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[bookmark: _Toc213358346]Abstract 
Staff shortages have emerged as one of the most pressing challenges facing the hospitality industry, particularly in post-Brexit and post-pandemic London. This research explores the impact of labour shortages on service quality and employee wellbeing at Moxy London Stratford, a lifestyle hotel operated by Marriott under HotelCo51 management. The study aims to understand how reduced staffing levels influence operational efficiency, guest satisfaction, and employee morale, while identifying strategies that can enhance recruitment, retention, and wellbeing within the brand’s distinctive culture. Using a qualitative case study approach, data were collected through semi-structured interviews with eight employees across multiple departments. Findings reveal that chronic understaffing increases workload pressure, emotional exhaustion, and service inconsistencies, negatively affecting both guest experience and staff morale. However, strong team cohesion and leadership support mitigate some effects. The study recommends that Moxy London Stratford adopt flexible scheduling, improved communication, and enhanced wellbeing programmes to retain employees and sustain service quality. The research contributes to a growing body of literature on workforce sustainability in hospitality, providing practical insights for hotel managers seeking to balance operational demands with employee welfare.














[bookmark: _Toc213358347]Chapter 1 – Introduction
Staff shortages have become an increasingly critical challenge within the hospitality sector, affecting service quality, employee wellbeing, and overall operational efficiency. The fast-paced nature of hotel operations, coupled with high guest expectations, means that any reduction in workforce capacity can have immediate and tangible consequences for both employees and management. This research focuses on Moxy London Stratford, a lifestyle hotel within the Marriott International portfolio, which has experienced recurrent staffing pressures over recent years, particularly in its frontline departments such as reception, housekeeping, and food and beverage services. The choice of this site as the case study is deliberate, as it allows for an in-depth examination of staffing issues within a dynamic, urban, and highly competitive hotel environment, reflecting the broader trends faced by mid-scale lifestyle hotels in the UK and internationally.
The primary aim of this research is to explore the impact of staff shortages on both service quality and employee wellbeing at Moxy London Stratford. In doing so, the study seeks to identify the underlying causes of staffing gaps, understand how employees perceive and respond to increased workload pressures, and evaluate the strategies implemented by management to mitigate these effects. The research also investigates the potential long-term implications of workforce instability, including employee turnover, guest satisfaction, and operational efficiency, thereby contributing to a holistic understanding of the issue. Recent reports indicate that the UK hospitality sector suffers from one of the highest turnover rates among service industries, with some estimates suggesting that annual staff turnover can exceed 30% in urban hotels, particularly within lifestyle and boutique segments (UKHospitality, 2023). Such high turnover intensifies operational challenges and highlights the need for targeted workforce strategies.
The objectives of the research are fourfold: first, to analyse the factors contributing to staff shortages, including recruitment challenges, retention issues, and external labour market pressures; second, to assess the impact of these shortages on service delivery, guest satisfaction, and operational performance; third, to examine the effects of staff shortages on employee wellbeing, including stress, burnout, and morale; and fourth, to develop evidence-based recommendations for improving workforce stability, operational efficiency, and employee satisfaction. By achieving these objectives, the research aims to provide actionable insights for hotel management, as well as contribute to the academic literature on human resource management in the hospitality industry. Additionally, it seeks to contextualise staff shortages within broader societal and economic trends, such as urban housing costs, post-Brexit labour market shifts, and the evolving expectations of millennial and Gen Z employees in the hospitality workforce.
Moxy London Stratford, situated in East London near key transport hubs and local attractions, represents a typical urban lifestyle hotel that caters to both business and leisure travellers. The brand emphasises energetic, social, and personalised service, which requires staff to maintain a high level of engagement and adaptability. Consequently, even minor staffing deficiencies can significantly disrupt service quality and employee performance. This context underscores the relevance and urgency of the research, as it explores practical challenges faced by contemporary hospitality operations while highlighting broader implications for the workforce and guest experience. The urban location also exposes the hotel to higher living costs and intense competition for skilled staff, further exacerbating workforce challenges (Holmes, 2022).
The study adopts a qualitative case study approach, leveraging the researcher’s placement experience at Moxy London Stratford. Semi-structured interviews with eight employees across various departments form the primary data source, providing rich, first-hand insights into the effects of staff shortages. This methodological choice ensures that the study captures nuanced perspectives from both frontline staff and management, allowing for a comprehensive understanding of the issue within its operational context. In addition, document analysis of HR records, scheduling systems, and internal communications supplements the interviews, providing a robust triangulation of data sources.
In conclusion, this research addresses an issue of significant operational and human importance within the hospitality sector. By examining the experiences of employees at Moxy London Stratford, the study aims to highlight the real-world consequences of staff shortages, evaluate existing management strategies, and propose practical, evidence-based solutions. In doing so, it contributes both to the academic discourse on human resource management in hotels and to the operational improvement of a prominent lifestyle hotel brand. Given the rising prominence of lifestyle hotels and the increasing emphasis on guest experience, findings from this study have relevance beyond a single site, offering insights for hotel operators, HR practitioners, and policymakers seeking to improve workforce resilience and service quality.











[bookmark: _Toc213358348]Chapter 2 – Literature Review
The hospitality industry is widely recognised for its reliance on a flexible, service-oriented workforce, yet it faces persistent challenges related to staffing, retention, and employee wellbeing (Baum, 2018; Solnet, Kralj & Baum, 2021). Staff shortages, in particular, have become a prominent issue globally, with implications for service quality, guest satisfaction, operational efficiency, and employee mental health (Yilmaz, Kizildag & Demir, 2021). Research indicates that high turnover and difficulty in attracting qualified staff are influenced by factors such as seasonal labour demand, the nature of service work, low pay, and limited career progression opportunities (Baum et al., 2020; CIPD, 2023). Understanding these dynamics is essential for evaluating their impact within the context of Moxy London Stratford.

[bookmark: _Toc213358349]2.1 Causes of Staff Shortages
A combination of internal and external factors contributes to labour shortages in hospitality. Externally, the UK hospitality sector has faced increased competition for skilled employees due to broader economic pressures, migration restrictions post-Brexit, and alternative employment opportunities in other service industries (Holmes, 2022; UKHospitality, 2023). Internally, hotels often struggle with recruitment and retention due to low wages, irregular hours, high job demands, and limited career development opportunities (Deery & Jago, 2015; Robinson & Kralj, 2019). These challenges are exacerbated in urban, high-demand locations such as East London, where rising living costs can further reduce the attractiveness of hospitality roles (ILO, 2022).
Empirical studies emphasise that lifestyle and boutique hotels, such as Moxy, face additional pressures due to brand expectations around personalised service, social interaction, and staff flexibility (King & So, 2020; Moxy Hotels, 2024). In this context, even minor shortages can disrupt operations, as frontline staff are required to multitask, maintain high service standards, and respond to unpredictable guest needs (Yin, 2018).

[bookmark: _Toc213358350]2.2 Implications for Service Quality
Service quality in hospitality is closely linked to staff availability, competence, and engagement. Research by Parasuraman, Zeithaml and Berry (1988) highlights that inadequate staffing can compromise responsiveness, reliability, and overall guest satisfaction. Similarly, O’Neill and Davis (2019) found that hotels experiencing labour shortages often report increased service errors, slower check-in/check-out processes, and decreased attention to detail in rooms and public areas. These outcomes are particularly relevant to Moxy London Stratford, where brand differentiation relies on energetic, high-engagement service and social spaces such as bars and communal lounges.
Guest experience is also affected by employee burnout and stress. Studies demonstrate that staff working under increased workload pressures are more likely to exhibit reduced attentiveness, irritability, and inconsistent service behaviour (Karatepe & Uludag, 2017; Goh & Okumus, 2020). Such behaviours not only undermine guest satisfaction but can create a cycle where poor service further demotivates staff, potentially increasing turnover rates (Allen, Bryant & Vardaman, 2018).

[bookmark: _Toc213358351]2.3 Employee Wellbeing and Mental Health
Employee wellbeing is a critical consideration in the context of staff shortages. Baum (2018) emphasises that hospitality work is physically and emotionally demanding, and the effects of high workload, irregular hours, and staffing gaps can manifest in stress, fatigue, anxiety, and burnout. Bakker and Demerouti’s (2007) Job Demands–Resources model highlights that increased demands coupled with insufficient support lead to negative outcomes such as emotional exhaustion and decreased job performance.
Recent studies in the UK hospitality sector reinforce these findings. Yilmaz, Kizildag and Demir (2021) report that staff experiencing chronic labour shortages are more likely to take sickness leave or consider leaving the sector entirely. Similarly, Solnet, Kralj and Baum (2021) emphasise the importance of mental health support, flexible scheduling, and effective communication to mitigate the negative impacts of staffing pressures. At Moxy London Stratford, employee interviews indicated that staff shortages are associated with stress and anxiety, particularly when employees feel they are responsible for covering multiple roles or correcting service lapses caused by absent colleagues.

[bookmark: _Toc213358352]2.4 Retention and Recruitment Strategies
Retention and recruitment are central to addressing staff shortages. Research indicates that high-quality induction, ongoing training, recognition schemes, and career progression pathways are critical to retaining talent in hospitality (Macky & Boxall, 2019; Lucas & Deery, 2018). Flexible contracts, employee wellness initiatives, and supportive management practices can also reduce turnover and improve job satisfaction (Kelliher & Anderson, 2019; Kim, 2021).
In the context of Moxy London Stratford, management has implemented a variety of measures, including casual contracts, internal promotions, and training programs. These practices align with contemporary HRM research emphasizing the role of organisational support in mitigating turnover intentions (Pfeffer, 2018; Giousmpasoglou, Marinakou & Paliktzoglou, 2019). However, employee feedback indicates that these strategies are not always sufficient to compensate for recurrent staffing gaps, highlighting the importance of continuous monitoring and adaptation of workforce policies.
[bookmark: _Toc213358353]2.5 Operational and Organisational Impacts
Labour shortages impact not only employee wellbeing but also operational efficiency. According to Joppe (2019), inadequate staffing can lead to increased errors, slower service, and reduced profitability. Worsfold et al. (2021) note that excessive workloads increase the likelihood of workplace accidents, absenteeism, and strained team relationships. Within lifestyle hotels, where experiential service is core to brand identity, such inefficiencies can compromise customer loyalty and brand reputation (King & So, 2020).
Additionally, organisational culture and communication play a pivotal role in mitigating the negative effects of staff shortages. Studies highlight that clear procedures, supportive leadership, and effective team coordination can buffer employees from stress and reduce service failures (Henderson, 2017; Lundberg, 2021). Moxy London Stratford staff reported that when communication channels are clear and management support is visible, employees are better able to cope with high demand periods, even during peak occupancy or major events.

[bookmark: _Toc213358354]2.6 Gaps in Current Research
While significant research exists on workforce shortages and employee wellbeing, gaps remain regarding the specific experiences of lifestyle hotel employees in urban UK settings. Most studies have focused on large-scale resorts, global chains, or seasonal labour, leaving a limited understanding of how mid-scale urban hotels like Moxy London Stratford manage staffing pressures while maintaining brand-specific service standards (Baum et al., 2020; Solnet, Kralj & Baum, 2021). Additionally, few studies integrate qualitative employee perspectives with operational data to provide a holistic picture of workforce challenges, highlighting the value of case study research that combines both perspectives (Yin, 2018; Creswell & Poth, 2018).

[bookmark: _Toc213358355]2.7 Summary
The literature consistently emphasises that staff shortages negatively affect service quality, employee wellbeing, and organisational efficiency. Key contributing factors include high labour demand, recruitment difficulties, low pay, and limited career development opportunities, compounded by urban living costs and sector-specific challenges (Holmes, 2022; Yilmaz, Kizildag & Demir, 2021). Addressing these challenges requires a multifaceted approach encompassing recruitment and retention strategies, employee support initiatives, clear communication, and operational flexibility. This literature review establishes a robust framework for analysing the experiences of staff at Moxy London Stratford, informing the research methodology and interpretation of findings in subsequent chapters.


[bookmark: _Toc213358356]Chapter 3 – Methods
This research adopts a qualitative case study methodology to explore staff shortages and their impact on employee wellbeing and service quality at Moxy London Stratford. A case study approach is particularly suited for this project because it allows for an in-depth investigation of complex phenomena within their real-life context (Yin, 2018). The placement experience at Moxy London Stratford provides unique access to both operational procedures and employee perspectives, enabling a comprehensive understanding of the interplay between workforce capacity, service delivery, and staff wellbeing.

[bookmark: _Toc213358357]3.1 Research Design
The study uses a single-site case study design, focusing exclusively on Moxy London Stratford. This allows for a detailed analysis of the specific challenges faced by the hotel, while also enabling insights that may be transferable to other urban lifestyle hotels facing similar staffing pressures (Creswell & Poth, 2018). A qualitative approach was chosen because it captures the nuanced experiences, perceptions, and attitudes of employees, which are not easily quantifiable. This approach is consistent with contemporary hospitality research that emphasises the value of employee perspectives in understanding organisational challenges (Solnet, Kralj & Baum, 2021; Kim, 2021).

[bookmark: _Toc213358358]3.2 Participants
A total of eight employees were purposively selected for semi-structured interviews. Participants included a cross-section of roles to capture diverse perspectives: two receptionists, two housekeeping staff, one crew leader, one F&B team member, and two managerial staff. This sampling strategy ensures that the research reflects experiences across frontline and supervisory levels, which is critical for understanding the operational and human resource implications of staff shortages (Baum, 2018; Giousmpasoglou, Marinakou & Paliktzoglou, 2019).

[bookmark: _Toc213358359]3.3 Data Collection
Semi-structured interviews were the primary method of data collection. This approach allows participants to express their experiences in their own words, while also providing sufficient structure to ensure relevant themes are addressed (Bryman, 2016). Interviews were conducted in private locations within the hotel to ensure confidentiality and lasted between 30–45 minutes. Interview questions focused on the causes of staffing gaps, perceived impacts on workload, wellbeing, service quality, and employee morale, as well as suggestions for improving workforce management.
Supplementary data was collected through document analysis, including internal HR records, schedules, and staff communications, to corroborate employee reports and provide operational context. This triangulation of data sources enhances the credibility and reliability of findings (Saunders, Lewis & Thornhill, 2019).

[bookmark: _Toc213358360]3.4 Ethical Considerations
Ethical approval was obtained from the university prior to data collection. All participants were provided with an information sheet explaining the purpose of the research, their right to withdraw at any time, and how data would be stored and reported confidentially (BERA, 2018). Informed consent was obtained in writing before each interview. All data were anonymised to protect participants’ identities, and any sensitive information was handled according to the ethical standards of the institution and hospitality industry best practice (WHO, 2022).

[bookmark: _Toc213358361]3.5 Data Analysis
Interviews were transcribed verbatim and analysed using thematic analysis (Braun & Clarke, 2006). This method enables the identification, analysis, and reporting of patterns within qualitative data, providing insight into recurring themes related to staff shortages, workload pressures, and employee wellbeing. Themes were organised into categories such as causes of shortages, operational impacts, emotional responses, and management strategies. Document analysis supplemented the thematic findings, ensuring consistency and triangulation of evidence.

[bookmark: _Toc213358362]3.6 Justification of Methodology
A qualitative case study is particularly appropriate for this research because it prioritises the lived experiences of employees, offering insights that purely quantitative approaches may overlook (Creswell & Poth, 2018). The combination of interviews and document analysis ensures a holistic understanding of the operational and human resource challenges at Moxy London Stratford. This methodological approach is both feasible and proportionate, given the scope of the placement and access to staff and internal documentation.

[bookmark: _Toc213358363]3.7 Limitations
The main limitation of the study is that it is confined to a single hotel site, which may limit the generalisability of findings. However, by providing rich, contextualised data, the study offers valuable insights for similar urban lifestyle hotels facing comparable workforce challenges. Additionally, participant self-reporting may introduce bias, though triangulation with operational records helps mitigate this risk.
[bookmark: _Toc213358364]Chapter 4 – Findings
This chapter presents the results of the research conducted at Moxy London Stratford, focusing on the experiences and perceptions of eight employees regarding staff shortages, workload, service quality, and employee wellbeing. The findings are organised around the core themes identified in the interviews causes of staff shortages, operational impacts, employee stress and wellbeing, communication and management practices, and potential solutions as suggested by staff.

[bookmark: _Toc213358365]4.1 Causes of Staff Shortages
Interviews revealed a combination of internal and external factors contributing to staffing gaps. Externally, participants frequently cited high turnover within the hospitality sector, recruitment difficulties, and competition from other industries as major contributors. One housekeeping team member explained:
"People leave because the hours are irregular, and the pay isn’t great for the work we do. A lot of my colleagues have moved to retail or offices because it’s more predictable."
Internal factors included illness, staff resignations, and insufficient pool of casual or part-time employees to cover shifts. Several respondents noted that scheduling conflicts often exacerbate the issue:
"Sometimes someone calls in sick, and there’s no one available to cover. We all have to work extra, which adds stress." – Reception staff member
Management practices were also highlighted as a factor. While efforts were made to recruit and retain staff, employees felt that communication regarding shift coverage and reporting absences could be clearer. This aligns with literature emphasising that poor workforce planning and unclear communication contribute significantly to operational strain (Baum, 2018; Solnet, Kralj & Baum, 2021).

[bookmark: _Toc213358366]4.2 Operational Impacts
Staff shortages directly affected operational efficiency. Across departments, employees reported increased workloads, multitasking, and, in some cases, delays in service delivery. In the food and beverage team, one crew member noted:
"On busy nights, if someone doesn’t turn up, we have to cover two stations. It’s hard to maintain quality when we’re stretched."
Reception staff echoed this sentiment, particularly during events or high occupancy periods. The Moxy Social event and weekend check-ins were cited as times when understaffing had tangible effects:
"When we have events, like the Moxy Social, it’s a struggle to keep the reception and bar running smoothly if people are off."
Housekeeping staff highlighted that rooms may not be cleaned to standard when coverage is insufficient, potentially affecting guest satisfaction:
"Sometimes we can’t finish all rooms on time, and guests notice. It’s frustrating because we want everything perfect, but there just aren’t enough hands."
These operational challenges are consistent with Parasuraman, Zeithaml and Berry’s (1988) service quality framework, which emphasises responsiveness, reliability, and attention to detail as key components of guest satisfaction. Shortages, therefore, directly undermine these service quality dimensions.

[bookmark: _Toc213358367]4.3 Employee Stress and Wellbeing
A significant finding was the impact of staff shortages on employee mental health and wellbeing. Participants described heightened stress levels, fatigue, and anxiety, particularly when covering multiple roles or working long shifts. One crew leader explained:
"When someone doesn’t show up and I have to cover, it feels overwhelming. You worry about guests, your colleagues, and the standards we need to maintain."
Several participants reported experiencing physical and emotional exhaustion, with one noting:
"I’ve been dealing with knee problems and stress at the same time. When the hotel is short-staffed, it just makes it worse."
Employees also highlighted the emotional toll of managing difficult guest interactions during staff shortages. For example, incidents with intoxicated guests, as described by some frontline staff, heightened anxiety and contributed to a sense of vulnerability. The Job Demands–Resources model (Bakker & Demerouti, 2007) provides a useful framework for understanding these findings: high job demands coupled with insufficient support increase the risk of burnout, reduced performance, and negative psychological outcomes.

[bookmark: _Toc213358368]4.4 Communication and Management Practices
The research highlighted communication and management practices as critical in mitigating the effects of staff shortages. While most staff reported that management, including the general manager, provided guidance and support, inconsistencies in communication were noted as a source of stress. Some employees described uncertainty regarding whom to contact when unable to attend a shift or how to escalate operational issues:
"Sometimes you call, but no one answers, and it’s not clear who is in charge at that moment." – F&B staff member
Management practices such as offering flexible contracts, casual arrangements, and clear reporting procedures were positively received. Staff acknowledged that supportive management could alleviate stress, even during peak periods:
"I feel better when the GM is approachable and listens to our concerns. It helps us cope when we’re short-staffed."
However, some employees expressed reluctance to fully engage with reporting systems, highlighting a need for more structured training and reinforcement of procedures. This aligns with Henderson (2017), who notes that clear communication channels and supportive leadership buffer employees from operational stress.

[bookmark: _Toc213358369]4.5 Impact on Guest Experience
Staff shortages also affected the guest experience, particularly in high-demand periods. Participants reported delays in check-in/check-out processes, slower service in bars and restaurants, and occasional lapses in housekeeping standards. While no severe incidents were reported, employees felt that understaffing could negatively influence repeat bookings and brand reputation:
"Guests notice when things are slower or not as smooth. It doesn’t happen all the time, but it’s noticeable." – Receptionist
Interestingly, some staff highlighted that guest behaviour itself could compound stress: difficult guests increased workload and emotional strain, illustrating the complex interplay between staffing, service quality, and employee wellbeing.

[bookmark: _Toc213358370]4.6 Staff Suggestions for Improvement
Employees provided several suggestions to mitigate the effects of shortages. Common recommendations included:
· Improved scheduling and shift coverage planning
· Enhanced communication channels for absence reporting
· Access to mental health and wellbeing support, such as counselling or stress management resources
· Increased flexibility in contracts and work hours
· Enhanced training for managing difficult guests
These recommendations align with research emphasising organisational support as a key factor in reducing turnover, enhancing wellbeing, and maintaining service quality (Macky & Boxall, 2019; Kim, 2021).


[bookmark: _Toc213358371]4.7 Summary of Findings
The research indicates that staff shortages at Moxy London Stratford are influenced by a combination of external labour market pressures, internal scheduling challenges, and operational demands. Shortages have a direct impact on service quality, employee wellbeing, and operational efficiency. Supportive management practices, clear communication, and flexible arrangements help mitigate some of these negative effects. However, gaps remain, particularly in reporting procedures, staff training, and wellbeing support. These findings will be critically discussed in relation to existing literature in the following discussion section.

[bookmark: _Toc213358372]Chapter 4 – Discussion
The findings of this research provide significant insight into the causes, impacts, and potential mitigation strategies for staff shortages at Moxy London Stratford. This discussion critically examines these findings in relation to existing literature, contextualises them within the wider hospitality sector, and explores their implications for both operational performance and employee wellbeing.

[bookmark: _Toc213358373]4.1 Causes of Staff Shortages
The research highlighted both internal and external factors contributing to staff shortages. Externally, the UK hospitality sector faces challenges related to recruitment and retention due to labour market conditions, competition from other sectors, and post-Brexit immigration restrictions (Holmes, 2022; UKHospitality, 2023). This aligns with findings from Deery and Jago (2015), who note that high turnover and recruitment difficulties are prevalent across the hospitality sector, particularly in urban areas where living costs are high.
Internally, operational scheduling, staff illness, and unanticipated absences exacerbate the impact of staff shortages. The interviews indicated that some employees were unsure about correct absence reporting procedures, reflecting a gap in internal communication and training. Literature supports this observation, emphasising that unclear communication channels and lack of procedural knowledge increase operational inefficiencies (Henderson, 2017; Lucas & Deery, 2018).
These findings suggest that while external factors such as market competition are largely uncontrollable, internal management practices, particularly in scheduling, communication, and employee engagement, play a critical role in mediating the effects of staff shortages. Addressing these areas represents an immediate and practical opportunity for improvement.



[bookmark: _Toc213358374]4.2 Operational Implications
The research demonstrates that staff shortages have tangible operational impacts, including increased workload for remaining staff, delayed service, and compromised service quality. These findings align with Parasuraman, Zeithaml and Berry (1988), who emphasise that service quality dimensions such as reliability, responsiveness, and empathy are highly dependent on adequate staffing.
In particular, events such as the Moxy Social or high occupancy weekends amplify operational pressures. Employees reported the need to multitask across roles, which not only increases stress but also raises the likelihood of errors. O’Neill and Davis (2019) similarly argue that understaffing in high-demand periods compromises guest experience and operational efficiency. These observations suggest that even short-term gaps in staffing can have immediate and visible consequences for service delivery.
Moreover, housekeeping and F&B staff highlighted that incomplete or delayed service tasks could lead to guest dissatisfaction. Such operational lapses, if recurrent, may negatively influence customer loyalty and brand reputation. King and So (2020) emphasise that lifestyle hotel brands rely heavily on experiential service and personalised interactions, which are compromised when staff are overextended. Therefore, managing staffing levels is not merely an HR concern but a strategic imperative for maintaining brand standards and competitive advantage.

[bookmark: _Toc213358375]4.3 Employee Wellbeing
Staff shortages have significant implications for employee wellbeing, which emerged as a central theme of this research. Participants reported stress, fatigue, anxiety, and burnout, particularly during periods of high demand or when covering multiple roles. These findings are consistent with Bakker and Demerouti’s (2007) Job Demands–Resources model, which argues that high demands paired with insufficient resources contribute to emotional exhaustion and decreased job performance.
The research highlights the interconnectedness of staff wellbeing and operational effectiveness. Employees experiencing stress or fatigue are less able to perform optimally, which further compounds service challenges. This aligns with Yilmaz, Kizildag and Demir (2021), who found that employee stress directly affects turnover intention, job satisfaction, and guest satisfaction. Therefore, addressing staff shortages is not only an operational necessity but also a wellbeing imperative, underscoring the dual impact of labour pressures on organisational outcomes and human resources.


[bookmark: _Toc213358376]4.4 Communication and Management Practices
The study revealed that communication and management practices significantly influence employees’ experiences during staff shortages. While most staff acknowledged that management support was available, inconsistencies in reporting procedures, unclear chains of responsibility, and uncertainty regarding absence protocols were sources of frustration. This finding resonates with Henderson (2017), who emphasises the importance of clear communication channels in reducing operational stress and maintaining morale.
Moxy London Stratford management had implemented strategies such as flexible casual contracts and proactive scheduling, which staff generally perceived positively. These measures align with contemporary HRM practices that highlight the importance of employee flexibility and organisational support in mitigating stress (Kelliher & Anderson, 2019; Macky & Boxall, 2019). However, some employees indicated reluctance or uncertainty regarding the use of these systems, suggesting the need for more comprehensive training, reinforcement, and monitoring to ensure effective implementation.

[bookmark: _Toc213358377]4.5 Impacts on Service Quality and Guest Experience
Staff shortages directly affect guest experience, particularly in high-demand contexts. Participants noted delays, reduced attention to detail, and occasional lapses in service. This supports the findings of O’Neill and Davis (2019) and Karatepe and Uludag (2017), who argue that workforce instability compromises reliability and responsiveness, negatively affecting customer satisfaction.
Additionally, incidents with difficult or intoxicated guests further stress staff and contribute to emotional exhaustion. Literature on emotional labour (Hochschild, 2012) suggests that such interactions are particularly challenging in understaffed environments, where employees have fewer resources and less managerial support to manage stress.
Interestingly, staff reported that supportive management and peer collaboration helped mitigate some of the negative impacts of shortages. This aligns with Giousmpasoglou, Marinakou and Paliktzoglou (2019), who highlight that organisational support, effective team dynamics, and clear leadership can buffer employees against the negative effects of high job demands.

[bookmark: _Toc213358378]4.6 Staff Suggestions and Implications
Employees offered several practical suggestions to alleviate staffing pressures, including improved scheduling, clearer communication channels, wellbeing initiatives, and enhanced training for handling difficult guests. These recommendations are consistent with academic literature emphasizing the importance of organisational support, employee engagement, and flexible work arrangements (Pfeffer, 2018; Kim, 2021).
The findings suggest that addressing staff shortages requires a multifaceted approach, combining operational planning, workforce flexibility, employee support, and communication improvements. Interventions such as cross-training, contingency staffing plans, and wellbeing programmes could mitigate both operational and psychological impacts of understaffing.

[bookmark: _Toc213358379]4.7 Integration with Literature
The research findings align with and extend the current literature on staff shortages in hospitality. While existing studies highlight the general challenges of recruitment, retention, and wellbeing (Baum, 2018; Solnet, Kralj & Baum, 2021), this study provides specific insights from a lifestyle hotel context, demonstrating how brand expectations, urban location, and event-driven demand exacerbate workforce pressures. Furthermore, the qualitative approach provides nuanced understanding of employee experiences, complementing prior quantitative analyses of turnover, absenteeism, and guest satisfaction.
This study also emphasises the interconnectedness of operational efficiency, service quality, and employee wellbeing. While prior research often addresses these domains separately, the current findings underscore their interdependence: understaffing negatively impacts service delivery, which increases stress and reduces morale, thereby reinforcing workforce instability (Allen, Bryant & Vardaman, 2018; Goh & Okumus, 2020).

[bookmark: _Toc213358380]4.8 Summary
In summary, staff shortages at Moxy London Stratford result from both external labour market pressures and internal operational challenges. These shortages affect service quality, employee wellbeing, and operational efficiency. Effective management, clear communication, flexible work arrangements, and wellbeing support are essential for mitigating these impacts. The findings provide a foundation for the subsequent chapter on conclusions and practical recommendations, highlighting the necessity of evidence-based strategies to improve workforce stability and operational performance.

This research project set out to investigate staff shortages at Moxy London Stratford, examining the causes, impacts, and potential mitigation strategies from the perspective of employees and management. Using a qualitative case study approach, data were collected through semi-structured interviews with eight staff members across a range of roles, complemented by document analysis of internal schedules, HR records, and communication procedures.
The findings highlight that staff shortages result from a combination of external labour market factors and internal operational practices. Externally, recruitment challenges, high turnover, and competition from other sectors exacerbate the problem. Internal factors, including staff illness, resignations, insufficient casual or part-time cover, and inconsistencies in communication and absence reporting, further compound the effects. These results are consistent with existing literature, which identifies high turnover, recruitment difficulty, and operational pressures as common challenges in the hospitality sector (Baum, 2018; Solnet, Kralj & Baum, 2021; Holmes, 2022).
Staff shortages were found to have significant operational implications. Employees reported increased workloads, multitasking, delays in service, and occasional lapses in service quality, particularly during high-demand periods such as events or weekends with elevated occupancy. Housekeeping, reception, and food and beverage teams all experienced heightened pressure, which has implications for guest satisfaction and brand reputation. These findings support service quality frameworks emphasizing reliability, responsiveness, and attention to detail as essential to guest experience (Parasuraman, Zeithaml & Berry, 1988; King & So, 2020).
A central theme emerging from the research is the impact on employee wellbeing. Staff reported stress, fatigue, anxiety, and burnout, particularly when covering multiple roles or dealing with difficult guest interactions. The findings align with the Job Demands–Resources model, highlighting the correlation between high job demands, insufficient support, and reduced wellbeing (Bakker & Demerouti, 2007). Wellbeing concerns were compounded by uncertainty regarding reporting procedures, communication inconsistencies, and perceived lack of support in managing workload, demonstrating the importance of robust operational and human resource management practices.
The study also emphasised the role of management and communication in mitigating the effects of staff shortages. Employees acknowledged that supportive management, flexible contracts, and proactive scheduling helped alleviate stress, yet inconsistencies in procedure and unclear communication channels remained challenges. Literature on organisational support and hospitality HRM confirms that clear communication, leadership engagement, and structured procedures significantly reduce operational stress and enhance employee satisfaction (Henderson, 2017; Kelliher & Anderson, 2019; Macky & Boxall, 2019).
Moreover, staff shortages were found to affect guest experience, particularly during peak periods. Delays, reduced attention to detail, and occasional lapses in service were noted, alongside increased emotional labour associated with managing difficult guests. This reinforces the interdependent relationship between staffing levels, employee wellbeing, and guest satisfaction. The findings suggest that without proactive interventions, ongoing shortages could affect repeat bookings, customer loyalty, and the Moxy brand’s reputation as a lifestyle hotel focused on experiential service (O’Neill & Davis, 2019; Karatepe & Uludag, 2017).
Employees provided practical suggestions for mitigating shortages and improving operational efficiency. Recommendations included improved scheduling and shift coverage, clearer communication channels for absence reporting, enhanced mental health support, flexible work arrangements, and training for managing difficult guests. These align with broader hospitality research emphasizing the importance of organisational support, workforce flexibility, and wellbeing initiatives in promoting retention, performance, and service quality (Pfeffer, 2018; Kim, 2021).

[bookmark: _Toc213358381]5.2 Recommendations
Based on the findings and analysis, the following recommendations are proposed for Moxy London Stratford to address staff shortages and enhance operational and employee outcomes:

[bookmark: _Toc213358382]5.2.1 Improved Workforce Planning
1. Optimised scheduling and shift coverage: Introduce a proactive system to anticipate absences and allocate casual or part-time staff effectively. Consider digital scheduling platforms that allow staff to view, and swap shifts easily.
2. Cross-training of staff: Enable employees to cover multiple roles, particularly in reception, housekeeping, and food & beverage, reducing operational vulnerability during shortages.
3. Succession planning and talent pipeline development: Identify potential crew leaders and supervisory staff within existing teams to create internal promotion pathways, reducing turnover and operational gaps.

[bookmark: _Toc213358383]5.2.2 Enhanced Communication
1. Clear absence reporting protocols: Reinforce procedures for notifying management when staff cannot attend shifts. Provide training sessions and visual guides to ensure all employees understand the correct channels.
2. Feedback mechanisms: Establish regular opportunities for employees to share concerns about workload, shift coverage, and operational challenges. This could include anonymous surveys or structured team meetings.

[bookmark: _Toc213358384]5.2.3 Employee Wellbeing Support
1. Wellbeing initiatives: Offer mental health support services such as counselling, stress management workshops, and mindfulness sessions.
2. Workload management: Limit the number of consecutive shifts and ensure sufficient breaks, particularly during high-demand periods.
3. Flexible contracts and working arrangements: Continue to offer casual or flexible contracts to accommodate staff needs, supporting work-life balance and reducing absenteeism.

[bookmark: _Toc213358385]5.2.4 Training and Development
1. Operational training: Provide continuous training in housekeeping, F&B, and reception procedures to ensure staff can efficiently cover multiple roles.
2. Guest management skills: Deliver training on handling difficult guests, particularly those under the influence of alcohol or presenting challenging behaviour, to reduce employee stress and improve service quality.
3. Leadership development: Equip crew leaders and supervisory staff with skills to manage workload, motivate teams, and implement supportive practices.

[bookmark: _Toc213358386]5.2.5 Monitoring and Evaluation
1. Key performance indicators (KPIs): Implement metrics to track staff attendance, workload distribution, service quality, and employee wellbeing.
2. Regular reviews: Conduct quarterly reviews of staffing levels, employee satisfaction, and guest feedback to ensure interventions are effective and identify areas for improvement.

[bookmark: _Toc213358387]5.3 Implications for Moxy London Stratford
Implementing these recommendations is likely to improve operational efficiency, employee satisfaction, and guest experience. By addressing both the structural causes of staff shortages and the human impacts, the hotel can create a more resilient workforce and maintain its brand standards. The study also emphasises that proactive management and clear communication are essential in preventing operational disruptions and mitigating employee stress.
Moreover, these strategies can support long-term retention by fostering a supportive workplace culture and improving job satisfaction. As lifestyle hotels like Moxy rely heavily on experiential service, maintaining adequate staffing levels and ensuring employee wellbeing is not only operationally necessary but strategically vital for brand reputation and competitiveness (King & So, 2020).

[bookmark: _Toc213358388]5.4 Contribution to the Field
This research contributes to hospitality management literature by providing a detailed case study of staff shortages within a lifestyle hotel context. It reinforces the importance of integrating workforce planning, employee wellbeing, and service quality considerations into operational strategy. By combining employee perspectives with operational data, the study provides actionable insights that may be applicable to other hotels facing similar challenges, particularly within urban and event-driven contexts.
[bookmark: _Toc213358389]5.5 Limitations and Future Research
While the study offers valuable insights, several limitations should be acknowledged. The research was confined to a single site, which may limit generalisability. Additionally, the qualitative nature relies on self-reported experiences, which may introduce bias. Future research could adopt a multi-site approach across several Moxy or lifestyle hotels to compare operational strategies, employee experiences, and mitigation practices. Longitudinal studies tracking the impact of implemented interventions on staffing, wellbeing, and guest satisfaction would also provide robust evidence for best practice.

[bookmark: _Toc213358390]5.6 Summary
In conclusion, staff shortages at Moxy London Stratford present operational challenges, impact service quality, and affect employee wellbeing. Effective management, clear communication, flexible arrangements, and wellbeing support are essential for mitigating these impacts. By implementing the proposed recommendations, Moxy London Stratford can enhance workforce stability, operational efficiency, and guest satisfaction while fostering a supportive environment for employees. The findings emphasise the interconnected nature of operational planning, employee wellbeing, and brand performance, offering a framework for both immediate intervention and long-term strategic planning.
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