STAFF SHORTAGE AND STAFF RETENTION IN NORFOLK ARMS HOTEL

INTRODUCTION


This research paper offers a short presentation of Norfolk Arms Hotel, the location where the student had his placement (Norfolkarmsarundel.com. (2023), and the aim is to analyse, discuss and offer recommendation about the staff shortage and staff retention of the hotel. The location is in West Sussex, in Arundel (VisitArundel.co.uk,2025), and it is situated just below the Arundel Castle (arundelcastle.org 2025), having strong connection and history with Duke of Norfolk (Davies-Evitt, D. (2022). Norfolk Arms Hotel is a 4-star, independent hotel set in a Georgian inn (Google Books. 2016) that has ensuite, single and double rooms. It has good facilities: own restaurant and bar, private parking, room service, 24 hours front desk, express check in and express check out, wake up service, banquet room and its pet friendly (booking.com 2025). For the guest the location is easy to be reached, the Gatwick Airport its just a few miles away, the public transport is very accessible, and place to be seen are the Arundel Castel and Garden that its just above the hotel, 2 beaches are nearby, and Swanbourne Lake (Google.co.uk. (2024) its only at 500 yards away (Tripadvisor.2025). 
As above was said, this research aims within the hospitality industry and Norfolk Arms Hotel are: to identify the causes of staff shortage after the pandemic, reasons for the staff shortage, the impact of Covid 19, visa challenges, changing work preferences, job security, better payments.
The lack of qualified personnel (Uwtsd.co.uk,2025) is a significant issue facing the hotel sector, and it has gotten much worse since the Corona pandemic. Uncertainty has caused many workers to refocus and relocate to different businesses. Some of them don't want to switch back because they are used to normal working hours without weekends or shift work. However, the hotel sector was already having trouble hiring new employees before the epidemic. Both societal and technical advancements represent the causes for this. Numerous new industries have emerged as a result of digitalisation and new technology, providing greater career and promotion options for the future generation (Ngan, H.F.B. and Tze-Ngai Vong, L. 2018).  Because of this, many young people would rather pursue education or search for cutting-edge, tech-focused employment settings than work in the conventional hospitality sector. 
Unfavourable conditions low pay (Walker, M. (2016) , a lack of recognition, uninspired coworkers, and a lack of opportunity for growth are further factors contributing to the industry's skilled labour shortage. Work-Life Balance is an issue that is presently receiving greater attention and being discussed more often. This idea is growing more and more significant in a time of globalisation and digitisation (Zaitseva et all, 2016) as well as the shift to Generation Y, which is defined as those born around 1980 and 2000. People desire greater autonomy, self-reliance, adaptability, and community involvement. As a result, new work schedules like the 4-day workweek (Luís, L. and Pereira, F. (2023) and digital assistance for employees as well as digital procedures for visitors will become more and more significant in the future. Long-term workforce shortages may be mitigated by these advancements, which restore the appeal of jobs in the hotel sector.
In UK, there were 80,000 openings between January and March 2020, just before COVID-19 struck. In 2020 alone, 92,000 EU workers quit the hospitality sector. Prior to Brexit, 75% of London's wait staff were EU nationals. During the lockdown, a sizable percentage of that workers left the UK and retreated to their home nations. These "casual workers" find it difficult to immigrate to the UK via the new points-based system, however travel constraints may play a role (Claudia, S. 2017). This brings another scarcity that Brexit has made worse: truck drivers. Drivers from Poland and the Czech Republic have decreased by 12%, while drivers from Romania and Bulgaria have decreased by 24%. Therefore, the VAT increase, the food is more expensive, and deliveries still doesn’t arrive in time, and the hotels and restaurants are forced to increase the payments (Google.co.uk. 2019). 

LITERATURE REVIEW
Leadership (Huertas-Valdivia et all,2022) impacts the hospitality staff shortage because of burnout. For instance, even if their contract says they work 40 hours a week, a restaurant worker is probably working 60+ hours, and the 20 extra hours they put in are unpaid, which negatively impacts their mental health, work-life balance, and social life. Many workers are weary yet lack the time to relax and rejuvenate. Their connections at work and outside of it suffer because of the mounting stress. Some might attempt to speak with their leaders, but they just do nothing. As a result, the workers choose to leave the sector and never return. Last autumn in Norfolk Arms Hotel the general manager, the restaurant manager and the head of housekeeping quit their job because the amount of work during the summer was big, the demands were high and the guests double their staying and they couldn’t coop because they were always having staff shortage and they were overwhelmed. A staffing shortage (Google.co.uk. 2021) can seriously impair the level of service that visitors get. There is a greater chance of delayed service, longer waiting periods, and a general deterioration in the quality of customer service as businesses struggle to satisfy personnel needs. This may have a long-term effect on the entire visitor experience, possibly resulting in complaints and bad ratings. Missed revenue possibilities result from workforce shortages that make it unable to sufficiently meet customer satisfaction. Hospitality businesses may have to cut back on services, shorten hours, or perhaps turn away potential clients if they have less staff to serve guests. This affects income right away, but it can also have consequences down the road since unhappy or inconvenient customers may decide to visit other locations in the future (Innerhofer, J., Nasta, L. and Zehrer, A. (2022).
The hospitality sector, which was formerly mostly driven by non-British employees, saw a sharp decline in foreign workers. Businesses now must deal with a complex web of rules, workforce shortages, supply chain interruptions, and changing consumer dynamics because of the impact from Brexit and the pandemic limitations. EU citizens can still work in UK restaurants, pubs, and hotels under the new regulations, but it will be much more costly and time-consuming for both businesses and potential employees due to the additional red tape and costs. EU citizens can only work here assuming they have a qualified employment visa, and applicants must demonstrate they have an invitation to work from an approved employer sponsor to apply (French, S. (2018).
The UK hospitality sector has long struggled with serious issues pertaining to working conditions for its employees, despite its vital role in the country's economy and employment generation. Problems including poor pay, unstable contracts, and significant employee turnover can foster an environment where workers are exploited rather than empowered. According to recent research, improving working conditions is essential for the long-term viability of the hospitality sector as well as the welfare of its workforce (Google Books. (2020). Moreover, there is a clear imbalance in power relations, as employers routinely use zero-hour contracts, producing a scenario where employees stay at their disposal over hours and compensation. Flexible schedules sometimes translate to prolonged and unpredictable work hours, weakening employees’ capacity to keep a work-life balance. These circumstances cause workers to experience additional stress and mental health issues, which feeds a vicious cycle of low job satisfaction and high turnover.
The Decent Work Agenda of the International Labour Organisation, which promotes justice, security, and human dignity in the workplace, serves as the foundation for the Fair and Decent Work Agenda (Wang, D. and Cheung, C. (2023). The essential components of adopting the FDWA in the UK hospitality sector are: providing a living wage (a living wage, as opposed to the federal minimum wage, takes into consideration regional cost variances to make sure that workers can fulfil their fundamental necessities without experiencing financial hardship), enhancing Working Conditions (establishing a secure and compassionate workplace requires addressing long hours and insufficient breaks. Employees of all backgrounds and nationalities will feel welcome in an environment that is characterised by procedures and standards that support diversity, inclusiveness, and non-discriminatory behaviours), opportunities for training and development for everyone (both the employee and the employer gain when talents are invested in. Employees may grow inside the company through training programs that cover management, customer service, and health and safety. This promotes loyalty and raises the standard of services provided) (Ioannides, D., et all, 2021).
Many people find it difficult to progress in their careers in the hospitality sector. The established work structure and the limited development potential have made it difficult for many professionals to progress in their careers, despite the industry's size and importance. The traditional career staircase is simple at the lower ranks of the industry, like food services, front desk, and housekeeping, where people usually begin their careers in entry-level jobs and progress to supervisory and ultimately, management positions. The fact that lots of hospitality organisations have a strict employment structure that prohibits lateral transfers or career changes may be largely to blame for the issue. And because there is little to no opportunity for development, people may feel trapped and unfit in their existing positions. But there are also some encouraging developments over the years, considering all of these challenges. For instance, the sector is starting to place greater value on employee development and is now funding initiatives that provide employees the skills they need to progress in their careers (Yoopetch, C., Nimsai, S. and Kongarchapatara, B. (2021).
Employee morale may suffer because of poor reservation management (Vikash, N.A. and Kaushik, N. (2024). Employee job satisfaction may suffer if they are overworked and unable to satisfy client needs because of subpar reservation management. Reduced motivation, elevated stress levels, and eventually greater turnover rates might result from this. Workers may look for work elsewhere if they feel neglected and unable to deliver high-quality service because of poor reservation management, which would mean losing knowledgeable and skilled personnel. Businesses may optimise their income potential, guarantee great client experiences, and sustain high employee morale by investing in efficient limitation management systems and procedures. Setting reservation management as a top priority is a calculated move that may have a big influence on a company's long-term viability. 
One out of two hospitality workers have abandoned their job at a certain stage in their career to "get away" from their hotel manager, according to new study, demonstrating the long-lasting repercussions of poor leadership abilities that may spread across an entire hotel and even affect staff retention. Negative effects that poor hotel managers (Sarwar, A. and Muhammad, L. (2020)  might have on a hotel and shows how improved management techniques could assist in resolving workplace problems: avoiding being recognised (hotel staff don't feel appreciated and operate in a condition of fear of being accused of a mistake when they aren't acknowledged for their achievements and are simply given performance reviews), inciting fear (hotel managers put employees' job security at risk; their morale suffers and they cease to respect and trust the hotel management team; they place blame, hide information, and give vague answers to enquiries), establishing an unfavourable atmosphere (hotel staff experience stress and anxiety when managers foster a bad work atmosphere. Favouritism, contradictory policies, and the absence of managerial touch are all signs of a terrible workplace. The presence of hotel managers (Vakira, E., Shereni, et all, 2022) demonstrates that they treat staff members as equals. Staff will be more inclined to discuss work with their bosses when this occurs. A transparent culture like this fosters cooperation and builds trust and respect at all hotel levels, the company will have staff retention. 
With respondents stating that their companies would benefit most from extra investment in employees schedule and rota management, complied with closely by supplier and inventory management, it is evident that operators view technology to reduce staff shortages, optimise available resources, and lessen the administrative burden on managers. Hospitality leaders are searching for ways to relieve operational difficulties in the current economic climate while also protecting the customer experience. Businesses may make better choices, streamline processes, and eliminate wasteful expenditures by utilising data-driven technology solutions that improve labour and supply tracking and forecasting. As a result, two of the most pressing concerns facing the hospitality industry are employee retention and sustainability, and executives are aware that technology can play a significant part in both. Although the industry's digital competence has grown over the past several years, focused investment is still required to fully realise its promise in lowering administrative hassles, employee turnover, and food waste (Jarkovská, P. and Jarkovská, M. (2022).

METHODS 

This study uses a combination of methodologies to investigate the effects of staff shortage in the hospitality industry and the placement hotel were the student had his training and the analysis of how staff retention can be made in Norfolk Arms Hotel. While secondary data came from industry publications and earlier research projects, primary data was gathered using structured questionnaires that were published online. The methods or instruments used (questionnaires, scales) were gathered online from Google Scholar, and the steps taken for data collection were conducted using iCloud. The data sources (surveys, conversations, observations, historical documents, academic written) were located on social media and specialised journals and books. While qualitative analysis (Pomerantsev, 2021) was applied for analysing material and general facts about hotel staff retention, quantitative data (Kabukcu, C. and Chabal, L. (2021) was utilised for statistical procedures like evaluation and results about the staff shortage, its impact on the hospitality industry, and how it affects guests. Microsoft Office was the software or tool used. The online data and netnography (Kozinets, R.V. (2022) served as the foundation for this research paper because the author could easily access them, the online library and Google Scholar were valuable resources for his analysis, and all the findings regarding the lack of staff in the hospitality industry were easily accessible and served as a solid source of inspiration for recommendations. The manager of the Norfolk Arms Hotel must put in more effort to meet guest expectations and retain personnel because there is still significant potential for improvement. The author also identified many limitations in this study, such as the lack of detailed and explicit guest feedback about the housekeeping service and the lack of internet information about the Norfolk Arms Hotels. To support in this study, the author used his abilities and observations from his placement. He interviewed staff members about the difficulties he saw and made personal notes about every issue noticed. 
In summary, this case study focused on the hospitality sector, more specifically the independent, 4 star hotel from Arundel were the placement had place, was examined the issues of employee retention and shortages after a busy summer were the main staff such as general manager, restaurant manager and the head of housekeeping decided to leave their job for personal reasons or lack of communication and misunderstandings with the owner. 

Case Study Hotel Overview and Findings
Arundel has a cultural centre and is the second-largest West Sussex town with the most listed structures, behind Chichester. The River Arun passes through the eastern part of the town. There is a Roman Catholic cathedral (Marggraf Turley, R. and Squire, J. (2022) and a mediaeval castle in the well-preserved town. A major road divides the ancient town to the north from the modern town to the south, which make up the slightly bigger area of Arundel civil parish. The Duke of Norfolk's residence, Arundel Castle, and Arundel Cathedral, are both located in this town. 
The history and legacy of the Norfolk Arms hotel are extensive. The 10th Duke of Norfolk (Google Books. 2024) constructed this picturesque Georgian touring inn more than 200 years ago. It quickly developed into an important spot for neighbourhood gatherings and a well-liked destination for tired tourists to stop and recuperate The Norfolk Arms hotel, which is situated underneath Arundel Castle's towers, exudes a sense of historic stability that underlies all the elegant structures that comprise Britain's rich past. The hotel facilities are alright for a 4star hotel, it has real fire, wi fi, private parking, own restaurant and pub, 24hours front desk, disabled access and dog friendly.  It is an independent hotel that kept all the building intact with ancient furniture, old pictures, an historic air combined with modern touches such as central heating, tubs, showers etc. The hotel employees are trying hard to made it as sustainable as possible by recycling waste, managing the food waste, using sustainable products and toiletries for the guests. The millennials (Pramesworo, I.S et all 2023) are fascinated by the location and the place, whoever it is fun of old, and history will find this hotel fascinating, completely out of the world. When stepping in, the author’s feeling was overwhelming, a sensation that he travelled back in time in an old era: the ancient furniture and lamps, the paintings, the ballroom with an old piano on side and a balcony for prince and princesses, the fireplace and the smell of wood burning, it was an unforgettable experience. The hotel has as well an annex, a modern building for the tourists that don’t really enjoy the stairs and history of the place. The Norfolk Arms Hotel is most of the time full and busy because its situated near the castle so all the time of the year, the tourist from around the world are going there but as well because it is in the centre of the town and all the restaurants and pubs are nearby, as well as the museums and all the tourists attractions. The hotel organises weddings, local events and it is getting involved in the social events, such as organizing charities gatherings. 
A business impact assessment that seeks to comprehend the consequences of six major external factors—politics, economics, society, technology, the environment, and law—is known as a PESTEL analysis. During business strategy planning, the management team of a corporation uses the PESTEL analysis approach as a crucial tool. When used properly, this analysis method can aid in foreseeing potential obstacles and possibilities in the future. When creating a plan of action that systematically considers both external and internal effects on the company, this strategy is quite beneficial (Ramely, A., Talib, et al. 2023). Next a PESTEL analysis will be performed on Norfolk Arms Hotel from Arundel, the placement hotel where the author learned more about management and hotel operations.

The outcomes of the most recent election offer important insights into how laws may change the hotel management landscape, affecting everything from economic and sustainability projects to regulatory frameworks. The introduction of new licensing rules (Fitzgerald, N., Manca et al. 2021) environmental requirements, and health and safety restrictions changed the dynamics of operations. Increased compliance requirements resulted in greater expenses for some, while deregulation provided respite and less bureaucratic obstacles for others. Economic Policies: Modifications to company rates, the minimum wage, and taxes had a big financial impact. Fiscal policy changes either reduced financial strains or created new difficulties by raising expenses. Tourism Promotion: The hospitality sector profited greatly from increased government measures to encourage tourism. Increased tourism brought in more money for the industry thanks to government-funded infrastructure and marketing improvements. Sustainability Initiatives: Setting sustainability as a top priority for the government may present both possibilities and difficulties. Investments in green technology were encouraged, although adaptation was required due to new, strict waste management and energy consumption rules. The creation and application of travel laws and regulations is one of the most obvious ways that politics affects tourism. Governments can make travel to a certain location easier or more difficult by enforcing travel advisories, entrance restrictions, and visa requirements. A government that lowers visa requirements and offers incentives to international tourists, for instance, can see a spike in tourism, whereas a place that enforces rigorous entrance restrictions or travel advisories might see a drop in tourists (AISIN, M.Zh. et al. 2023).
Beginning this year, the UK government started requiring ETA Visas (Jabr, F. (2024) for citizens of European nations who want to come to the UK by air, automobile, or other means of transportation, even if they are just passing by. It will have an impact on tourism, and the hospitality sector will have to come up with a different strategy to draw in visitors—likely by cutting costs, which companies find intolerable. Travellers are going to avoid the UK and go elsewhere, causing significant losses for the hotel sector. Because they must pay additional fees at the border each time they return home to visit a loved one, even those who live and work in the UK are impacted by ETA Visas. Norfolk Arms Hotel will be visibly affected by this government regulation because here every season tourists from Germany, France, Austria, Belgium and another European countries are coming to see the old town and the castle. There are numerous and intricate connections between politics and tourism, with political developments and choices having a big impact on the travel and tourist sector. Politics influences the possibilities and difficulties that locations and enterprises face in the global tourist scene, ranging from travel rules and regulations to economic strength, image awareness, and international relations. 
The local council and the Environmental Agency (Nunez, K., Berman et al. 2020)  are both working hard to repair digs and construct tidal walls because Arundel experiences frequent floods due to the Arun River and the sea, and the situation has gotten worse in recent years due to climate change. Due to the disturbances caused by the construction of the tidal barriers, several tourist destinations were closed during the year, many visitors relocated to other towns or locations, and restaurants and hotel registers experienced a decline in revenue such as Norfolk Arms Hotel. Arundel is a charming town with a rich cultural history and abundant wildlife, including bats, plants, trees, and woodlands, as well as butterflies and wetland creatures. It is quickly becoming a popular destination for families with kids and pets, adventure seekers, and environment lovers. The municipal council protects and preserves the environment, including the wildlife and birds. The residents are also participating; they recycle and maintain the town's cleanliness since they are aware that it is the ideal destination for visitors and because they are hospitable. In addition to supporting local businesses by ordering flowers, refurbished furniture, and clothing, the hotels and restaurants in the area also assist the residents by purchasing organic goods like cheese, meat, apples, etc. This region's hotel sector serves as an excellent illustration of sustainability and the circular economy. 
With over 3000 residents, Arundel is known for its vibrant social scene. Every weekend, festivals and other events are held, including handicraft workshops, sporting activities, music festivals, and historic festivals. Tourists are drawn to these activities, particularly the historic ones, and those who enjoy history and the past are joining in. Hotels and restaurants are getting ready for the event, promoting it, and exceeding guests' expectations to provide a wow impact (Chambers, C. 2023).
As a historic town, Arundel preserves all its historic buildings, its natural surroundings, and its little use of technology. Although it is a contemporary the city of its technological capabilities is lacking since all of its tranquilly, history, and breathtaking scenery will go. Technology is kept to a minimum at Georgian hotels like Norfolk Arms Hotel: wi-fi, point-of-sale (POS) systems, contemporary televisions, radiators with thermostats, and, of course, computers and software in the back offices. 

A strategic planning method called a SWOT analysis helps businesses in determining their Opportunities, Weaknesses, Threats, and Strengths. SWOT analysis has its roots in the 1960s, when Stanford Research Institute management consultants created it as a business planning tool. It has now established itself as a standard in boardrooms and business schools worldwide (Puyt, R.W., et al, 2023). A SWOT analysis will be done next so the reader can make an idea of how Norfolk Arms Hotel is standing as an independent hotel.
The position of the Norfolk Arms Hotel, which is in the town core of a historic city beneath the Arundel Castle (Google Books. 2025) is one of its key advantages. Its location draws travellers since it has all the amenities (private parking, restaurant, bar, and lodging). Their welcoming online and in-person booking systems, together with their pleasant atmosphere that transports you back to bygone eras, are other advantages. Overall, Arundel is a quiet and safe city, the hotel has a safe environment, CCTV is in place around-the-clock, the staff works hard to keep everything safe, and health and safety protocols are in place. The locals are all welcoming and helpful to visitors because they understand how important they are to the growth of their economy.
A substantial turnover of employees is one of Norfolk Arms Hotel's frequent limitations. Numerous issues, including poor pay, long hours, no contract hours, and a lack of opportunity for professional advancement, can be blamed for this. Frequent staff turnover can cause operational disruptions, lower productivity, and a decline in customer service. The hotel may solve this problem by putting policies in place to increase staff retention and satisfaction, such competitive pay, training and development opportunities, and fostering a happy work environment.
Contracts with local businesses, such as farmers who cultivate vegetables and farmers who raise animals, are among the most advantageous offerings at the stated hotel. The sustainable process will advance, and tourists' interest will grow as a result. Packages of guiding and exploring the fauna and the animals in the wild between the hotel and the Arundel Reservation may be designed with advantages for guests. In this manner the hotel can be marketed and the surrounds as well. Investing further in technology might be another option; an external lift would be perfect for the facilities (Gunarathne, N. (2019).
The biggest danger comes from rivals, such as Premier Inn (Mccaskey, D. (2008) which is able to take advantage of his openings to draw in more guests by using their own and local goods, better amenities, technology, and simpler check-in and check-out procedures. The hotel strives to maintain everything in the original manner, but it could not be safe for fire standards, for example, so changes in market requirements or rules pose additional concern. Tourists are searching for the greatest amenities and market trends, and marketing requirements are changing daily. 

Although he saw the distinctions between a chain hotel and an independent hotel in his placement, the author of this study had a generally positive experience. It is astonishing how the Norfolk Arms Hotel maintains the historic building with all the amenities while adhering to all regulatory restrictions. The author's lone criticism was that the management team lacked leadership and was unprepared to handle its staff members. Unfortunately, there was also a communication gap between the departments. The hotel's lack of employees led to chaos since they didn't work together as a team, instead working alone and without discussing hotel operations with one another. The author's question after his placement was, "If they weren't working as a team, they don't train the staff properly and they don't offer opportunities for them to develop in their career. How can they increase the hotel revenue?" New hires were arriving for interviews for all departments when the placement began, and some of them stayed to work with the company. However, it was observed that they were not given proper training from the beginning, as they were not shown the fire procedures, health and safety procedures, etc. The general manager was not involved with the staff.

DISCUSSION

The hospitality industry, which includes lodging and food-related operations, has been among the industries most impacted by government restrictions and lockdowns during the COVID-19 epidemic. Brexit may have had an impact on the sector as well, but it is difficult to distinguish between the two as the most recent shutdown began while the transition period ended. In April 2020, just under 1,650,000 workers in the industry were on furlough as firms halted operations; by the end of May 2021, that number had dropped to just under 590,000 workers, according to data from HM Revenue and Customs (HMRC). This amounts to a quarter of all employees on leave (Hopson, E. and Wilkinson, C. (n.d.).
The author learnt that the Norfolk Arms Hotel suffered greatly during the lockdown by speaking with the maintenance man, who was the oldest employee. All employees were sent home because they had zero-hour contracts, and only those who had contracts were responsible for cleaning and maintaining the hotel in accordance with COVID standards. In the meanwhile, Brexit has already had an impact on them. Due to the lorries (Paraskevadakis, D. and Ifeoluwa, A. (2022), food supplies to the hotel restaurant were delayed, product costs increased significantly, and hotel management had to get ready for new government rules. And after the Covid and Lockdown hit. The hotel was experiencing a staffing shortfall because of a few challenges, including Brexit and COVID-19. When things started to return to normal after the COVID-19 pandemic, the Norfolk Arms Hotel was having trouble keeping its employees and dealing with a shortage. The workers with zero-hour contracts did not return to work because they either changed their lifestyles by working less hours but still contracted or looked for alternative employment in between.
ETA visas, a new government law in the UK, are threatening the whole hospitality industry since they require non-EU visitors to pay taxes both when they enter the country and when they must depart. It appears that the hotel industry will experience further losses. Additionally, EU employers in the UK must pay for an ETA visa if they wish to visit their loved ones back home. As a result, their number is likely to decline, and they will not return to work in the UK. ETA visa is a new “impact” factor of staff shortages in the hospitality (GOV.UK. (2024).
Now, Norfolk Arms is having exclusively British employers, but they are young and unexperienced. For example, in the housekeeping they have students that are part time or full time but they are not devoted to the task. They are doing their tasks and returning home with less responsibility and less stress. There was a noticeable lack of effective leadership; for the workers to thrive in guest service, they must be adequately taught and led. Additionally, most of the employees are members of Generation Z (Sakdiyakorn, M.,et al. 2021)  who are unreliable because they frequently call in sick, have high expectations, or just fail to show up for work because the majority of the hotel's positions are zero-hour contracts.

The hotel sector is renowned for its excellent customer loyalty and service standards. However, a competent and experienced team is necessary to meet and uphold these requirements. Thus, employee training is a crucial component of the hospitality sector. Training employees in the hospitality industry has several advantages for the company, employees, and clients. Improved retention rates for staff can result from training that improves workers' abilities, self-esteem, and job happiness. Increased loyalty and satisfaction with clients can arise from better staff performance, which can boost revenue and encourage repeat business. Employee engagement, morale, and a culture of ongoing learning and development may all be enhanced via staff training (Yoo, M. and Bai, B. (2013).
Hospitality employees have access to a variety of training options, including as coaching, mentoring, e-learning, classroom instruction, and on-the-job training. While classroom training takes place in a structured environment with an instructor, on-the-job training takes place while doing a task. While mentoring and supervision need intimate collaboration with a senior staff member or supervisor, e-learning entails online training courses. Every form of training has advantages and disadvantages, therefore selecting a type of training should be based on the requirements of the company and its employees (www.proquest.com).
According to what was observed, the Norfolk Arms Hotel uses on-the-job training; however, even this training was not carried out in accordance with the procedures; they lacked a supervisor or a competent coach to demonstrate how things should be done, and everyone was performing "shortages," which indicates that the work was not completed in accordance with the health and safety protocols. Since employees are all relatively new to the organisation, they are all attempting to blend in and do their work in order to receive compensation. They did not receive adequate instruction to comprehend the value of customer satisfaction to the company. Although he was busy with paperwork and failed to designate a leader to lead the team, the manager seemed active and interested in the operation of the company. Because they don't provide adequate training—not even e-training—to new staff members, the company struggles with employee retention. Since they are inexperienced and still in school, majority of their young employees require supervision. Employees who have the right training and supervision may be able to advance their careers in the hotel industry or even enjoy their jobs.
Employee education is a crucial part of the hospitality sector, leading to enhanced worker performance, client happiness, and corporate profitability. The many forms of training that are offered, such as technical, leadership, orientation, service, and cross-training, may provide employees the abilities, know-how, and self-assurance they need to fulfil company objectives and provide exceptional customer service. A good training program must be carefully planned, carried out, and evaluated. It may also encounter a number of difficulties, such as financial limitations, employee attrition, and scheduling conflicts (Yao, S., Wang et al. 2019).

An important first step is to make employee mental health and wellbeing (He, J., et al. 2019)  a core value in the company culture. This includes creating guidelines and procedures that promote mental health and wellbeing, like allowing employees to take breaks, providing mental health days, and encouraging work-life balance. Additionally, companies can designate wellbeing champions who can be instructed to recognise stress and provide support. Operators can enhance employee wellbeing by routinely checking in with their staff members to observe their mental health and solve any issues. Successful companies will make sure that managers and team members have regular one-on-one time scheduled so that any issues or struggles can be identified early. By encouraging cooperation, acknowledgement, and positive feedback, employers may establish a work environment that fosters employee wellness. This involves giving staff members chances to interact with one another, celebrate accomplishments, and get feedback. By closing the business for the day and gathering the team for a day of team building, it can send a powerful signal to the others that you value their mental health. Team days may also provide much-needed break and increase morale. 
From all of the foregoing, the Norfolk Arms Hotel's owner doesn't appear to be interested. There isn't a good leader for the workers to follow. According to the author, the ruling regime in this organisation is more authoritarian, has set norms, and has no room for growth. For instance, the housekeeping workers will have severe back ache at the end of the day since they have to carry all the linen upstairs in linen bags and there is no lift. To help the employees with their back ache, the corporation ought to provide them with spa or gym vouchers. According to what the author discovered during his placement, employees only receive their work schedule as a benefit. Instead, if employees leave their own vehicles in the private parking lot, they will be charged more. Because no one wants to work under these conditions, with no bonuses and no one to listen to them, this is another issue contributing to the staffing crisis. 
The closely interrelated departments that run a hotel are collectively referred to as hotel operations. Handling the hotel and its operations, ensuring that guests receive excellent service, monitoring earnings, costs, and other corporate accounting data, maintaining the property, serving meals and beverages to guests, managing staff, housekeeping, hotel promotions, and processing reservations are all included in hotel operations. To operate effectively, hotels mostly depend on the coordinated efforts of all teams. At the end of the day, a mistake in one area will impact the entire system (Cesarotti, V. and Spada, C. (2009).  Every day, hoteliers face a number of difficulties, including managing reservations, income, room upkeep, personnel supervision, and front desk operations. As an outcome, many hoteliers are looking for technological options for effective hotel operations. To guarantee that the hotel can satisfy guest expectations, digitising these procedures is essential. Additionally, when the hotel's many divisions work together, they may provide greater outcomes. Once it is integrated into a centralised system for hotel operations, all of these problems are easily resolved. Give the employees more authority by centralising data. Tools that increase worker performance and productivity are located outside data centralisation. Each team's corresponding tools can help them become more efficient. However, using each tool independently will eventually lead to data fragmentation. For every business, data dispersion is a negative indication. However, it may be especially harmful in the hotel sector. The hotel has to unify all of its operations and get rid of any silos between departments. After that, every department will have all the data they want as well as their unique instruments to improve performance (Yen, C.-H. and Teng, H.-Y. (2013).
Although there is a significant communication gap between departments in Norfolk Arms, the hotel operation appeared to run well based on the author's observations and investigation. Only managers, the human resources staff, and the head of housekeeping have access to the system, while normal employees lack authority. Employees are likely depressed since they don't understand how the organisation is operating and feel motivated to work hard without any rewards. They only go there to labour physically, with no rewards or appropriate training. Employees come to work hard without compensation, thus no one wants to work for a company that doesn't offer bonuses. Due to twice the workload and a lack of appreciation, most employees resign during peak hours. Although wages may rise, management should encourage staff departments to get more active so that they can support one another in the event of a personnel shortage. No staff empowerment was seen at Norfolk Arms by the author during his placement there. 
The hospitality sector has seen a change thanks to technology, which has given hotels and other companies the means to improve visitor satisfaction and expedite operations. Technology has become a vital component of the industry, offering visitors convenience, efficiency, and individualised care through features like smartphone check-ins and in-room automation. Digital check-in and check-out is one of the biggest technology innovations in the hospitality sector. This enables visitors to use their smartphone to check in to their accommodation instead of going via the front desk. Additionally, visitors may check out, examine the charge, and even adjust the temperature and lighting in their rooms using their mobile device. In addition to offering visitors convenience, this technology lessens the burden for hotel employees (Castillo, F.-J.M., et al, 2023).
The mentioned hotel offers an online check-in system, however they lack an automated check-out mechanism. The client must show up at the front desk to check out, and although though the receptionist is there around-the-clock, there have been instances were they have been out for a few seconds, making the guest wait longer and being unpleasant. Overall, this is a poor visitor experience. Even nearby staff members from other departments were unable to assist the client with check-out as they lacked the necessary authority and training. 
 
A further innovation that is gaining traction in the hotel sector is in-room automation. Thanks to this technology, visitors may use voice commands or their smartphone to adjust the temperature and lighting in their rooms. Hotels can also utilise in-room automation to customise the visitor experience. For instance, it can automatically change the room's settings according to the visitor's preferences (Fan, A., et al., 2022).

Only a few of the rooms and bathrooms at the Norfolk Arms Hotel have thermostats because the structure is rather ancient and it's likely that they didn't invest much in updating the centrally heated rooms. Another problem was that, although having room service, the rooms lacked telephones. This puts the visitor at a disadvantage because they have to go to the restaurant or reception area each time they need anything in order to obtain room service. It is bad when, for instance, an old guest comes to complain about something or ask a question and struggles to come downstairs, as the receptionist can see, and the front desk has to handle all the guest complaints when a simple telephone in the room was solving the problem. This may be a good reason why the staff leaves the company, the lack of technology.

CONCLUSION

The main conclusions of this study, which was conducted to illustrate the severe staffing shortage in the hospitality sector, were that government regulations, Brexit, and COVID-19 all had a significant impact, and that a lack of technology, management, and leadership causes workers to change careers or hunt for other employment. 
The Norfolk Arms Hotel is experiencing a staffing shortfall due to the previously listed factors as well as inadequate departmental communication and training. Despite the building's age, the owner ought to make additional technological investments to support their staff and ensure customer satisfaction. If the marketing staff is more active on social media and all departments are well-organised, the hotel has a lot of potential due to its location. There is much room for improvement at this independent hotel, but it will all begin with a competent manager and a strong staff that he can assemble to maintain the highest level of business.

RECOMMENDATIONS

The author discovered things he was unaware of or things that might be done to enhance the visitor experience during his ten weeks of placement at an independent hotel. For a prospective hotel manager, seeing how an independent hotel is run in contrast to a hotel chain from his prior job was a valuable exercise. In addition to finding several ways to enhance the business, he was also able to draw comparisons between the leadership of independent and chain hotels. He discovered several things that were lacking, and he realised that the hotel is experiencing a staffing deficit and that staff turnover is impossible without effective management.

The owner's first piece of advice would be to make sure he recruited a manager with expertise who understands how to build a team and to properly train them from the start. Only when the couch has a positive work history with the hotel and is familiar with all the fire and health and safety standards is on-site couching a smart option. Because they can study the hotel layout in detail and learn more about the regulations, e-learning will also be beneficial for the new hires. Additionally, it's more beneficial for the Norfolk Arms Hotel's employees, who are more proficient in technology due to their Gen Z hiring practices.

In order to prevent a staff shortage and retain personnel for a longer period of time, the second proposal will be to empower the workforce. Employees that get enough training in their departments can also be trained to assist other departments and manage other tasks like deliveries or check-in and check-out. For instance, if the housekeeping team is educated to do so, they can assist the receptionist with check-out or take phone calls while the receptionist is occupied with a guest. If an employee feels valued and has the opportunity to advance in his career, he will be more inclined to stay with the company longer. If they choose to pursue a career in hospitality and are encouraged to further their skill development, they will remain loyal to the organisation. 
The third suggestion of the author's research for the Norfolk Arms Hotel is to invest in additional technology. The building is old and retains its historic style, and the location is ideal, but an external lift will be ideal for both the staff and the guests, as most of the guests are millennials and those over 70. The lift will also improve the business and the experience of the guests. It is hard for the guest to carry up the luggage’s specially if they are older. Additionally, the lift is crucial for staff members to transport linens upstairs or food and beverages in the first-floor ballroom. When workers must carry heavy objects on their backs in the morning and then continue their shift with manual labour later, the lift can relieve a lot of the strain that remains on their shoulders. Due to the amount of lifting they must do on the stairs and the risk of injury, most employees quit their jobs in the kitchen and housekeeping departments. If the hotel offers room service, the main line phones in the rooms are a necessary in order to prevent negative reviews or complaints from the visitors. Long waits at the reception may be avoided by both visitors and workers with the use of an online check-out system. Most likely, both the staff and the guests will be relieved to check out quickly, especially if the front desk is crowded. Staff work will be lessened, and the visitor experience will be improved with minor technological advancements. The employees will also be happy to work at a hotel that blends modern and historical elements.
The author's final suggestion to the Norfolk Arms Hotel's management is to investigate employee welfare further. Their employees must perform a great deal of physical labour every day to bring their linens upstairs, and they receive no assistance from the other departments. In time, they will damage their back or they can harm themselves and after they wont be able to come to work. The administration should come up with a way to assist the kitchen and housekeeping departments in carrying all of the employees up the steep steps, even if they do not have a lift. Given the amount of physical labour required, the company will need to provide its employees with spa or gym vouchers. Employees will remain loyal and work for the organisation for a long time if they receive greater rewards and understanding from it. One of the main causes of a company's workforce shortages is the management's lack of knowledge and communication. They have no leader with whom to communicate, and they don't listen or comprehend. Nobody wants to be treated like a robot employee at an organisation these days. For people to operate in a setting like hospitality, they require empathy, communication, understanding, and smiles.
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