing challenges, there appeared to be a reluctance to address the root causes systematically.
Furthermore, employee feedback showcased a mismatch between expectations and reality, in fact, many employees expressed a desire for more recognition and support, which aligns with the findings from Susskind et al., (2000) that emphasize the importance of management practices in influencing staff engagement.
Encouraging an inclusive atmosphere not only improves the team dynamic but also motivates employees to go above and beyond in their roles (Nguyen et al., 2021).
Data indicates that employees are motivated by appreciation, career advancement opportunities, and a sense of belonging.
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The Sheraton Heathrow Skyline needs to adopt strategies that foster employee engagement and morale, which can be done through recognition programs, that celebrate employee achievements.
Simple practices such as “Employee of the Month” or peer-to-peer recognition can significantly foster a culture of appreciation (Boga, 2019).
Conducting regular employee satisfaction surveys can facilitate open communication regarding workplace conditions and employee needs.
As Farrell (2022), highlights anonymous feedback can encourage staff to voice concerns without fear of repercussion, allowing management to respond proactively.

During the placement at the Sheraton Heathrow Skyline, a significant challenge identified was recruitment issues, especially within the housekeeping department.
It was observed that many applicants had little to no formal experience in professional cleaning services, often claiming that their only cleaning experience was from maintaining their personal residences.
However, due to the hotel’s desperate need for staff, managers opted to hire these candidates in the hopes of addressing staffing shortages.
This lack of industry-specific experience can impact the overall efficiency and effectiveness of housekeeping operations, as professional cleaning requires skill and familiarity with specific techniques and standards that differ from general home cleaning (Sharma and Kaushik, 2021).

Recruiting personnel who possess relevant experience, even during staff shortages, is crucial in the hospitality industry, particularly for roles that directly affect guest satisfaction and establishments’ overall cleanliness standards (Heskett et al., 1994).

To address these recruitment challenges, hotels might consider investing in innovative recruitment strategies to attract talent by utilizing social media platforms like LinkedIn and industry-specific job boards which can enhance visibility among potential candidates.
A combined effort to highlight organizational culture, benefits, and opportunities for advancement can help set the Sheraton Heathrow Skyline apart from competitors (Khan et al., 2022).

Forming partnerships with nearby hospitality programs for internship opportunities can create a pipeline for entry-level positions (Tracey and Hinkin, 2008), providing students with valuable experience and potentially leading to full-time positions post-graduation.
The development of training programs tailored to the operational needs of the hotel is essential for long-term retention.
As shown by Kwortnik and Thompson (2009), a thorough onboarding program for new hires, focusing on hotel policies, culture, and customer service expectations, can better prepare employees for their roles from the outset.
In other words, a structured training program can reduce early turnover by ensuring staff feel confident and well-equipped to perform their tasks.

As shown by Yang et al., (2022), offering regular professional development workshops, allows staff to develop new skills or enhance existing ones ultimately leading to job satisfaction.
For instance, training in customer service excellence or conflict resolution can empower employees to handle challenges effectively (Temple, 2007).

Addressing work-life balance can significantly enhance employee retention and productivity.
Implementing flexible shifts and part-time work schedules should be prioritized by Sheraton Heathrow Skyline, catering to staff needs and helping prevent burnout.
Research indicates that flexible work arrangements contribute to employee satisfaction and retention (Bedarkar and Pandita, 2014).
According to Jimenez-Estevez et al., (2023), introducing wellness initiatives focusing on mental health, stress reduction, and physical wellness can show employees that their well-being is a priority for the hotel.
Programs might include stress management workshops, gym membership discounts, or access to counselling services.

In order to have a positive work environment is vital to create effective management training and leadership development.
The study conducted by Tkachenko et al., (2021), demonstrates how effective training for existing managers can foster an environment of support and trust.
Investing in management that emphasizes communication, empathy, and conflict resolution will help managers better understand and meet employee needs.
On the other hand, encouraging staff to provide feedback on management practices can create a culture of continuous improvement and open lines of communication between management and staff, ultimately leading to an atmosphere where employees feel heard and valued.

As the hospitality industry navigates the post-pandemic recovery, it is crucial for hotels like the Sheraton Heathrow Skyline to adapt and evolve.
The examination of staff shortages at Sheraton Heathrow Skyline reveals a multifaceted issue deeply rooted in employee morale, recruitment challenges, and inadequate training programs.
Leveraging insights from academic literature and practical experiences from placement, it becomes clear that strategic improvements are necessary to tackle these challenges.


[bookmark: _Toc182411667]CONCLUSION AND RECOMMENDATION

Staff shortages at the Sheraton Heathrow Skyline have emerged as a critical operational challenge, significantly impacting service quality and employee morale. The combination of high turnover rates, recruitment difficulties, inadequate training, and growing workloads has created a situation where both guest experiences and employee satisfaction suffer.

The pressures on remaining staff have led to feelings of burnout and dissatisfaction, impacting enormously on their morale and work experience.
Throughout the placement experience, it was evident that staff frequently expressed feelings of being overwhelmed, which correlates with the findings by Shakoor et al., (2023) regarding how workplace stress contributes to turnover intentions.

The battle to attract new talent in a competitive labour market has emerged as a significant hurdle for the hotel. Current recruitment strategies have proven inadequate against the backdrop of budget competitors and the changing expectations of the workforce (Gursoy and Swanger, 2007).
Additionally, the insufficient investment in training programs for both new recruits and existing staff has hindered the hotel’s ability to develop a skilled workforce, as supported by Kwortnik and Thompson (2009) who emphasize the importance of comprehensive training in enhancing employee satisfaction.

As already mentioned in the report, the pandemic has reshaped the hospitality landscape, with many employees seeking more secure, well–paying jobs outside the sector.
This trend echoes the “Great Resignation” underscoring the need for immediate interventions to retain existing staff and attract new talent (Liu-Lastres et al., 2023).

The report has thoroughly discussed areas for improvement, focusing on employee engagement, recruitment strategies, training and development opportunities, work-life balance initiatives, and enhancing management practices.
In summary, addressing the staff shortage at the Sheraton Heathrow Skyline requires a multifaced approach that targets employee engagement; by systematically implementing these recommendations, the hotel can not only improve staff retention and recruitment but also enhance service delivery, operational efficiency and overall guest satisfaction.

To synthesize the findings of this project and emphasize the direction needed for Sheraton Heathrow Skyline, the following strategic recommendations are proposed:
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Recognition Programs
Establish a formal employee recognition program that celebrates individual and team contributions regularly. Recognition can boost morale and encourage staff retention (Kumar et al., 2023).
Offering competitive salaries, health benefits, and comprehensive training opportunities can make the hotel a more attractive employer in a competitive job market.

Employee Feedback Mechanism
Implement anonymous surveys and regular check-ins to solicit feedback directly from employees.
Understanding employee concerns is crucial for creating a more supportive work environment.
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Targeted Recruitment Campaigns
Develop targeted recruitment campaigns utilizing social media platforms and industry-specific job boards to reach a wider pool of candidates.
Highlight the unique selling points of working at Sheraton Heathrow Skyline, such as flexible scheduling and career development.

Collaborate with Educational Institutions
Build partnerships with local colleges and universities offering hospitality management programs to create internship opportunities that can transition into full-time employment.
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Comprehensive Training Programs
Design a structured onboarding program for new hires that covers essential skills, hotel operation, customer service, and the company culture.

Ongoing Professional Development
Offer continuous training opportunities through workshops and certification programs, focusing on skills that align with the evolving needs of the hospitality industry, such as conflict resolution and advanced customer service techniques.

Implement Inclusive Hiring Practices
To build a diverse workforce, consider adopting inclusive recruitment practices that ensure equal opportunities for all candidates, regardless of background, which can enhance team dynamics and innovation within the hotel (Jones et al., 2020).
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Flexible Work Arrangements
Introduce flexible work schedules to accommodate varying employee preferences and personal commitments which can enhance employee satisfaction and reduce turnover rates.

Wellness initiatives
Introduce wellness initiatives that target mental health, stress management, and physical well-being, by offering yoga sessions, counselling services, and fitness challenges, demonstrating a commitment to employee welfare.
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Leadership Training
Provide training for managers that emphasizes emotional intelligence, effective communication, and conflict-resolution skills which can create a supportive environment fostering employee engagement.

Open Communication Channels
Cultivate a culture where open dialogue is encouraged between staff and management. This includes regular meetings that allow staff to voice concerns, suggest improvements, and feel more engaged in decision-making processes.
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Sheraton Heathrow Skyline stands at a critical juncture concerning its staffing practices, therefore by implementing the strategies and recommendations outlined in this project, the hotel can create a more sustainable workforce, foster a supportive work culture, and ultimately secure its competitive edge in a dynamic hospitality environment.
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During my placement at the Sheraton Heathrow Skyline, I engaged deeply with the daily operations of the hotel, observing firsthand the complexities of managing staff shortages in a high-demand environment.
This reflective account outlines my professional observations on staffing challenges, the impact of employee morale, and the broader implications for guest satisfaction, all of which have provided me with valuable insights into the hospitality industry.
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Upon starting my placement, the hotel’s management team openly acknowledged the staffing challenges as we were entering the busy summer season, emphasizing how the post-COVID recovery impacted recruitment and retention efforts.
The combination of increased guest bookings and a limited workforce quickly became apparent. This situation underscored the fragility of service levels when there is insufficient staffing, a theme echoed in academic literature, where Mllanga (2017) reiterates that high turnover rates can severely disrupt service delivery in any hospitality setting.

My observation revealed a direct correlation between staff shortages and employee morale. In fact, in various interactions, employees expressed frustration over the escalating demands placed on them. With fewer colleagues available to share the workload, many staff members, especially in the housekeeping department, felt overwhelmed.
The situation led to visible fatigue among them, correlating with findings from Koc and Bozkurt (2017), which assert that excessive workloads without sufficient support contribute to employee dissatisfaction.
Conversely, I also witnessed instances of solidarity among the staff as they supported one another. Many employees stepped up to cover shifts voluntarily, reflecting their commitment to the hotel’s success despite the challenges they faced.
The management team should take note of this resilience, which highlights the importance of a positive workplace culture and illustrates how supportive relationships among coworkers can mitigate the negative impact of staffing shortages.

Throughout my placement, it became increasingly clear that attracting new talent was a persistent issue.
I attended staff meetings where management discussed difficulties in finding suitable candidates and their plans to enhance advertising efforts.
Tips from academic literature, notably from Goh and Okumus (2020), emphasize the importance of innovative recruitment strategies in addressing workforce shortages.
One of my suggestions, guided by my observations, is for the hotel to incorporate more targeted outreach and a more progressive recruitment approach, particularly through social media and partnerships with local hospitality programs, which could yield better results.
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The staffing shortages directly impacted service quality at the Sheraton Heathrow Skyline.
The feedback I encountered on platforms like TripAdvisor often mirrored these issues, with guests expressing dissatisfaction due to delayed responses from staff.
During my placement, I contributed to the front desk team during peak hours and saw firsthand the strategies employed by management to ease guest frustrations.
Team leadership often encouraged transparency with guests about potential delays, and they actively sought feedback to improve service processes.
Such practices are endorsed by studies indicating that open communication with customers can alleviate dissatisfaction and foster goodwill even in challenging circumstances (Duarte and Silva, 2023).
One instance involved a particularly busy day when a large group checked in during a high occupancy period. Recognizing the congestion, my team leader quickly mobilized additional employees, including managers, from other departments to assist with luggage handling.
This responsiveness not only eased the pressure on the front desk but also led to positive feedback from guests, reinforcing the importance of agile problem-solving in hospitality environments.

Reflecting on my experience, it is clear that the Sheraton Heathrow Skyline can benefit from various improvements to address staff shortages and enhance operational resilience.
Investing in comprehensive training and professional development programs is essential.
The hotel should explore innovative channels for attracting talent and prioritize onboarding processes that equip new employees with crucial skills and knowledge from their first day.
To alleviate burnout and enhance employee morale, it is critical for the Sheraton Heathrow Skyline to implement robust employee engagement initiatives such as
wellness programs and recognition and reward systems.

In conclusion, my placement at the Sheraton Heathrow Skyline provided a profound opportunity to understand the multifaceted challenges of staffing shortages within the hospitality industry.
The direct link between staff numbers, employee morale, service quality, and guest experience became evident through observations, conversations, and active participation in hotel operations.
While the hotel excels in many areas, pressing issues of employee turnover, recruitment challenges, and insufficient training highlight the urgent need for strategic improvements.
By investing in recruitment, enhancing training programs, bolstering employee engagement initiatives, and fostering a supportive workplace culture, the Sheraton Heathrow Skyline can navigate the complexities of staffing issues effectively.
Overall, my experience demonstrated that addressing the root causes of workforce challenges is vital for the hotel to ensure operational efficiency and exceptional guest experiences, solidifying its position in a competitive hospitality landscape.
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