Hotel Placement Research
Topic: An analysis of labour shortages and their impact on service delivery: a case study of Holiday Inn Castle Marina, Nottingham.

[bookmark: _GoBack]

[bookmark: _Toc211647964]Abstract 




Contents
Abstract	2
Chapter 1: Introduction	4
1.1. Research Background	4
1.2. Problem Statement	4
1.3. Aim and Objectives	5
1.4. Research Questions	6
1.5. Research Rationale	6
Chapter 2: Literature Review	8
2.1. Introduction	8
2.2. Reasons for Contemporary Labour Shortage in the UK Hospitality Industry	8
2.3. Impacts of Labour Shortage on Hospitality Service Delivery	10
2.4. Strategic Remedies to Resolve Labour Shortage Challenges in the Hospitality Sector	11
2.5. Literature Summary	13
Chapter 3: Methodology	14
3.1. Introduction	14
3.2. Research Philosophy	14
3.3. Research Approach	14
3.4. Research Design	15
3.5. Data Collection Method	15
3.6. Sampling Technique	16
3.7. Data Analysis Technique	17
3.8. Ethical Considerations	17
3.9. Research Limitations	17
Chapter 4: Findings and Discussion	19
Chapter 5: Conclusion and Recommendations	19
Reference List	20



[bookmark: _Toc211647965]Chapter 1: Introduction
[bookmark: _Toc211647966]1.1. Research Background 
As the topic suggests, the primary purpose of this research study is to assess the impacts of workforce shortage on service delivery efficiency and quality of hospitality businesses specifically targeting the UK market scenario. The selected case study organisational scenario for this research is Holiday Inn which is a full service multinational hotel chain owned and operated by British multinational hospitality company, IHG Group. Researching on the impacts of labour shortage on service delivery across vast international operational network of Holiday Inn is difficult as the brand operates more than 1200 hotels across the globe (Fan et al., 2025). Hence, this study has been conducted through considering the labour shortage and relevant service delivery challenges in the Holiday Inn Nottingham Castle Marina which is located at Castle Marina, Nottingham, UK. 
[bookmark: _Toc211647967]1.2. Problem Statement 
Labour shortage is not just a specific issue for Holiday Inn Castle Marina but it is a common challenge for the entire parent group IHG as well as overall hotel industry in the UK. A recent market survey by the ONS (between 2023 and 2024) shows that 62% hotel businesses in the UK agreed about their challenges with skilled labour shortage (Camilleri et al., 2024). It is a strong indication that managing labour shortage is becoming a common challenge for many key players in the British hospitality industry. Even report shows that IHG also downsized its available workforce by more than 3000 employees amidst the pandemic challenges (Kumar et al., 2024). Thus, facing labour shortage in key hotel chains and brands like Holiday Inn could be a potential threat for the business. 
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Source: TripAdvisor, 2025
Summary of review on TripAdvisor for Holiday Inn Castle Marina indicates that overall accommodation are satisfactory for guests and some are also satisfied by staff efficiency but gaps in guest satisfaction through less satisfactory staff interaction is also a notable service delivery issue to be focused on (Fan et al., 2025). Hence, this research tries to assess the root causes and impacts of labour shortage challenges on service delivery of Holiday Inn Castle Marina and subsequently recommend strategic remedies for the overall hotel chain as well as other hospitality businesses operating within the UK. 
[bookmark: _Toc211647968]1.3. Aim and Objectives 
Aim – The aim of this study is to critically analyse how labour shortage impacts service delivery in the hospitality sector, considering the case of Holiday Inn Castle Marina, Nottingham.
Objectives 
1. To examine the effect of labour shortage in the UK hospitality industry, especially on the operations of Holiday Inn Castle Marina. 
2. To analyse the impact of staffing challenges faced by hospitality organisations on guest satisfaction, operational performance and service quality.
3. To suggest solutions for organisations like Holiday Inn Castle Marina to overcome the issue of labour shortage and improve service delivery.
[bookmark: _Toc211647969]1.4. Research Questions 
Findings from this research will be focused to find logical response to the following questions, 
· How labour shortage is becoming an impactful challenge for Holiday Inn Castle Marina and overall hospitality industry in the UK? 
· How labour shortage could be impactful for hospitality sector guest satisfaction, service quality and operational efficiency?
· How Holiday Inn Castle Marina could overcome the labour shortage issues and also minimise its impacts on service delivery process?
[bookmark: _Toc211647970]1.5. Research Rationale 
It is a fact that massive number of hospitality sector workforce in the UK lost their employment during the Covid19 pandemic and instability of sector has also affected interest of career aspirants to focus on hospitality sector employment even in the post-pandemic operational scenario (Kumar et al., 2024). Similar to IHG, many other reputed hospitality businesses in the UK have also lost their skilled human resources during this hazardous period and currently struggling with labour shortage as one of the primary service delivery challenges. Even it has been mentioned above that the ONS survey claims more than 62% hotel businesses in the UK to have labour shortage issue in the post-pandemic operational era (Camilleri et al., 2024). Findings and strategic recommendations for Holiday Inn Castle Marina in this research could be equally useful for other hospitality businesses in the UK to strategically manage labour shortage issues and protect consistency of their service delivery quality and efficiency. 
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[bookmark: _Toc211647972]2.1. Introduction 
The topic of this research tries to find correlation between labour shortage and service delivery challenges in relation to the British hospitality industry. This literature review chapter tries to provide an overview of the research topic area through shedding lights on its key components. The reasons behind contemporary labour crisis in the UK hospitality industry have been discussed and its impacts on service delivery have been further explored in light of relevant theoretical and logical arguments. The chapter also tries to explore strategies that could be useful for minimisation of the labour shortage challenges. 
[bookmark: _Toc211647973]2.2. Reasons for Contemporary Labour Shortage in the UK Hospitality Industry 
According to Innerhofer et al., (2024) one of the primary reasons for the contemporary hospitality sector labour shortage in the UK is changes in the Post-Brexit visa policies for EU nationals. As per industrial reports, more than 18% workforce in the British hospitality industry before BREXIT was from neighbouring EU member states. Kwok, (2022) opined that BREXIT transition and enforcement of point-based immigration system for EU citizens coming to the UK has been a key factor for radically reducing labour supply to the hospitality sector. Sumption et al., (2022) contradicted that even announcement of the BREXIT referendum caused a sense of insecurity among existing EU labours in the UK hospitality industry and major proportion of this workforce left their jobs before BREXIT transition in 2021. 
Innerhofer et al., (2024) argued that pandemic aftershock is the biggest reason for current labour shortage in the British hospitality industry. As per ONS reports, job vacancies in the leading UK hospitality businesses in the contemporary scenario has increased by 40% to 50% as compared to the pre-pandemic scenario. Fan et al., (2025) stated that a major proportion of UK hospitality businesses depended on workforce downsizing strategy for managing their losses and operational closure during pandemic period. However, a major proportion of these workers did not return to the hospitality industry due to the sense of insecurity and uncertainty. Study by Kwok, (2022) claims that major proportion of hospitality workforce in the UK switched to logistics, retail or public-sector job roles due to better sense of stability and security. As a consequence, the British hospitality industry has faced massive gap in labour supply in the post-pandemic scenario.  
Camilleri et al., (2024) argued that labour shortage in the British hospitality industry is a result of long-term negligence and employee right exploitation by organisations. According to Sumption et al., (2022) low-wages compared to alternative sectors like retail and logistics, extended unpaid working shifts, poor work-life balance and growing prevalence of zero-hour contracts or season wise temporary employment are very common issues faced by hospitality sector employees in the UK over decades. As a result, importance and attractiveness of hospitality industry as field of employment has gradually reduced among career aspirants. Fan et al., (2025) also opined that lack of job attractiveness in the hospitality sector is reducing student enrolment for hospitality management oriented professional education and subsequently shortage of qualified and skilled workforce could be an increasingly bigger challenge for future. 
Kwok, (2022) stated that changing nature of operation is also a key reason for shortage of skilled workers in the British hospitality industry. It has been argued that hospitality sector service delivery process in the UK as well as rest of the world has been radically transforming in recent years due to increasing application of digital technology. Sumption et al., (2022) stated that digitally changing service delivery process, increasing adaptation of automated accommodation facilities, etc have been key reasons for making older employees unable to meet the changing service delivery standards. As a consequence, labour shortage will be a growing challenge for the hospitality sector with technologically mutating service delivery procedures. Camilleri et al., (2024) contradicted that low wage conditions in the UK hospitality sector amidst post-pandemic living cost crisis has been a key factor for forcing workers to find jobs in alternative sectors. 
[bookmark: _Toc211647974]2.3. Impacts of Labour Shortage on Hospitality Service Delivery 
One of the most relevant theoretical concepts that could be discussed in this part of the literature to explain the correlation between hospitality sector labour shortage and service delivery issues is the JD-R Model or Job Demand-Resources Model. According to Hahang et al., (2022) the JD-R Model is a theoretical concept that defines the ways in which balance between job demand and resources could impact overall employee wellbeing. This model has two main components which are job demand and job resources. According to Camilleri et al., (2024) job demand in the JD-R model indicates the psychological, physical and emotional aspect of a job role that needs continuous efforts, such as multitasking responsibility, long work shifts, high service volume pressure, etc. On the other hand, job resource in the JD-R Model refers	to personal as well as workplace related factors enabling employees to meet the demand from their job role, such as staffing adequacy, job role autonomy, managerial support, opportunity for growth and development, etc. 
Fan et al., (2025) claimed that according to the JD-R model lack of job resources caused by staffing inadequacy in the British hospitality businesses in the contemporary scenario could severely impact service delivery process. It could deeply affect staff support in peak operational hours in hospitality businesses and customer needs or complaints within service delivery process could remain unattained. Hahang et al., (2022) argued that workforce currently employed with the British hospitality industry is also struggling with unmanageable job demand due to sustaining labour shortage conditions. It is stated that the UK hospitality sector has lost a massive number of employees amidst pandemic hazards but a major proportion of this workforce has not rejoined the sector due to switching to other sectors. As a consequence, extended work shifts and inhuman workload in peak tourism seasons is becoming a more common scenario for workers and subsequently perceived service quality could further decline over time. 
Innerhofer et al., (2024) stated that increasing skill gap in the existing hospitality sector workforce with respect to digitally modernising service delivery processes is making the job-demand an impactful factor. A major proportion of existing workforce in the UK hospitality industry lacks adequate skills to suit with technologically changing service delivery procedures and subsequently it could resist hospitality businesses from updating services as changing consumer expectations. Ntounis et al., (2022) opined that it could affect customer satisfaction level in many hospitality businesses in the UK due to staff incompetence to deliver advanced service features and facilities. Sumption et al., (2022) contradicted that sustaining inhuman employment practices in hospitality sector businesses is making the situation tougher for the overall sector. Lack of work motivation among employees working with low-wage or unpaid extended shifts could increase instances of unpleasant behaviour towards customers as well. 
[bookmark: _Toc211647975]2.4. Strategic Remedies to Resolve Labour Shortage Challenges in the Hospitality Sector 
According to Innerhofer et al., (2024) hospitality sector authorities in the UK must focus on standardising wage and employee rights. Exploitation of basic employment rights especially in franchise hotel chains is a commonly observed scenario across the British hospitality industry. Thus, hospitality sector authorities and even leading hospitality brands like IHG, Premier Inn and others must standardise their employment practices to protect their basic rights and meet the basic job resource requirements. Ntounis et al., (2022) stated that standardisation of employment practices, wages and employment-condition benchmarks could not only contribute in positive motivation of existing employees but also restore faith of future career aspirants as well. 
Kumar et al., (2024) opined that investment in digital skill oriented training and development is essential for hospitality industry in the UK to bridge the widening skill gap. Camilleri et al., (2024) also argued that similar to IHG Academy community courses capable existing employees as well as future career aspirants should be offered with easy access to hospitality sector oriented professional education so that long-term continuation of skilled workforce shortage can be avoided in near future. Hahang et al., (2022) opined that promoting professional education in hospitality to future career aspirants in the UK could also gradually minimise the labour shortage caused by departure of EU labours. It will produce capable local workforce for the UK hospitality sector rather than remaining dependent on EU labour supply chains. 
Innerhofer et al., (2024) stated that for contemporary scenario, hospitality businesses in the UK could depend on HPW (high performance work culture) or functional workforce planning initiatives to minimise the impacts of labour shortage on service quality and service delivery efficiency. Employees should be provided with short-term training with multitasking skills so that workforce from idle functional units could manage workload for housekeeping and in-house service staffs in peak operational hours. Ntounis et al., (2022) contradicted that amidst skill shortage for digitally transforming service delivery processes, hospitality businesses could contemporarily depend on process outsourcing so that workforce from IT and other support industries can be capitalised to maintain service delivery consistency. 
[bookmark: _Toc211647976]2.5. Literature Summary 
The above literature review chapter not only assesses the root causes of UK hospitality sector labour shortage and service delivery challenges but also provided various critical viewpoints regarding strategic remedies. The strategic resolutions to the situation stated in the above chapter not only focus on the contemporary challenges but also tries to permanently address the challenges for long-term future. The overall literature review is expected to deliver a deeper understanding of the target research scenario. 
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[bookmark: _Toc211647978]3.1. Introduction 
The following chapter provides overview of the methods that have been applied to conduct this research study. The layout and sequence of discussion in this chapter is largely in line with the flow of research onion diagram that starts from selection of research philosophy and ends at data collection and analysis stage. The chapter also sheds light on ethical initiatives and limitations of the applied research method as well. 
[bookmark: _Toc211647979]3.2. Research Philosophy 
Research philosophy is methodological tool for establishing logical correlation between a research topic and its targeted reality context and there various types of methodological options in this regard, such as positivism, pragmatism and interpretivism (Saharan et al., 2024). Positivism philosophy assesses a target scenario from the static viewpoint of associated stakeholders, interpretivism assesses a target scenario depending on subjective interpretations and pragmatism depends on active experimentation. In order facilitate this research to reach findings using secondary data, the methodology will be based on interpretivism philosophy (Taherdoost, 2021). It would be useful to assess service impacts of labour shortage in Holiday Inn Castle Marina from the viewpoint of relevant theories and subjective concepts. 
[bookmark: _Toc211647980]3.3. Research Approach 
Determinant factor in methodology towards flow of a research study is referred to research approach and there are two main categories, deductive and inductive. Approach beginning from a wider aspect scenario and reaching to a specific hypothesis is referred to deductive approach. At the other end, approach starting with a hypothesis or specific scenario and producing findings relevant to wider aspect scenario is referred to inductive approach (Dzwigol, 2022). In order to conduct this study, secondary data has been collected from wider aspect and variety of contexts and finding have been focused to the specific scenario of Holiday Inn Castle Marina and impacts of labour shortage on service delivery (Taherdoost, 2021). Hence, deductive approach has been an ideal consideration for the methodology of this research. 
[bookmark: _Toc211647981]3.4. Research Design 
Research design has various types, such as explanatory, exploratory, descriptive. Exploratory design explores newer topic dimensions depending on active experimentations, descriptive design assesses existing topic areas using newer hypothesis and explanatory design is used for finding cause and effective relation between research topic components (Saharan et al., 2024). The methodology of this research has been planned using explanatory design because it fosters the chances for considering labour shortage as a cause and finding its impacts on service delivery process of Holiday Inn Castle Marina. Thus, cause and effect relation between the key components of this research topic makes explanatory design as ideal consideration (Susilawati et al., 2025). 
[bookmark: _Toc211647982]3.5. Data Collection Method 
The process of collecting required information in a study through interactive informational exchange with human participants or stakeholders from a targeted scenario is referred to primary data collection. Primary data collection is advantageous for up-to-date and authentic data collection for a targeted research scenario but involvement of human participants increase ethical and accessibility challenges (Dzwigol, 2022). At the other end, process for gathering information in a research through ethically sourcing facts from topic relevant and valid existing studies of other researchers is referred to secondary data collection. Secondary data collection is advantageous for cost effective data gathering from the viewpoint of different researchers but finding adequate, time valid and suitable sources of information for a targeted topic can be challenging (Cheong et al., 2023). Required information in this study will be gathered depending on secondary data collection method and different online articles, researchers, IHG Annual report, online guest reviews, etc will be considered as main sources of data. Due to limitation of budget and accessibility challenges to collect data from a large number of Holiday Inn Castle Marina manager or employees secondary methodology has been applied. It also enabled the research to evaluate the impacts of labour shortage issues from different researchers’ viewpoints as well (Willie, 2024). 
[bookmark: _Toc211647983]3.6. Sampling Technique 
Sampling is the technique facilitating a researcher to identify data sources from a larger population in order to collect relevant information for a research topic. It has two main categories, probability sampling for making random selection of sources without any criterion and non-probability sampling for selective inclusion of sources based on targeted criterions (Dzwigol, 2022). Selection of secondary data sources in this study has been done using non-probability purposive sampling in order to identify online information that suits the most with the targeted topic and case study scenario. It fostered the chances for selecting time valid and the most topic relevant information sources for this study. Some potential keywords that have been considered in order to find secondary sources of data include – hospitality service delivery challenges with current staff shortage, hospitality labour crisis and Holiday Inn, etc (Saharan et al., 2024). 
[bookmark: _Toc211647984]3.7. Data Analysis Technique 
As the required data of this study has been sourced from range of online platforms, protecting the authenticity of data is one of the key essentialities for the data analysis process. Interpretation of findings in this study has been done using thematic analysis method which can assess facts from any form of data depending on subjective interpretation and commonsense reasoning methods (Cheong et al., 2023). Moreover, thematic analysis method does not need any kind of modification in research data for interpretation of facts and findings (Susilawati et al., 2025). Hence, it is a suitable data analysis technique for this study to protect data authenticity and accurately analyse facts from various forms of online data. 
[bookmark: _Toc211647985]3.8. Ethical Considerations 
Methodology of this study focuses on range of key initiatives to avoid possible ethical challenges. First of all, the sources details of data and facts taken in the study are transparently listed and cited across discussion to validate the source and contribution of associated researchers (Cheong et al., 2023). Moreover, strict avoidance towards modification of secondary data driven facts ad information has been maintained in order to present the most authentic findings. Using websites and online platforms with data security and privacy policies have been avoided from considering as source of secondary data (Susilawati et al., 2025). 
[bookmark: _Toc211647986]3.9. Research Limitations 
The applied method of this research has potential to reach meaningful findings but it also has range of limitations. First of all, the research is completely dependent on secondary data which might not be adequate for completely assessing the internal labour shortage issues and relevant service delivery impacts on Holiday Inn Castle Marina (Willie, 2024). Considering collection of primary views of Holiday Inn Castle Marina employees and managers would have been more effective for outlining the service delivery impacts of staff crisis (Taherdoost, 2021). Moreover, budget and time are also key limitations for this study to restrict the data collection process to secondary information only. 
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Source: IHG Annual Report, 2024 
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Holiday Inn Nottingham, an IHG hotel, is praised by many travelers for its
clean, comfortable rooms and modern atmosphere, although some find it
lacking in distinctiveness. Guests commend the variety of amenities,
including generous breakfasts and convenient parking, while noting
occasional minor maintenance issues.

The value is generally seen as reasonable, despite some hidden costs
and overpriced restaurant items. Service earns mixed reviews; many find
the staff friendly and efficient, though a few report less satisfactory
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