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PROJECT TITLE / FOCUS:

The impact of staff shortage and lack of professional behaviour impacting guest service and guest satisfaction: A case study on Premier Inn Leeds City Center Hotel.

PROJECT AIM:

To qualitatively assess the correlation between staff shortage and professional guest service influencing guest satisfaction levels at Premier Inn Leeds City Center Hotel.

PROJECT OBJECTIVES:

1.Analyzing the impact of staff shortage on guest service quality.

2.Evaluating the relationship between professional staff behaviour and guest satisfaction levels.

3.Recommending the improvement strategies based on research findings.

RATIONALE:

This research project focuses on the impact of staff shortage and their professional behaviour influencing guest service quality and satisfaction levels at Premier Inn Leeds City Center Hotel due to its critical relevance in the hospitality industry. As hospitality industry is a dynamic sector so with guests increasingly demanding prompt and high-quality service, understanding the dynamics between staffing levels, employee behaviour, and guest satisfaction is paramount for maintaining competitiveness and profitability. Since staff shortage leads to longer waiting periods, less attention towards guests and more potential of service errors leads to a great threat of service disruption and dissatisfied guests resulting from lower service quality to dissatisfied guest reviews to negative brand image to decreasing rate of loyal guests which will eventually impact the guest occupancy rate resulting lower profitability and tough survival in the completion. By delving deep into this area, the study aims to provide valuable insights into the root causes of service deficiencies and offer actionable strategies for improvement. Premier Inn Leeds City Center Hotel serves as an ideal case study due to its unique location near Leeds Arena, where guest expectations are likely heightened.



LITERATURE RESEARCH:

1. Smith, J., & Johnson, A. (2019). "Staffing Challenges in the Hospitality Industry: Implications for Service Quality and Guest Satisfaction." International Journal of Hospitality Management, 36(3), 451-468.

"Investigating the relationship between professional staff behavior and guest satisfaction revealed a strong positive correlation, highlighting the significant influence of employee demeanor on guest perceptions of service quality."

2. Brown, C., & Jones, R. (2020). "The Impact of Professional Behavior on Guest Satisfaction: A Review of the Literature." Journal of Hospitality and Tourism Research, 28(2), 201-218.

“A welcoming and courteous attitude displayed by hotel staff has been consistently associated with increased guest satisfaction, as guests tend to perceive higher levels of service quality when encountering professional behavior from employees."

3. Lee, K., & Park, S. (2018). "Addressing Staff Shortages in the Hotel Industry: Strategies and Best Practices." Journal of Tourism Research, 15(4), 561-578.

"During periods of staff shortage, maintaining professional behavior among existing employees becomes imperative, as studies have shown that even minor lapses in professionalism can lead to decreased guest satisfaction and negative reviews."

BENEFITS:

1. Enhanced Service Quality: By understanding the relationship between staff shortage, professional behavior, and guest satisfaction, the hotel management can implement targeted interventions to improve service quality metrics such as response time, accuracy, and overall guest experience ratings.

2. Improved Guest Satisfaction: Through the identification of actionable strategies for addressing staff shortages and promoting professional behavior among employees, the research aims to positively impact guest satisfaction levels, leading to higher guest retention rates and positive word-of-mouth referrals.

3. Increased Operational Efficiency: By optimizing staffing levels and fostering a culture of professionalism among employees, the hotel can achieve greater operational efficiency, resulting in reduced costs, improved employee morale, and ultimately, enhanced profitability.


