
HOTEL PLACEMENT RESEARCH PROJECT



Studend ID: Mihaela Buzdugan 2121942

Lecturer: Maggie-Lan Zhang 



AI acknowledgement: Grammarly.com

Executive Summary
Rossington Hall is a luxurious British hotel brand located just off Great North Road between Doncaster and Bawtry in the UK. The hotel brand is one of the most spectacular venues in Yorkshire, UK.  The key purpose of the study is to investigate the impact of staff shortage on service delivery. The researcher has considered a case study of Rossington Hall, UK, to conduct the study. 
In research, interpretivism philosophy and the inductive approach have been used. It helps identify the link and pattern between the research objectives and the research aim to present detailed findings and conclusions. Secondary sources were used in the current research, and various online sites, journals, articles, books, and research papers were used to gather the relevant data. The qualitative research analysis technique was also used to interpret the gathered data and generate relevant conclusions.
It has been identified that employee retention at Rossington Hall is one of the crucial aspects, and it is necessary to ensure operational efficiency. Along with this, it can be said that high standards of customer care are also essential to be improved. Maintaining high-quality service delivery also needs personnel retention, which must be considered by the brand. High turnover rates are also caused due to factors like inadequate pay, few opportunities for professional progression, and unpleasant working circumstances. It is suggested that the company can also look to establish comprehensive training and career development programs for staff members. It will be necessary to design the programs to support staff's professional development. Also, specific personalised training programs can be arranged.
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This research project is conducted to present hotel placement skills and facts related to a case study. For this purpose, Rossington Hall is a luxurious British hotel brand located just off Great North Road between Doncaster and Bawtry in the UK. The hotel brand is one of the most spectacular venues in Yorkshire, UK (Rossington Hall, 2024). Rossington Hall is a Victorian stately home situated on a 250-acre estate with many luxurious bedrooms, a wedding hall, a lodge, a private hot tub loggia, a library restaurant and many more facilities. The hotel is one of the widely preferred wedding destinations in the UK.
The current research project report evaluates Rossington Hall's service delivery performance. To understand a hotel's performance, its service delivery productivity needs to be examined. The major factor impacting service delivery performance is a staff shortage in the hotel industry (Brawarso and Wijoyo, 2024). The limited number of staff members managing various chores at the hotel reduces efficiency. The crucial impact of staff shortage and its reasons are evaluated here.

[bookmark: _Toc178776321]Research Aim and Objectives
Aim:
Investigating the impact of staff shortage on service delivery: A case study of Rossington Hall, UK
Objectives: 
· To determine the importance of staff retention within Rossington Hall, UK
· To assess the factors leading to staff shortage within Rossington Hall, UK
· To analyse the role played by employees in service delivery within Rossington Hall’s performance and productivity
· To recommend the ways to minimise staff shortage in Rossington Hall, UK
To determine the main reason behind staff shortages, it is necessary to evaluate the main reasons why employees leave the firm or are in limited numbers (Grigoryan, 2024). In addition, the impact of employee performance and productivity on customer services in the hotel industry needs to be assessed so that overall performance and revenue generation can be improved. These themes will be evaluated and discussed in the current report.


[bookmark: _Toc178776322]Literature Review
[bookmark: _Toc178776323]Concept of staff retention in the hotel sector of the UK
Staff retention in the hospitality sector of the UK is crucial, and it is further influenced by numerous factors such as completion, working conditions, and career development opportunities in an efficient manner (Tran and Smith, 2020). Thus, the UK's hotel industry further faces the challenge of high turnover rates due to its low wages, irregular and long working hours, and limited career progression (Ghani et al. 2022). 
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[bookmark: _Toc178769090]Figure 1: Staff retention, UK
(Source: Howarth, 2023)
To address these issues, the hotels are further implementing the numerous staff, which aims to enhance employee retention in an efficient manner (Howarth, 2023). Therefore, the critical approach is improving the work environment to make it more supportive and positive. This further consists of fostering a culture of respect and recognition where the staff feel appreciated and valued for the contributions they have made efficiently (Bimpong et al. 2020). 
Effective communication within the business also plays a critical role in retaining employees by ensuring that they are well-informed about the business’s desires, goals, and expectations, which ultimately helps to build loyalty and trust. By focusing on these areas, the UK hospital sector can further enhance staff retention, leading to a more motivated workforce (King et al. 2021). 
[bookmark: _Toc178776324]Factors affecting staff shortage in the hotel sector of the UK
The UK hospitality sector is grappling with a substantial staff shortage due to a combination of factors in an efficient manner. One factor was the COVID-19 pandemic, as the pandemic has further led to widespread layoffs and layovers and thus caused many labourers to leave the industry, which has negatively impacted the industry (Oates et al. 2020). However, many workers have further found jobs that are better paying and, therefore, have stable housing in many other areas (Ayodele et al. 2020). 
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[bookmark: _Toc178769091]Figure 2: Factors affecting staff shortage in the UK
(Source: Roelen-Blasberg, 2024)
This has made the sector less attractive and thus led to potential employees who seek better conditions elsewhere (Roelen-Blasberg, 2024). With the help of economic factors, inflation and rising living costs have further led to low-paying jobs in the hospitality sector, which is less viable for the workers, thus inefficiently exaggerating the shortage. Moreover, there is a growing perception that the industry of hospitality further offers limited progression for a career and thus creates a poor work-life balance (Marufu et al. 2021). 
[bookmark: _Toc178776325]The role played by employees in service delivery.
Employees play a critical role in the service delivery in the hospitality industry in the UK and, thus, significantly impacting productivity and performance efficiently. Chang and Busser (2020) stated that service quality, customer interaction, and operational efficiency are some of the factors that affect an ideal manner. Customer interaction in such a manner allows the employees to provide personalised service, which further helps to improve customer loyalty and satisfaction, and this visits for positive word-of-mouth referrals effectively and efficiently. Operational efficiency in such a manner as the employees help to contribute to the cooperation, affecting performance in accomplishing tasks effectively and efficiently (King et al. 2021). 
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[bookmark: _Toc178769092]Figure 3: Role played by employees in service delivery, UK
(Source: Consultancy. UK, 2024)
The quality of the service being delivered by the employees directly affects the overall experience of guests, and thus, with the help of motivated and well-trained staff (Consultancy. uk, 2024). They can further provide the service of high quality consistently, and this is critical for maintaining the industry reputation and thus attracting more and more new customers in an ideal manner. In addition to this, effective teamwork among the employees helps to ensure that all aspects of service delivery are coordinated well (Randell, 2021). 

[bookmark: _Toc178776326]Theories of staff retention
Several theories help to explain why employees stay with or leave the business. Job Embeddedness Theory and Herzberg’s Two-Factor are the theories for employee retention. Job Embeddedness Theory is the theory that focuses on employees' connections with the community and job. The employee retention benefits can be seen when the employees feel motivated and thus connect to the professional and social space within the business and thus show less tendency (Chang and Busser, 2020). The theory further postulates that employees feel embedded in communities that they belong to and thus will continue as valuable members of the business. Thus, the strategies for employee retention focus on improving parameters and thus maintaining the sense of embeddedness in the employees (Hwang et al. 2021). Herzberg’s two factors of motivation are used to postulate that two different sets of factors are responsible for employee satisfaction and employee motivation in an efficient manner.
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[bookmark: _Toc178769093]Figure 4: Herzberg’s Two-factor Theory
(Source: Geeks for Geeks, 2024)
Thus, the motivation factors help the employees to work harder in an efficient manner (Geeks for Geeks, 2024). This further consists of the opportunities for personal growth, promotion opportunities, recognition and achievements effectively and efficiently. The retention strategies would further help in taking care of both these sets of factors because the employees are talented and thus receive the recognition that they deserve and are rewarded for the efforts they have made. Thus, the positive relationship with the management, as further linked with the leadership style, is set to be an important factor of business. 

[bookmark: _Toc178776327]Research gap
In previous studies, limited information is presented regarding the issue of staff shortage among the businesses of the hospitality sector. Studies have also not presented details regarding the reasons behind the increase in the issue of staff retention in hotel businesses, which has created a knowledge gap. In other words, it can be said that studies conducted have not covered details on particular causes of staff shortages and how they affect service delivery and overall organisational performance. It means limited details are present on how staff retention and satisfaction plans may assist in dealing with the issue. In this study, by examining the link between employee shortages and service delivery, the researcher has tried to address the knowledge gap and offer insights that can help improve initiatives to support the hospitality industry.


[bookmark: _Toc178776328]Methods
Research philosophy is necessary to explain the researcher's perception during data collection from society (Veal, 2006). There are two main types of philosophies – interpretivism and positivism (Collis and Hussey, 2014). However, in the current research, interpretivism research philosophy is implemented. It is beneficial because the subjective way of collecting and understanding the data is conducted here. Along with the interpretivism philosophy, the inductive approach has been integrated. It helps identify the link and pattern between the research objectives and the research aim to present detailed findings and conclusions (Cottrell, 2014). The inductive approach is the most beneficial and effective method for analysing the subjective data gathered through interpretivism philosophy (Pandey and Pandey, 2021). 
Apart from this, a case study research strategy is used here to present the data from an organisational perspective in the study. The 'case study' was chosen in the current research report, where a particular case of Rossington Hall was studied in detail. Using this research strategy, the impact of staff shortage on service delivery within the concerned hotel is analysed in-depth, and several recommendations are made based on the research. The major benefit of the chosen research strategy is that actual and realistic information from an organisation is integrated into the research (Saunders et al. 2012). Other than this, case study methodology also helps critically understand the research problem within a particular industry (Bryman, 2008). 
However, the limitation of this methodology is that the research agenda and scope become limited to a particular company and industry only. It does not consider the factors impacting the research problem in other sectors. Besides this, lack of generalisation is also a limitation of the case study methodology. It affects the qualitative aspects of the research study. It reduces the generalisation of the research aim and objectives in the business (Yin, 2003). However, the integration of this method has helped the researcher understand the impact of staff shortage on the performance of the chosen hotel organisations. This has integrated the perspective of Rossington Hall only in the research problem.
Secondary sources are also used to gather the data and information about the research problem. Primary and secondary sources are available to gather the data related to the research problem. Primary data is used to gather first-hand information in the study. In contrast, secondary data is used to gather already researched data (Marshall, 2015). Secondary sources are used in the current research, and various online sites, journals, articles, books, and research papers are used to gather the relevant data. The qualitative research analysis technique is also used to interpret the gathered data and generate relevant conclusions. This technique uses graphs, charts, and figures for critical analysis and discussion (Diamantopoulos and Schlegelmilch, 2002).
Finally, the ethical guidelines are considered in the current research study. All the data is gathered through reliable and copyright-protected sources only. Also, data protection and confidentiality are ensured by storing the data on a password-protected device only by the researcher. This has ensured that the data is presented as it is without any manipulation and bias (Cottrel, 2014). It has improved the reliability and validity of the research study.


[bookmark: _Toc178776329]Case Study Discussion
[bookmark: _Toc178700593][bookmark: _Toc178776330]Business overview and background
The hospitality industry is fast-developing and high-revenue-earning in the current times all around the world (Verawati et al., 2023). Numerous hotel chains and resorts are being set up in varied destinations around the world to provide different types of hospitality services to customers (Baum and Hai, 2020). Rossington Hall is a UK hotel brand that is owned by Michelle Gee and Gary (Rossington Hall, 2024). The hotel is a highly luxurious one in the UK, which has led to its high popularity among high-end customers and visitors. There are various purposes and occasions for which the hotel destination, i.e. Rossington Hall, is booked by customers, among which the highly popular purposes include wedding venues, fine dining events, tourist stays, leisure retreats, etc. Hotels are extremely challenging to manage on a day-to-day basis (Grigoryan, 2024). In this management, there are issues and challenges currently being faced by Rossington Hall that can severely influence the revenue and turnover of the company if not tackled in strategic forms. 
The hotel is situated over a vast land of 250 acres and has 21 fully furnished and luxurious rooms for their customers to stay with the brand (Rossington Hall, 2024). There are various leisure facilities as well, which the hotel provides and extends to their customers, such as Spas, pools, hot tubs, restaurants, etc. (Liu-Lastreset. al 2023). The quality of the services provided at Rossington Hall is extremely high, where each and every aspect of customer needs is looked upon by the hotel. The hotel currently has a turnover of more than £3 million from the sole location that it has been established in, i.e. South Yorkshire (Rossington Hall, 2024). The hotel is located away from the urban settings, which makes it a highly desirable location for people who wish to enjoy the countryside and nature to escape the urban life and atmosphere. In terms of the demand for the hotel, it experiences a seasonal demand in which there is a high flow of customers into the hotel during wedding seasons, festivals, events, holidays, etc. Highly skilled individuals are required to be employed in the hotel to manage all the hotel operations (Heimerlet. Al, 2020). As the company is currently facing staffing shortages, the overall quality of service provided at the hotel can be highly hampered by this issue. 
[image: ]
[bookmark: _Toc178769094]Figure 5: Location of Rossington Hall
(Source: Rossington Hall, 2024)
Staffing at Rossington Hall
The most prominent and challenging issue prevailing in the hotel is the issue of staff shortage. Staff shortage can be understood as a condition in which there is a scarcity of the actual amount of staff required in an organisation due to any given circumstances (Johnson, 2020). The rapid changes and fluctuations happening in the business environments are due to a variety of factors, such as Brexit, the coronavirus pandemic outbreak, economic depression, etc. (Grigoryan, 2024). Due to such changes impacting the labour markets, Rossington Hall is also facing a severe problem in filling up the staff positions in the hotel for sustained performance in the hospitality markets. Additionally, the customer needs and expectations from this sector have also been advancing with time, further aggravating difficulties for Rossington Hall. As a result of such issues, the current staff employed in the hotel is being provided with a lot of work, leading to high pressure and workload on them (Lorneet. Al, 2022). A higher employee turnover is also being experienced in the hotel as a result of the staffing shortages, which makes it essential for the hotel to make a conscious effort to tackle and address this issue prevailing in the hotel.

[bookmark: _Toc178700594][bookmark: _Toc178776331]SWOT analysis
SWOT analysis is a strategic and powerful tool that helps in the effective analysis of the internal and external environmental factors of business organisations for a comprehensive study of the organisations (Xue et al. 2021). 
Strengths: Strengths refer to the strong points or the major attracting points in an organisation. 
Venue: Rossington Hall's venue or location has various historical sentiments attached to it, which makes it a major strength of the hotel (Rossington Hall, 2024). This attracts customers to the hotel.
Goodwill: Goodwill refers to the assets comprised by business organisations that are attached to a positive image of the company in the customer markets (Xueet et Al. 2021). Rossington Hall has strong goodwill among its customer base because it offers the most luxurious and high-quality services to the customers visiting the hotel. 
Weaknesses: Weaknesses are defined as elements related to an organisation that need to be improved as they can cause issues in the organisation (Benzaghta et al. 2021). 
Understaffing: The hotel is currently understaffed, which is a major weakness that affects and impacts the various other operations managed in the Hotel. 
Rapid turnover of employees: Employee turnover refers to the count of employees leaving their jobs in an organisation in a specific amount of time (Davahli et al., 2020). The high work pressure and workload are leading to an increase in the employee turnover rates at Rossington Hall, which is an identified weakness in the hotel.
Opportunities: Elements related to the business organisation that can help the organisation grow in terms of performance or any other form can be termed opportunities (Chervoni-Knapp, 2022). 
Collaborations: Collaborations can be looked upon as a major opportunity for Rossington Hall to collaborate with various authorities and institutes like schools, colleges, etc. (Rossington Hall, 2024). The staff requirements of the hotel can be easily fulfilled by finding the right personnel for the jobs (Jeffrey and Sposato, 2023). 
Improving employee experience: Another opportunity for Rossington Hall is to improve the employee experience at the hotel by providing various benefits to them and working on providing them with a supportive climate in the hotel. 
Threats: Threats are those elements of organisations that can ember fear and pressure on the organisations and their overall performance (Wenet. al 2020). 
Competitive organisations: The high competition in the hospitality industry is a major threat to the hotel. This is because these organisations can recruit skilled staff in their hotels, which can alleviate the staffing issues in Rossington Hall. 
Economy: The economy is highly complex and fluctuating at the current time, which is also another threat to Rossington Hall. This is because, with this threat, the hotel’s economic performance can be degraded (Benzaghta et al. 2021). 

[bookmark: _Toc178700595][bookmark: _Toc178776332]PEST analysis
Pest analysis is a highly popular and high-potential analysis tool for analysing the influence of the external environment elements and factors on the operations and performance of business organisations (Liu-Lastres, 2023). For analysing Rossington Hall, it is important to look at the impacts of the external environment on the hotel. 
Political factors: the political environment elements, such as policies, political conditions, etc., are included in the political factors of the PEST analysis. The hotel has been highly impacted by the Brexit reforms as these reforms highly modified the labour markets. The labour restrictions have been highly negative for the hotel as they are a major factor contributing to the issue of staff shortages in Rossington Hall. 
Economic factors: The elements of the economic environment, such as tax rates, rules, regulations, economic conditions, etc., are comprised of economic factors (Verawati et al., 2023). The rise in inflation and in the cost of living in recent years has negatively impacted the overall operational costs of the hotel. Therefore, economic factors have put high pressure on the hotel to increase the wage rates of staff members in order to recruit talented and skilled employees. 
[image: UK economy grows at double forecast pace]
[bookmark: _Toc178769095]Figure 6: UK GDP
(Source: Financialtimes, 2024)
The above figure reflects that the UK GDP is improving, offering opportunities for Rossington Hall and it is allowing it to accomplish objectives in a significant manner. GDP in the year 2024 is around the monthly index of 105, which means the economic support is allowing businesses to have better opportunities in terms of performance. 
Social factors: Social factors include factors such as consumer expectations, social trends, perceptions, etc. Employee needs have advanced in the current times, which also include the need for better working conditions and proper wages for work roles in the hospitality sector (Puytet. Al, 2023). Such factors have also impacted Rossington Hall as the hotel needs to provide the right facilities to the employees in order to retain the employees for the long term in the hotel. 	
Technological factors: Technological factors of the environment include all those factors that are related to the technologies and developments occurring in the technological fields around the business organisations (Denscombe, 2010). In the context of technological factors, technology has played an optimistic role in making the hotel take advantage of various advancement opportunities through the integration of the latest and advanced technologies in their operations (Johnson, 2020). The hotel has highly utilised automation technologies in its day-to-day recurring operations to improve its operational efficiency and reduce the waste generation and possibility of operational errors. For instance, the company incorporated automation in its room booking and check-in practices. However, these factors also bring a high investment need for the hotel and can lead to high operation costs. 

[bookmark: _Toc178700596][bookmark: _Toc178776333]Competitor analysis (Price vs. quality)
Competitor analysis is a method of analysing and evaluating the operations and practices of an organisation's competitive brands in order to conclude the efficiency of the operations adopted by the organisation (Grbich2006). The major competitors of Rossington Hall in the luxury hospitality sector include Wortley Hall and Wentworth Woodhouse. A comparison can be made between two aspects, which are the price ranges and the quality of services offered by the hotels. 
Price: Price is a major factor that impacts and influences the choices and decisions of customers, specifically in the hospitality industry (Kaplanet. al 2020). Rossington Hall is a luxury sector hotel, and the price margins of the hotel are high-end and premium compared to other hotels. Wortley Hall has adopted a competitive pricing strategy in order to become an affordable hotel compared to Rossington Hall. According to Puytet. al (2023), competitive pricing attracts a wider range of hospitality sector customers due to the higher affordability of such hotels. Wortley Hall enjoys a similar advantage to Rossington Hall's limited range of customers. Moreover, Wentworth's pricing strategy is even higher than that of Rossington Hall, which makes it feasible for only a small portion of customers in the hospitality markets. (Wentworth, 2024) 
Quality: Quality largely shapes customer perceptions of hospitality sector organisations. Specifically, high-end customers highly prioritise quality over price (Feinberg and Wooton, 2020). High-quality services are offered by Rossington Hall to their customers in order to achieve a high customer experience. Innovation and personalisation are hence integrated by the hotel to improve their service quality (Ghani et al. 2022). However, due to the staff shortages, the quality of service at Rossington Hall has been declining. The same issue also prevails in Wentworth Woodhouse, but the hotel has tackled and effectively addressed the issue by integrating automation to reduce manpower requirements. In comparison to Rossington Hall, the quality of service provided at Wortley Hall is low, but the hotel does not face any staff shortages (Wortley Hall, 2024).  
[bookmark: _Toc178700597][bookmark: _Toc178776334]Netnography
Netnography can be referred to as a field of study in which online or digital data and information are analysed in order to get insights about customers online. From analysing Rossington Hall's online data, it can be evident that the hotel is highly popular because of its location, as it is highly scenic and has a historical element attached. The customers also indicated delayed service in the hotel in the hotel details. This reflects the issue of understaffing prevailing in the hotel. As per the views of Heimerl et al. (2020), when hospitality organisations do not have the required number of staff members, the time taken in their operations increases, leading to time delays. From the online portals, it is highlighted that the customer experience has been degrading regarding the hotel because of staff shortages at Rossington Hall. Additionally, the digital image and perception of the hotel are optimistic due to the major contributing factors such as high quality and delicious food, scenic views, luxurious feel and the overall hotel ambience. An optimistic image and goodwill of organisations on the online platform is highly essential for tackling market uncertainties in the hospitality industry (Cottrel, 2011). However, the company can further improve its digital presence by adopting effective digital marketing and communication techniques in its operations. 


[bookmark: _Toc178776335]Theme Exploration
[bookmark: _Toc178776336]Staff retention at Rossington Hall is crucial, and it is further influenced by numerous factors such as completion, working conditions, and career development opportunities.
Choy and Kamoche (2021) argued that staff retention in the company plays a crucial role in a productive and stable workforce. Several factors affect employee retention, including working conditions, compensation and career development opportunities in an efficient manner. Competition is said to be the primary factor, and thus, it affects staff retention and compensation. Offering beneficial salaries and their benefits is fundamental in order to retain and attract the top talent of the employees. 
Thus, the employees need to feel valued and heard for their efforts and, therefore, are rewarded adequately (Dhiman and Arora, 2020). This not only includes the base for the salary but also provides retirement plans, bonuses, health benefits and other financial incentives. With the help of transparent and fair compensation, structures can reduce turnover by ensuring that the employees feel heard and thus are fairly compensated for their work. Career development is another essential factor for efficiently raising the staff as the employees have more chances for staying and, therefore, can invest in professional growth. This consists of mentorship programs, opportunities for training and clear pathways for advancements. Providing employees with opportunities and tools in order to develop skills and thus advance the hospitality industry can further lead to high job satisfaction and loyalty. Thus, the business can further prioritise career development uses that further lower the turnover rates and thus make them stay long-term and be efficiently supported in the business. 
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[bookmark: _Toc178769096]Figure 7: Strategies for employee retention
(Source: Thakur, 2024)
Moreover, working conditions play a critical role in employee retention and satisfaction (Thakur, 2024). Creating the working conditions for working consists of a healthy and safe workplace, supporting the management team, and getting access to the necessary resources and tools. The employees have a higher chance of staying in the business, further prioritise well-being, and thus provide a conducive and comfortable work environment effectively and efficiently. This encompasses the balance of work and life, and this has become increasingly significant and efficient. Flexible working hours, policies and remote work options can further support personal time and thus significantly improve job satisfaction efficiently. 
With the help of positive business culture is fundamental for staff retention. The culture further promotes recognition, inclusivity, and employee engagement, which can create a sense of loyalty and belonging among its employees (Ehrlich et.al, 2020). Taking regular feedback, team building activities and recognition programs can help foster a positive culture in an efficient environment. Thus, the employees who feel like they are part of a cohesive team and are appreciated have more chances to remain with the business in its long-term relationship. 
Career development is another significant factor in raising staff, as the employees have a greater chance to stay when the business efficiently invites professional growth. Managers who are communicative, supportive and reliable can further significantly impact the satisfaction of the employee. The leadership that provides constructive feedback listens to employees and concerns and creates a positive environment to work efficiently.  
[bookmark: _Toc178776337]COVID-19, investment in training and economics are the factors affecting staff shortage in Rossington Hall’s
The staff shortage at Rossington Hall can be further attributed to several factors, including the impact of COVID-19, broader economic conditions, and investment in training and developing opportunities, all of which are affected positively. The COVID-19 pandemic has further affected the hospitality industry, consisting of establishments like Rossington Hall. The pandemic has further led to travel restrictions and widespread lockdowns, thus resulting in a significant reduction in customer demand. This has resulted in many companies temporarily closing or operating at a decreased capacity, which has led to furloughs and layoffs (Ghaniet. Al, 2022). Thus, the industry has begun in order to recover many former labourers who hesitate while returning to work due to job security. Moreover, the pandemic has accelerated the shift towards digital services and remote work, which has further changed the expectations of employee performance (Framptonet., al2020). Many workers who had left the hospitality sector during COVID-19 thus found the movements in the sectors to offer more flexibility and stability in the industry in an efficient manner. 
Economic contribution also plays a crucial role in the staffing challenges. The economic downturn, such as an individual, as triggered by academic COVID-19, has led to lower revenue for businesses and efficiently reduced consumer spending. The financial process further forces companies to make complex decisions, resulting in reducing staff members in an efficient manner (Housseinet. al 2020). Raising the living costs and inflation can further intensify the situation. Employees may demand increasing wages in order to keep up with the costs of living, but the companies are still struggling with decreased revenues, which may be unable to meet these demands in a negative manner. This can lead to a mismatch between wages offered and the expectations of potential employees, making it easier to retain and attract the staff in a positive manner. 
Khan et al. (2021) opposed investment in training is critical for managing a motivated and skilled workforce. However, during economic downturns, companies often cut back on budgets for training in order to reduce costs. This short-term saving can further lead to problems in the long term as the employees may feel underprepared and undervalued in order to handle the job role to the employees effectively. At Rossington Hall, the inefficient investment in terms of training can further result in high rates of turnover, and thus, the employee seeks opportunities that offer better prospects for development (King et al. 2021). Moreover, the lack of exercise can further affect the service quality and, therefore, lead to customer satisfaction, resulting in an efficient financial strain for the company. Addressing this process further requires a comprehensive approach that consists of development and training and, thus, adapting to the changing landscape of economics. By taking these steps, the chosen company can further build a motivated and resilient workforce and ensure better quality of service and sustainability in business in its long-term relationships in an efficient manner. 
[bookmark: _Toc178776338]Working conditions have been affected in Rossington Hall by low wages, long working hours, and zero-hours contracts.
The working conditions at Rossington Hall have been impacted significantly, and this is caused by the long working hours and low wages and thus has the prevalence of zero-hour contracts as these factors further contribute collectively to the precarious work environment for the employees (Nicola et al. 2020). Low wages are one of the primary issues at the chosen hotel, and low wages are offered to employees. Despite the demanding nature of work, many employees further receive compensation that barely meets minimum wage requirements. Low wages can further lead to financial instability for the workers, thus making it difficult for them to meet the basic expenses for living, such as food, healthcare, and housing, more efficiently. This financial strain can further affect the overall job and well-being satisfaction positively. 
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[bookmark: _Toc178769097]Figure 8: Working conditions, UK
(Source: Kennedy, 2024)
Zero-hours contracts are another substantial issue at Rossington Hall. As these contracts do not further agree with the minimum number of working hours and, thus, leave employees uncertain about tabloid income (Ntounis et al. 2022). Therefore, workers with zero contracts may further be called in order to work under a short period of notice or may find themselves without working for extended periods. This unpredictability makes it complex for the employees to plan their finances and lives. Thus, the lack of job security is further caused by zero household contacts, which also leads to stress and anxiety as the employees are constantly unsure about their status of employment and future prospects. 
The combination of long working hours, low wages and zero-hours contracts can further create a challenging environment for the employees (Osborne, 2020). Thus, mental and physical exhaustion, financial instability, and job security can significantly impact the overall well-being of the employees. Therefore, the employee may further experience an increase in the levels of stress, thus leading to health issues such as depression, anxiety and other serious related conditions. The lack of predictability and ability in the work life of the employees can further affect the quality of life and personal relationships in an inefficient manner. 
The situation at Rossington Hall is indicative of the broader issues within the several sectors of the labour market. The reality of zero hours cats and low wages can further reflect the trend towards flexibility for employers but is precarious for the practice of employment. These practices offer flexibility and efficiency to the employees (Wood, 2024). Addressing these issues requires an effort of concentration from employers, policymakers, and labour businesses in order to ensure resizable working hours, fair wages, and job security for all employees in an efficient manner. Addressing these issues is crucial in order to create a more sustainable and equitable work environment that first supports and values its employees in an efficient manner. 
0. [bookmark: _Toc178690454][bookmark: _Toc178776339]Service quality, customer interaction, and operational efficiency are some of the ways in which employees improve Rossington Hall’s performance and productivity.
According to Isenhour (2020), workers' productivity and performance significantly support the establishment's overall business achievements. Three areas of customer interaction, service quality and operational efficiency drive success. Customer interaction is an essential aspect of workers' performance at Rossington Hall. Workers engaged with guests in approachable and friendly manners, creating a welcoming atmosphere. Workers are influenced to develop rapport with clients, actively listen to their clients and address any issues (Adams et al., 2022). The interaction level increases the guest experience and endorses loyalty, as clients feel appreciated and valued. Service quality is essential at Rossington Hall, where visitors expect a high standard of hospitality. High-quality facilities foster client satisfaction, leading to positive reviews, and it improves the business reputation.
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[bookmark: _Toc178769098]Figure 9: Ways to handle guests in the hotel industry
(Source: AnkitKochar, 2022)
The above graph emphasises that employees respond quickly to attend to guest needs and resolve problems by 75%. Consistency across channels is another essential aspect of service quality, consist dependable facilities and delivery consistent by 55% in the hospitality industry (AnkitKochar, 2022). Knowledgeable staff and clear communication are also essential for providing better quality services to visitors and higher guest satisfaction. These attributes are the best way to handle customers and deliver better quality services. It represents that service quality is an essential factor of customer loyalty satisfaction and overall guest experiences, as well as improved operational performance.
Ali et al. (2021) argued that operational efficiency is vital in enhancing productivity and performance in the company. Workers are trained to streamline procedures, reduce waste, and confirm that resources are used effectively. It consists of managing time efficiently in maintaining precise communication and delivery of services with team members (Isenhour, 2020). By increasing operational efficiency, workers concentrate on providing high-quality facilities. By prioritising these areas, workers not only improve the visitor's experiences but also support the overall sustainability and success of the establishment. The workforce's commitment to these critical factors ultimately enhances client satisfaction and business growth.
0. [bookmark: _Toc178690455][bookmark: _Toc178776340]Job Embeddedness Theory and Herzberg’s Two-Factor are the theories for employee retention used by Rossington Hall’s
Shah et al. (2020) stated that worker retention is the main priority that significantly affects business performance and customer satisfaction. Job Embeddedness theory concentrates on the several factors that keep workers connected to their business jobs. Rossington Hall increases embeddedness by driving a robust sense of community and belonging between workers. Job Embeddedness theory includes developing a positive relationship between the workforces, giving opportunities for social interactions and promoting teamwork (Peltokorpi and Allen, 2024). The hospitality organisation provides development programs that permit workers to develop their skills and careers in the business. Rossington Hall also confirms that workers see a future with the business, thus enhancing retention rates.
Thant and Chang (2021) said that Herzberg’s two-factor theory can also be used for worker retention. It refers to motivational hygiene theory and consists of two elements: motivators and hygiene factors that help to encourage job satisfaction and worker retention. Motivators consist of responsibility, recognition, and development opportunities, which are essential in increasing workers' satisfaction. While hygiene factors include working situations, salary and business policies must be addressed appropriately to prevent dissatisfaction among staff. Rossington Hall confirms that a supportive work environment, rival compensation, and transparent policies are needed to meet this hygiene requirement (Siruri and Cheche, 2021). At hospitality, management identifies workers' contributions and gives meaningful work experiences that foster engagement and motivation. 
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[bookmark: _Toc178769099]Figure 10: Herzberg's Motivation Theory and Significance
(Source: Businessballs, 2024)
The above graph shows that motivators lead to job satisfaction and are associated with internal rewards such as advancement, achievement, and recognition (Businessballs, 2024). Hygiene factors consist of external aspects of the work situation that lead to dissatisfaction, such as salary and working conditions. It reflects that Rossington Hall must focus on increasing motivators to enhance overall morale and employee retention.


[bookmark: _Toc178776341]Conclusion and Recommendations
[bookmark: _Toc178776342]Conclusion 
It has been said that employee retention at Rossington Hall is one of the crucial aspects, and it is necessary to ensure operational efficiency. Along with this, it can be said that high standards of customer care are also necessary to be improved. Maintaining high-quality service delivery also needs personnel retention, which must be considered by the brand. Information in the study is presented according to objective one regarding the determination of the importance of staff retention within Rossington Hall, UK. Staff retention at Rossington Hall is significant, and if such aspects are not considered accurately, then it may impact the outcomes. Maintaining a stable workforce is also necessary because it will also assist the company in improving customer satisfaction. Also, staff retention is significant for the selected topic because it helps in building a positive organisational culture that promotes employee loyalty and commitment. Effective staff retention leads to increased production, which also boosts the performance of Rossington Hall.
Also, Objective two specifies the information presented in the research, and better learning has been presented regarding factors leading to staff shortage within Rossington Hall, UK. Several significant issues are present that are leading to staff shortages at Rossington Hall. Improper recruitment practices and the environment are the key aspects that need to be improved. Due to improper environmental aspects at the workplace, the hospitality business firm is facing issues. Also, competitive demand in the industry has created environmental concerns that are not easy to maintain, so further improvement in context to the same is necessary. Also, a staff retention issue is present for Rossington Hall because workers are looking for workplaces that are more flexible and provide stable employment options. It means cultural values are also necessary to be improved within Rossington Hall to deal with the issue of staff shortage. High turnover rates are also caused due to factors like inadequate pay, few opportunities for professional progression, and unpleasant working circumstances. 
Furthermore, three specific details are presented in the study and learning is presented about the role played by employees in service delivery within Rossington Hall’s performance and productivity. The performance and productivity of Rossington Hall are directly correlated with the role that staff members play in providing services. Workers represent the company as brand ambassadors, and their involvement directly impacts the experiences and satisfaction level of customers. Motivated and engaged employees work in a committed manner that fosters a healthy work environment. Also, teamwork aspects can be improved with coordinated work that is necessary to improve the service standards. Through the provision of training, development, and well-being opportunities, Rossington Hall may enable its personnel to provide outstanding customer service, thereby fostering customer loyalty and promoting repeat business. Currently, due to a lack of satisfaction and low morale among employees of Rossington Hall, the service standards are also being affected negatively. Low support is also offered to staff, which is affecting the overall performance of staff and it is impacting service delivery within Rossington Hall’s performance and productivity. Rossington Hall's current employee satisfaction rate seems poor because of aspects like low pay, few prospects for career progression, and difficult working conditions. 
[bookmark: _Toc178776343]Recommendations 
· It is recommended that Rossington Hall should look into improvement in the benefits and compensation packages. It can be said that employers may attract and retain employees by providing competitive pay and extensive perks like health insurance, retirement programs, and incentives. Along with this, training and other non-monetary benefits are necessary to be introduced. Conducting market research and bringing changes in the pay scale as per industry norms may assist the company in dealing with the issue of turnover rate. It may also assist in boosting the level of motivation and commitment, which is significant in terms of boosting performance. 
· It is suggested that the company should also look to establishing comprehensive training and career development programs for staff members. It will be necessary to design the programs to provide support to the professional development of staff. Also, specific personalised training programs can be arranged. This could involve training sessions, mentorship programs, and distinct career paths. Workshop concerning guest dealing, coordination, and teamwork can be arranged, and it may allow controlling issues of staff shortages and looking for better performance.


[bookmark: _Toc178776344]Reflective Account
I was placed in Rossington Hall, UK, where I worked very hard and used all my skills to learn new concepts, identify problems in hotel management and improve my professional development. From my placement experience, I found that Rossington Hall is facing problems like poor service delivery due to the staff shortage. I had to undertake multiple tasks because there were a limited number of employees in the hotel, and the overall management was very poor. This has impacted the customer service delivery of Rossington Hall and impacted overall efficiency and the customer experience in the business (Vo-Thanh et al. 2020). I found this major problem to be why the firm was not performing well in the market. The managers have introduced various methods and strategies to reduce this issue, but the problem is still there. I used all my existing skills to handle the work and multiple tasks in the company. I have utilised my communication skills to effectively interact with colleagues, customers and managers so that proper solutions to customers’ queries can be suggested. 
Similarly, I have used my problem-solving skills to analyse the situation and find appropriate alternatives. I found that due to staff shortage, delay in customer service delivery was the main issue. For example, room service was delayed due to the limited cleaning staff (Simanjuntak et al. 2021). I identified this issue and suggested preparing a schedule, allocating the cleaning time to each present customer’s room, and providing this to the guests for their convenience. This has reduced customer complaints to some extent. During my placement, I also found some skills that I need to learn and improve as I lag in them, and it affected my overall performance. I found that I lacked emotional intelligence, leadership, adaptability, and team-building skills. Due to this, I couldn’t adjust to different colleagues and guests, nor could I work in a team.
During my placement, when I identified the main problem, I felt stressed and overworked. It is so because of the staff shortage that has increased my work pressure. I had to multitask at work, which increased work pressure and made me stressed. From the enhanced workloads and the demand to keep up service quality, I was concerned and tense about my performance and placement position. Managing several responsibilities or duties that often fall to different team members caused me to feel overburdened. Other than this, I was also angry sometimes at the circumstances and possibly at management for failing to foresee the shortage or to offer sufficient assistance to the existing staff. It further affected my performance and work quality in the company. 
I found that this bad thing happened due to the increased market competition and rivalry in the hospitality industry. During my placement, I researched the main reason behind the staff shortage and found that several hotels and hospitality firms are present in the market, which drives customer turnover in the business. This is because there is limited talent and experienced candidates in the labour market, and many firms want to hire them (Grigoryan, 2024). It has created the issue of staff shortage in Rossington Hall, UK, and I have to multitask. But the good thing that happened was that I came to learn about various tasks and activities within the hotel firm. Hotel management is not easy but complex as several services and products must be handled to ensure a positive and effective customer experience. I have also realised that my skills and knowledge are communication, problem-solving, and decision-making. On the other hand, I also learned about my weaknesses – poor team building, lack of emotional intelligence, leadership and adaptability qualities.
Communication skills are essential for interacting with others properly and presenting their thoughts and ideas effectively. It helps pass the essential message and ideas on to others to determine appropriate solutions (Fahmi and Ali, 2022). Apart from this, problem-solving skills are also necessary for hotel management to identify potential issues, gather relevant information, and present relevant solutions for better performance. It helps improve the overall professional experience and placement performance.
I can state that diverse issues are present that are affecting the overall efficiency of the firm during my placement at Rossington Hall. Key issues that business firms face are classified as staff shortages, management, and delayed customer service. During this experience, I witnessed that stress is also a concern for me, and I am not able to manage such a situation. However, I tried to use skills such as communication, problem-solving, and decision-making abilities to deal with issues. However, limited knowledge of customer service aspects and management principles did not allow me to perform activities properly. I learned that I also require improvement in emotional intelligence, leadership, flexibility, and teamwork. My understanding concerning hotel administration has been enhanced by this experience but there is a need to consider continuous professional development.
	Skill
	Action plan
	Timeline

	Emotional intelligence 
	I will look for improving e self-awareness, empathy, and active listening through participating in seminars 
	1-2 months

	Leadership
	I will attend leadership workshops and seek mentorship in order to improve skills
	2-3 months

	Stress Management
	Learn on case studies, consider techniques and prioritize tasks to balance work and control level of stress 
	1-2 months

	Flexibility
	Focus on training and online learning to adopt change and bring flexibility
	1-2 months

	Teamwork
	I can consider the collaborative projects in order to boost the skills and learn on aspects that are necessary for team work
	1-3 months


It can be said that the key purpose of the action plan will be to improve abilities that are classified as emotional intelligence, teamwork, stress management, leadership, and flexibility. I will look for improvement in self-awareness, empathy, and active listening to ensure emotional intelligence and boost my knowledge regarding interpersonal relationships. I can develop these skills by taking part in seminars and workshops. Also, taking part in mentorship and leadership development programs is significant and can assist in boosting morale and help in dealing with stress. Also, focusing on flexibility will help me get ready for change. Moreover, learning stress management skills will help me balance tasks and maintain my well-being. My ability to work in a team will improve with collaborative projects, which will promote cooperation and communication. 
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