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Abstract
The research has examined the impact of staff shortages at Best Western York House Hotel to analyse their effects on service quality and operational efficiency. The research has managed to identify key factors contributing to workforce shortages like long working hours, low career progression and seasonal demand fluctuations. It has also explored the operational challenges faced by the hotel such as service delays, employee burnout and financial strain. Other mitigation strategies like technological integration, staff retention initiatives and optimised recruitment practices have been proposed to address these issues. Additionally, the findings have emphasised the need for strategic workforce management to maintain service excellence and business sustainability within the hospitality sector.
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[bookmark: _Toc190120459]Chapter One: Introduction
[bookmark: _Toc190120460]1.1 Introduction
The following section will briefly provide knowledge on the pressing issue, staff shortage in hotels, that has been occurring in recent times by focusing on Best Western York House Hotel. Further, a thorough research background will be provided to highlight a background knowledge on the problem to find out its root causes. Depending on that, the goals of the research will be shown along with the reason for conducting the study. 
[bookmark: _Toc190120461]1.2 Research Background
The research mainly dives into the profound effects that take place during staff shortage towards service quality and productivity. It is known that hospitality companies solely depend on a well-staffed workforce who ensure service standards as well as operational efficiency (Kumodji, 2024). Still, shortage of labor has become a rising challenge as it has affected customer satisfaction, employee workload and complete business performance. Shortage of workers has also led to huge delays in service, higher stress among workers and a decline in better guest experience (Piso, 2022). Thus, the research will examine the main extent to which such shortages have influenced day-to-day operations throughout the hotel. This way, it has shown key regions affected and possible solutions to overcome the hurdles to maintain steady service excellence (Codling et al., 2022).
[bookmark: _Toc190120462]1.3 Research Aim and Objectives
Aim
To understand the impact of staff shortages on Best Western York House Hotel in the declination of service quality and productivity. 
Objectives
1. To identify the important factors which have resulted in staff shortages at Best Western York House Hotel.
2. To analyse the main problems encountered by Best Western York House Hotel due to increased staff shortages.
3. To evaluate suitable mitigating strategies that Best Western York House Hotel can use to overcome staff shortage and increase service qualities. 
[bookmark: _Toc190120463]1.4 Research Questions
1. What could be prime factors which have resulted in staff shortages at Best Western York House Hotel?
2. What were the main obstacles faced by Best Western York House Hotel that arose during staff shortages?
3. What could be the mitigating solutions which can be utilised by Best Western York House Hotel in overcoming staff shortage and enhancing service qualities?
[bookmark: _Toc190120464]1.5 Research Rationale
The investigation is very critical to understand the main reasons behind staff shortage taking place and how it directly impacts efficiency and service qualities. Keeping higher and seamless service standards in the hotel sector is vital to sustain guest satisfaction and business sustainability. Still, shortage of personnel can result in more operational inefficiencies, employee burnout and less customer experience. After analysing the effects, the research can offer knowledge on the difficulties faced by the hotel to explore new solutions in overcoming them. All the findings will result in better industry knowledge that can help hotel management in deploying necessary strategies to improve workforce management and business performance.


[bookmark: _Toc190120465][bookmark: _Hlk190100413]Chapter Two: Literature Review
[bookmark: _Toc190120466]2.1 Introduction
A labour shortage in one industry is bound to have major implications in several industries of travel and tourism. Hotels have the largest staff shortfalls of all UK sectors and widening skill gaps. This research will explore the key factors that expand the effect of staff shortages that hinder their services. Apart from that, essential problems will be taken into consideration by addressing their long-lasting consequences in decreasing firm productivity. Analysis of effective mitigation tactics will be dictated that assist hotel companies to maintain higher service quality and stabilise operational efficiency. 
[bookmark: _Toc190120467]2.2 Important factors which have resulted in staff shortages at UK hotel businesses
Unfavourable working conditions
According to Zientara et al. (2024), staff shortage in the hotel sector expresses the persistent challenges of inadequate qualified personnel to meet the demand of the sector. This industry operates around the clock, leaving little room for flexibility in work schedules. Beyond physical injuries, workers faced significant health challenges like irregular hours, lower compensations and higher turnover rate. These situations massively evolve poor health concerns and exacerbate the shortage of skilled labourers. Ndiuini and Baum (2021), expressed that these problems emerge due to operational difficulties, decreased service quality and potential loss of revenue due to inadequate staffing to meet their requirements. This cycle perpetuates itself as overworked employees become willing to leave, which further worsens the shortage issue. 
Seasonal fluctuations
Seasonal fluctuations within the hotel businesses dictate significant changes in client demand based on the time of year, which leads to a major challenge for hotels in managing staffing levels. Piso (2022), explored that tourist seasons, specific events and holidays can cause a sudden surge in guests and require a larger workforce to meet service demands which is a challenging task to quickly train. Most hospitality brands witness seasonal variations in demand like busy periods during holidays or tourist seasons. Baum et al. (2023), explained that controlling manpower during peak seasons and ensuring effective staffing levels during off-peak periods is somehow a challenging task. When demand drops, businesses have to limit worker hours or even lay off employees to manage expenses which leads to potential staffing issues and gradually produces higher turnover rates. Depending on that, fluctuations in staff levels widely affect the quality of guest service, as overworked workers during pinnacle seasons may struggle to maintain higher service standards. Barbulescu, R. and Robertson (2024), mentioned that These circumstances make this situation difficult to maintain a consistent workforce and optimise operations across the year. 
COVID-19 pandemic concerns
Zientara (2024), analysed that the COVID-19 pandemic brought unexpected challenges towards the hospitality industry. As safety concerns and travel restrictions lead to a massive drop in business, most firms forced to reduce staff or event shut down temporarily. The uncertainty during that period developed an environment where workers sought alternative jobs, exacerbating this situation. These problems not only affected the number of visitors but also prevented significant workers from pursuing careers in the industry. Giousmpasoglou (2023), navigated that financial instability and fearing job uncertainty, workers sought employment in stable industries. Apart from that, the swift resurgence of tourism caught this business off guard where they struggled to meet the sudden surge in demand. Ntounis et al. (2022) contended that, the industry’s early mornings and late-night operations pose significant challenges in retaining and attracting potential staff who seek greater work-life balance. 
[bookmark: _Toc190120468][bookmark: _Hlk190100445]2.3 Main problems UK hotel businesses encountered due to increased staff shortages
Lower service quality
As per Grobelna (2021), the impact of high-quality services massively embraces client satisfaction and repeat patronage which is an essential aspect of the hospitality industry. However, the emergence of labour shortage in this sector poses significant challenges like delayed room service, longer guest times for guests, difficulties with accommodating special requests and reduced cleaning standards. Kwok (2022), argued that this effect produces a general decline in guest experience as overworked workers struggle to meet the demands of a full-capacity hotel. However, others have argued that by explained that inadequate training, lack of empathy, inaccurate adaption of technology for client engagement and inefficient response systems lead to poor service quality operations.
Increased operational stress on existing staff
Due to the staff shortages in the UK hotel sector, workers witnessed significant operational stress like increasing workload, longer working hours, covering for absent colleagues and a decline in service quality. As opined by Cuc et al. (2022), with growing requirements and subsequent shortage of hospitality staff, business owners failed to fill jobs and keep operations running smoothly. Despite being understaffed, employees are expected to maintain higher service standards which leads to added pressure and significant client dissatisfaction if they are unable to meet their expectations. Kahveci (2023), dictated that continuous higher stress levels emerge into employee burnout that shows higher turnover and further exacerbates the staffing problem.
Changing consumer preferences
Rasulov (2024), investigated that One of the most significant issues in the hotel sector is the ongoing labour shortage and it has a significant effect on market conditions dynamics. This situation arises when hotels adapt their services and operations to meet new demands. It becomes a challenging task to achieve with a limited workforce, potentially leading to decreased client dissatisfaction and further upscale worker turnover rates. Kim and Pomirleanu (2021), expressed several factors like technological integration, specialised service demand and sustainability challenges. Guests seek towards reliant on digital tools for booking and controlling their stay and therefore, hotels have to invest in new technologies to educate their workers. Garrido-Moreno et al. (2021) analysed that it may put additional strain on existing staff while maintaining consistent coverage. 
[bookmark: _Toc190120469]2.4 Suitable mitigating strategies that UK hotel businesses can use to overcome staff shortage and increase service qualities
Invest in staff training and development programs
Morosan and Bowen (2022), stated that exceptional client service is a primary cornerstone of the hospitality industry and firms put their best efforts into promoting top-quality services in cost-effective ways. The UK businesses must concentrate on training programs by concentrating on establishing interpersonal skills, efficient communication and techniques for surpassing guest requirements. These initiatives help workers learn and acquire new skillsets and achieve professional knowledge to progress their career opportunities.
Improve communication channels
Atasoy et al. (2022), explored the development of effective communication is very important to foster for understanding the issues faced by the employees. There are different types of tools which can be used for gathering the response of people within the workforce as it can help in developing some significant mitigation strategies.  Bonfanti, et al. (2021), cultivated that these aspects improve relationships, both in-house amongst employees and consumers. With such practices guest satisfaction rate can be improved and overall performance of the firms can be uplifted.
Offering flexible working arrangements
The companies in the recent times have incorporated flexible working schedules for the employees which result in increasing their level of motivation. This has improved the productivity of the workforce which has guided the firms in reaching their future targets. According to Hajal (2022), it requires the conduction of regular market analyses to maintain salary packages aligned with industry standards. With such practices problems regarding labour shortages can be mitigated by the side of the companies in the current scenario. 
[bookmark: _Toc190120470]2.5 Literature Gap
Due to the unavailability of authentic sources, organisational context cannot be highlighted which has decreased the overall quality of the content. A lack of research about regional disparities in staffing challenges specifically in rural areas and access to training opportunities also missed in this section. Due to that, an in-depth analysis of secondary qualitative research properly being applied further through the help of online websites, journals and academic sources. This will help in bridging the gaps and producing relevant outcomes to upscale the research’s quality in future studies.
[bookmark: _Toc190120471]2.6 Summary
The whole section has discussed the effect of staff shortage in hindering the service quality of hospitality sectors. It has explained specific factors that resulted in higher turnover rates and decreasing client churn rates. Exploration of argument-based statements has been analysed to point out accurate findings as mitigation practices for overcoming the challenges related to labour shortage. 


[bookmark: _Toc190120472][bookmark: _Hlk190100471]Chapter Three: Research Methodology
[bookmark: _Toc190120473]3.1 Introduction
Research methodology dictates a systematic and theoretical analysis of the methods applied to a field for generating valid findings from a subject matter. It describes the techniques and procedures used to fulfil the study’s objectives. This section will explain the essential layers of Saunders’ research onion for supporting the study findings.
[bookmark: _Toc190120474]3.2 Research Onion
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Figure: Research Onion
Source: (Saliya, 2023)
Research Onion is a systematic model that aims to navigate various stages for designing the methodological section. It has different layers including philosophy, approach, methods, data collection tools, analysis process and time horizon that are used in a study to capture its comprehensive understanding (Saliya, 2023).
[bookmark: _Toc190120475]3.3 Research Philosophy
The term research philosophy is used to encompass the concept of knowledge application and examine its nature within a specific research setting. Realism, pragmatism, interpretivism and positivism are the primary types of this process (Saliya, 2023). Here, an interpretivism approach has been applied to observe the subjective nature of the staff shortage issue hindering service quality at Best Western York House Hotel. This approach is used to produce a deeper understanding of the social phenomena to uncover in-depth insights. However, it often involves small sample sizes and specific contexts which makes it difficult to generalise findings from the larger population.
[bookmark: _Toc190120476]3.4 Research Approach
A research approach defines the procedures and plans that a researcher must follow while conducting a study. It encompasses the methods for analysing, collecting and interpreting data to answer specific study questions. This approach primarily differentiated into two types like inductive, abductive and deductive (Mulisa, 2022). Here, an inductive approach has been followed to collect relevant data to establish theories based on the observations regarding staff shortage problems and their effect across hotel sectors. One of the major advantages of this process about capturing the complexity of real-world phenomena and allowing for the discovery of unexpected findings. However, it takes considerable time compared to direct methods of instruction which often produce limited results or findings.
[bookmark: _Toc190120477]3.5 Research Methods
Research methods is all about systematic procedures and approaches that are used to collect and analyse data in scientific investigation. It aims to capture evidence-specific analysis for uncovering new information or developing a better understanding of the subject matter. Mixed, multi and mono methods are the essential types of this process. Across the process, a mono method has been chosen by collecting relevant themes to answer specific research questions and draw meaningful conclusions (Lê and Schmid, 2022). However, relying on a single-source method is not always suitable for capturing the complexity of the study.
[bookmark: _Toc190120478]3.6 Data Collection and Analysis Process
Data analysis is a crucial process for defining study questions, collecting, cleaning and preparing the data and interpreting those to draw market-specific trends and patterns. It is a systematic approach to transforming raw data into meaningful insights to answer study questions. This process is primarily classified into two types including qualitative and quantitative data-collection procedures (Salmona and Kaczynski, 2024). Here, qualitative-based research has been performed by undertaking essential themes from company-specific sources for addressing the long-lasting consequences of staff shortages at Best Western York House Hotel. However, this research is somehow objective and influenced by the researcher's bias as well as its subjective nature making it challenging to generalisable findings into a wider population. 
[bookmark: _Toc190120479]3.7 Time Horizon
Time horizon is an essential aspect of the methodological section which explores the time frame for conducting the study effectively. Cross-sectional and longitudinal methods are the essential types of this process (Voleti, 2024). Here, a cross-sectional approach has been utilised by collecting data about staff shortage issues at Best Western York House Hotel and producing effective measures for overcoming those. These practices have been performed within a specific time period for the purpose of identifying exact findings from the study topic. 
[bookmark: _Toc190120480]3.8 Ethical Consideration
Ethical considerations define a set of principles that assist the design and implementation of research. These principles become important for safeguarding the rights and welfare of study participants. Through prioritising informed consent, conducting suitable data collection and analysis and using findings responsibly, the researcher ensures their work is ethically sound and methodologically robust (Taquette et al., 2022). Acknowledging those considerations widely expands the credibility and reliability of the appropriate dissemination of study results. 
[bookmark: _Toc190120481]3.9 Summary
This section has demonstrated the application of relevant methods and their suitability for capturing a detailed understanding of the subject matter. Here, qualitative research has been applied by incorporating relevant themes based on industrial data sources for addressing the effect of staff shortage affecting hotel service quality. 



[bookmark: _Toc190120482]Chapter Four: Case Study Hotel Overview and Findings
Overview of Best Western York House Hotel
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Figure: Best Western York House Hotel
Source: (Best Western York House Hotel, 2025)
Analysis
The Best Western York House Hotel was established in 1896 and it is a graceful Victorian-era founding. This hotel is a short walk from the pier and is also located just 20 yards away from Eastbourne’s beach. The hotel provides its guests with many facilities and a range of amenities. They offer 78 well-appointed rooms to their customers to accommodate (Best Western York House Hotel, 2025). Besides this, they have 3 meeting rooms along with the largest conference rooms having a capacity of 1300 sq. ft. They provide panoramic sea views to their customers from hotel rooms and deliver a range of amenities. The mentioned hotel provides a heated indoor pool, free Wi-Fi, and 24-hour room services. Besides this, the guests also can get modern British cuisine at their Verandah restaurants. They also offer Verandah Bar which provides people with relaxation from their busy schedules. The Best Western York House Hotel is also a free accommodation for pet lovers and people who want to travel with their pets. They offer different accessible facilities like wheelchairs in public locations. Apart from this, the location of this mentioned hotel is on the prime seafront and from where tourists can easily access town centres and Eastbourne’s attractions.  
Location 
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Figure: Map of Best Western York House Hotel
Source: (Google, 2025)
Analysis
The Best Western York House Hotel is located at 14-22 Royal Parade, Eastbourne, East Sussex, BN22 7AP. This hotel is well-accessed for different modes of transportation. This is approximately 65 miles away from Heathrow Airport and 40 miles from London Gatwick Airport. Besides this, the hotel is also easily connected through Eastbourne Railway Station and it is 1 mile away which is mostly nearby. Besides this, the hotel provides its guests with two M2-graded accessible rooms (Google, 2025). The rooms are designed for part-time wheelchair users which assures convenience and comfort for the guests. Apart from this, the Best Western York House Hotel delivers accessible facilities like wheelchairs in public areas and within walking distance. The hotel has a large space beside their locations where people easily roam properly with wheelchairs. Hence, The Best Western York House Hotel has a well accessible and well-connected location which attracts tourists to visit their place. 
Staffing
The hospitality sector requires dedicated as well as multilingual staff to provide the best services to visitors. The Best Western York House Hotel also requires such effective and skilled workforce who are fluent in Polish, Italian, and Spanish as well. This helps the hotel maintain effective communication with its vast range of clientele. The staff team of the mentioned hotel is renowned for tier exceptional services and gets huge feedback from guests. The tourist's reviews also praise the helpfulness as well as the friendliness of the staff (Reid, 2023). As per the guest data, the hotel provides 24-hour room services, assistance with group bookings and laundry facilities. These reflected that the staff of this hotel are committed to maintaining the satisfaction level of visitors. The hotel has experienced high turnover as its staff faced many complexities while working in the hotel.  
Branches 
The Best Western York House Hotel is located in Eastbourne, East Sussex United Kingdom. The hotel does not hold any branches and has only one location. A huge number of tourists visit in this hotel. The mentioned hotel operates its business from a single location. They have a prime location in the UK besides the seafront. The well-connected places and services of The Best Western York House Hotel become the best choices for travellers. They provide a large number of rooms to their audiences along with panoramic sea views which attract most travellers. 
Turnover 
Staffing complexities are common in the hospitality sector of the UK and due to this, they are required to invest continuously in their recruitment and training. The Best Western York House Hotel also experienced staff-related complexities like burnout, and dissatisfaction issues among workers which led then to high turnover. The leisure and hospitality sector of the UK in 2023 experienced high turnover rates of 79% (Bandoim, 2023). This is considered as a high level of workers depart times. The main factors of these staff shortages and high turnover are long working hours, seasonal demand fluctuations, and limited career progression facilities. The Best Western York House Hotel is required to mitigate these staff-related issues and due to this, they are required to invest in development and training programs. Following this process, the brand can improve their worker's job satisfaction and minimise attrition. As per the industry trends the hotel is required to allocate necessary resources to their staff development to manage turnover rates and improve staff engagement (Coleman, 2023).   
SWOT Analysis 
	Strengths
	Weaknesses 

	The Best Western York House Hotel has advantages due to its prime location in Eastbourne. The hotel is within walking distance of the pier and town centres and a few steps away from the seafront (Grigoryan, 2024). They have 78 well-appointed rooms which deliver unique stay experiences due to their panoramic sea views. They get affiliation with the Best Western brand which ascites that the hotel provides a global reservations system and quality services. These all facilities and advancements improve their market visibility. Besides this, various amenities like heated indoor swimming pools, free Wi-Fi and on-site restaurants improve their demands. Due to these services, the specific hotel gets positive guest reviews for the excellence of their hotels (Heymann, 2022). 
	The hotel has a single location as they have no branches which limits their widespread recognition. They also do not experience economies of scale without having larger chains in various properties. Besides this, the company has experienced staff shortage issues which also affect their service levels and lead the high waiting times and minimised service efficiency. The hotel experienced seasonal fluctuations that also affected its occupancy rates. This creates revenue constraints all over the years (Morosan and Bowen, 2022). Apart from this, The Best Western York House Hotel is a part of a Best Western network which enhances its brand credibility and also imposes franchise costs and operational constraints that limit its capability of decision-making independently (Jeffrey and Sposato, 2023). 

	Opportunities 
	Threats

	The mentioned hotel may gain benefits from the rising teen of staycation. Domestic travellers are interested to visit in coastal areas of the UK. Besides this, the digital marketing strategies as well as offering package deals advance their occupancy rates. The hotel also invests in employee retention and staff training programs which also manage their staff shortage issues, people in recent times have demanded echo-friendly and sustainable accommodations which shows up as an opportunity for the said sector. Following this green activity, the Best Western York House Hotel attracts environmentally conscious travellers. Besides this, they make partnerships with various travel agencies and tour operators which will boost their bookings (Kwok, 2022). 
	The Best Western York House Hotel experienced much competition from the other alternatives and hotels. Airbnb poses a significant threat to the mentioned corporation (Liu-Lastres, 2023). The inflation rates, economic downturn, and alteration in consumer spending attitudes also affect the tourism demands. Various external factors extreme weather, pandemics, and regulatory changes in the businesses of the hospitality industry impact their profitability. Inconsistent service quality along with negative online reviews for staff issues creates harm to the reputation of the hotel (Baum et al., 2023). 


PEST Analysis
	Factors
	Description

	Political Factors
	The hospitality sector of the UK experienced many complexities related to regulation, government policies and political stability. The Best Western York House Hotel is required to comply with safety and health-conscious regulations, various environmental laws and employment laws (Ntounis et al., 2022). Brexit created many alterations in the operations of the business and these affected the availability of expert workers for the hospitality sector. Due to this, hotels faced staff shortage issues as well and wage costs became high.  Apart from this. Various local government tourism activities as well as getting funding for Eastbourne’s tourism industry also create issues for the organisations. Due to this, the Best Western York House Hotel experienced a higher number of visitors than usual. This creates stress on their workforce and their service is also affected (Cini et al., 2022). The profitability as well as pricing are also affected due to changes in tax policies. 

	Economic Factors
	The hotel businesses experience effects on their occupancy rates and revenue of the hotel due to their economic conditions. Rising living costs and inflation also may minimise the spacing of consumers on travel and leisure which lowers the booking (Gonzalez-Torres et al., 2021). Tourism in Eastbourne also fluctuates due to the seasonal nature of travelling which affects their revenue greatly. The variation in exchange rates also creates variations. Due to this many tourists from the globe visit the UK but it becomes more expensive for the locals to travel abroad. The said corporation is required to adopt effective pricing strategies to maintain competitiveness in the market along with generating profitability (Limna, 2023). 

	Social Factors
	The hotel operations are completely influenced by demographic fluctuations and changing consumer preferences. Staycation in the UK become popular and due to this many visitors opt for local destinations rather than going on international trips. Among people, the demand for wellness programs, personalised experiences and eco-friendly stays has increased (Gerwe, 2021). Apart from this, different online reviews, as well as social media comments perform an important role in setting the customer perception among people. The practices of customer engagement and high service standards on digital platforms also can advance the guest attraction power of the mentioned hotel and improve its reputation (Sanabria-Diaz et al., 2021).  

	Technological Factors
	The hospitality sector of the UK experienced many technological modifications which transformed their business processes (Ruel and Njoku, 2021). The Best Western York House Hotel is required to follow digital advances to stay competitive in the market. Mobile check-ins, online booking processes and AI-driven customer services improve their guest experience. The online travel agencies as well as review platforms may assist this brand to attract audiences. Hotels invest in cybersecurity measures to protect customer information (Stockland et al., 2023). 


Competitor Analysis 
	Best Western York House Hotel
	Bay Majestic Eastbourne Hotel
	Glastonbury Hotel

	Having a good location on Eastbourne’s seafront, the Best Western York House Hotel gain many advantages in the hospitality sector. They offer their rooms starting from 49 pounds per night. Besides this, the said hotel provides comfortable accommodation, proximity to the pier and a heated indoor pool. As per the guest review, the hotel staff are friendly and maintain cleanliness which assures a strong balance between quality and price.  
	The Bay Majestic Eastbourne Hotel is located in the Royal Parade and delivers people budget-friendly accommodation options. The room changes approximately 42 pounds per night which is lower than Best Western York House Hotel. The hotel holds features like Victorian architecture, a sun terrace and comfortable lounges. However, they provide some basic amenities and guests prefer this place as they deliver services which are value for money. Apart from this, the seafront location of the hotel also attracts many visitors (Bay Majestic Eastbourne Hotel, 2025). 
	The seafront location of Glastonbury Hotel is located in Eastbourne. They offer rooms to their customers at competitive rates. This hotel is a 3-star beach hotel and delivers all essential amenities to its customers. They provide daily housekeeping to their guests which assures their cleanliness in the hotel (Glastonbury Hotel, 2025). Besides this, by delivering free Wi-Fi the hotel attracts a large number of customers from both domestic and international places. The beachside locations of the mentioned hotel are appreciated by the tourists and the competitive pricing makes it popular. 



Netnography
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Figure: The Best Western York House Hotel rating
Source: (Tripadvisor, 2025)
The Best Western York House Hotel got an average rating of 4.5 from the customers who visited that place. These ratings are mostly gathered from customers who experience good service and amenities from the hotel. Based on the recent reviews collected from December 2024, customers get good service from the waiters and managers of the said hotel. They also mentioned their service quality which is very good in their perspectives. Again, another customer also mentioned in the review that their breakfast section and the pool are excellent. The pet-friendly approach of the mentioned hotel is also well appreciated (Tripadvisor, 2025). On the other side, some customers have some negative experiences and post a similar review regarding this hotel as they thought the Christmas dinner was diabolical as they did not get the appropriate dining location they asked for. Another review regarding the Christmas party was positive where people mentioned that they got good food but faced issues regarding staff attentiveness. Thus, the mentioned hotel is suggested to work on their shortcomings by which they can satisfy their guests in all aspects.  
Reflective account 
Depending on the professional experiences that I gained in the hospitality sector, The Best Western York House Hotel holds many strengths as well as areas of improvement. I observed that the hotel has a seafront location which makes the hotel a convenient choice for travellers. Generally, the staff behaviours are welcoming and friendly though some occasional delays are observed. The rooms are comfortable with have great sea views which also add additional charms to the hotels. I have observed that the hotel keeps a balance between personal interaction and automation. These helps the hotel to maintain their guest satisfaction. Hence resolving the gaps strategically, the Best Western York House Hotel improves their ratings and maintains competitive standing in the hospitality sector of the UK. 


[bookmark: _Toc190120483]Chapter Five: Theme Exploration and Discussion
[bookmark: _Toc190120484]5.1 Theme Exploration
Theme 1: Factors that have resulted in staff shortages at Best Western York House Hotel
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Figure: Staff shortages at Best Western York House Hotel 
Source: (Hitchon, 2016)
The Best Western York House Hotel present in Eastbourne has gone through many staff shortages due to the broad range of industry-based problems and operational problems. The shortages have been influenced by many key elements that have affected the hotel industry. Among the industry-based problems, a major portion of the UK workforce sees this industry to be very unappealing (tripadvisor, 2016). More than 20% of the UK adults consider it an unattractive place to work in since there are many complaints of bad working environments, less career prospects and unsocial hours. High levels of burnout are also present in these workers. The factors which directly contribute to this process consist of long working hours, increased stress levels and understaffing. Such conditions gave rise to higher workloads for older employees and increased employee turnover rates (opusllp, 2024). Furthermore, the hospitality workforce has been burdened with rising operational expenses that occur due to higher taxes and inflation. For example, recent changes in tax have resulted in increased national insurance contributions and a deduction in business rates. All of these financial implications forced many establishments to decrease services by increasing price rates, directly complicating staffing practices. Aside from facing the problems, it brings many pressing difficulties to the operations. There have been many reports coming on staff shortages that impacted service deliveries. For instance, guests went through more waiting times since there were hardly any staff present at that moment like chefs or waitstaff (bestwestern, 2024). The company has also been struggling to attract and retain skilled personnel, displaying a challenge that comes during the broader perception problems of the hotel industry. The mixture of unsocial hours, less career growth and rivalry from other established brands providing better working conditions has made the recruitment process quite challenging. Other kinds of external elements like Brexit have contributed to the reduction of the labor pool that are available. In this way, it hugely affected roles that were earlier filled by EU nationals. Now these have intensified recruitment issues for the hotel (Aerssen & Spital, 2023). Overall, the shortage of staff present at the Best Western York House Hotel represents the outcome of a mixture of industry-wide problems. They include negative belief on hospitality careers, staff burnout and economic pressure that brings more operational issues based on recruitment and retention.
Theme 2: Prime hurdles faced by Best Western York House Hotel that took place during staff shortages
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Figure: Guest dissatisfaction at Best Western York House Hotel
Source: (tripadvisor, 2024)
There are a broad range of difficulties which has been grappled by the Best Western York House Hotel that mainly came from higher staff shortages. These shortages have given rise to many operational and service-based difficulties that have negatively affected the overall performance and guest satisfaction of the hotel. The first result which was found from staff shortage was the decline of service qualities. Since there were only a few employees available working full time at the hotel, it struggled to maintain the standard service levels. Here, guests have offered their feedback or reported about subpar experiences, especially during peak times as there was less availability of staff who can attend to all needs. This kind of decline across service quality has hampered the hotel’s reputation and hinder repeat businesses (tripadvisor, 2022). Moreover, the reduced workforce has given rise to existing workers who have to shoulder more responsibilities to fill the gap left by shortages. Due to them handling more workers, it resulted in longer working hours and increased stress levels. This kind of increase in workload is deemed to be a reason for employee burnout, resulting in increased turnover rates and staffing crisis. Reports have stated that 67% of hotels currently have been facing employee shortages in which 12% have reported huge understaffing that impacted operations as a whole (travelandtourworld, 2024). In order to battle with the lack of trained or sufficient employees, the hotel has been forced to reduce certain services as well as amenities. This element includes reducing restaurant hours, less housekeeping services and postponing the risks that come from maintenance. These cutbacks are the other reasons for less guest satisfaction due to the range of services not being completely available during their stay. Additionally, the combination of diminished service quality and less amenities have given rise to bad guest experiences which can be often seen in online feedback and ratings. For example, guests who have mentioned staff being the only asset to the hotel, emphasised on the other factors which were lacking during their stay. When there are negative reviews, it holds potential in deterring new guests and affect the hotel’s reputation within the competitive hotel market. Along with that, the operational hurdles coming from staff shortages have given rise to many financial repercussions. During this time, the hotel has faced higher costs that are related to overtime pay for older staff and possible spending on temporary staffing strategies. Similarly, being incapable of functioning at full capacity to provide a complete range of services can result in less revenue. Industry reports have noted that 82% of hotels have gone through staffing shortages that has prompted many brands to increase wages and offer better benefits. This way, better benefits are offered to attract and retain skilled workforce, directly enhancing operational expenses (hospitalitynet, 2023). The hotel sector, such as the Best Western York House Hotel encounters hindrances in the attraction of qualified staff and working on retaining them. Situations like unsociable working hours, perceived less career progression and competition from different industries that provide better working conditions sets forth this challenge. Other industry publications have brought focus on the demand for bespoke education followed by training sessions to resolve the staffing problems. The continuous employee shortages that come from resulting operational pressures can lead to less employee morale. In this time, employees could feel they are overworked and undervalued which brings a feeling of disengagement and less efficiency. Conversely, the adverse work culture can hinder the hotel’s functionality in delivering premium services and retaining employees. In short, higher staff shortages present in the Best Western York House Hotel have given rise to less service qualities, bringing operational strain on previous workers and less availability of services. Also, services have been reduced that have negatively affected guest experiences, financial problems and hurdles in acquiring talent, directly compromising staff morale (booking, 2025). Resolving such hindrances is very important for the hotel in restoring the operational success and maintaining the reputation throughout the hospitality sector.
Theme 3: Mitigating solutions to be used by the hotel to overcome staff shortage and enhance service qualities
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Figure: Self-service kiosks
Source: (Ivanov, 2023)
There are many kinds of strategies which can be implemented by Best Western York House Hotel to address staff shortages and enhance all service qualities and efficiency. The approaches include different forms of technological integration, staff development, operational adjustments and innovative hiring practices. The first one includes the integration of modern technologies. Adopting such technologies holds high potential in streamlining operations and relieving the burden which was put on the existing workforce. This means, incorporating self-service kiosks for all check-ins and check-outs that can reduce congestion formed at the front desk (Gore, 2024). It can enable staff to divert their focus on other personalised guest experiences. Alternatively, using digital tools to communicate with the guests, including mobile applications and chatbots can sustain routine inquiries properly (Melián-González et al., 2021). For example, bringing contactless dining solutions can allow guests to see menu options, place orders and make payments instead of needing staff interaction. The whole procedure can easily optimise service deliveries. The second one is employee development and emphasising on retention. Investing in present employees is very important to retain qualified candidates and find success in the services (Michael and Fotiadis, 2022). Offering continuous training sessions can help in upskilling and job satisfaction. Also, providing flexible scheduling options like staggered shifts and part-time roles can accommodate broad employee needs to promote a healthier work-life balance. This includes recognising and rewarding individual contributions using incentives such as bonuses and additional vacation days, boosting morale and loyalty (Cwibi, 2023). Thirdly, re-evaluating different service offerings can assist in handling limited staffing problems. For example, introducing an option model for day-to-day housekeeping can allow the guests to ask for any services needed, decreasing the pressure put on housekeeping workers (Gudnason, 2024). Maintaining clear communication is crucial while enforcing such policies to ensure all guests are properly informed and can later adjust their expectations accordingly. Moreover, expanding the recruitment efforts which can comprise underrepresented groups can fill the staffing gaps. Here, partnering with local educational institutions for offering internships and apprenticeships would make a groundwork for new talent (Giousmpasoglou and Marinakou, 2021). Aside from that, building inclusive hiring practices can give opportunities to people with disabilities to grasp on a valuable and overlooked workforce population. These circumstances can be seen in Hilton and Premier Inn which have successfully used these protocols to train and hire individuals with disabilities that have enhanced DEI operations (Rockett, 2024). Finally, employing lean management practices can find and prevent inefficiencies throughout service deliveries. Continuously reviewing workflows and gaining employee feedback can uncover new areas for development that can lead to smooth operations and less staff workload (Perdomo-Verdecia et al., 2022). Therefore, using productivity tracking software can enable managers in assigning tasks effectively that can improve overall service pace and quality. Based on such aspects, the Best Western York House Hotel can easily go through the staff shortage challenges and improve service quality to ensure a positive experience for guests and employees.
[bookmark: _Toc190120485]5.2 Discussion
The findings from both the literature evaluation and thematic analysis have shed light on the problems posed by employee shortages across the Best Western York House Hotel. These shortages rose from a mixture of industry-wide problems such as unfavourable working conditions, seasonal fluctuations and the long-term effects of the pandemic. As found from secondary sources, these aspects collectively increased hiring and retention difficulties that yielded to operational inefficiencies and decrease in service quality. However, even when the problems have been broadly accepted, there is a requirement to explore the wider implications found from business sustainability as well as workforce morale. During the analysis, a main observation found was that the issues had far-reaching impacts instead of sticking to operational hurdles. Similarly, it gave rise to psychological toll on people since prolonged exposure to stress and exhaustion brought disengagement and increased turnover. The continuous cycle of pressure broadened the staffing gaps that brought a persistent struggle for companies to sustain service standards. Even when the literature evaluation has acknowledged the connection among understaffing and employee dissatisfaction, still there was less focus on how it impacted long-term career aspirations. Moreover, the financial implications found from staff shortages were vital to properly understand the functionality of hotel operations. The literature analysis has found increased operational expenses due to higher wages, overtime pay and hiring efforts. On the other hand, the indirect financial impact, like the loss of revenue from less guest satisfaction and occupancy rates were found to be prominent as well. Hence, bad guest experiences found from poor online reviews influenced client retention and brand reputation. Ultimately, it suggests that resolving staff shortages is not just essential to keep service efficiency but also to protect the financial strength of the business.



[bookmark: _Toc190120486]Chapter Six: Conclusion and Recommendations
[bookmark: _Toc190120487]6.1 Conclusion
The hospitality sector of the UK experienced many complexities due to staff shortages. This is a pressing concern for the hotels as it affects their market reputation and undermines service delivery. The organisations due to seasonal fluctuation, limited career progression and developmental opportunities faced high turnover. Due to this, the hotels and restaurants are required to invest in their training and development and provide them with necessary benefits based on which their job satisfaction improved. The satisfied and well-trained staff deliver effective service to their audiences. Besides this, the operational expenses are increased among hotels as they invest consistently in recruiting and training processes. The Best Western York House Hotel also experienced these kinds of complexities related to staff shortages and faced issues regarding their high operational costs. The context has analysed the background of the study by assessing the details of the hotel. The main objective of this study is to recognise the factors that are responsible for staff shortage, the issues that hotel businesses have experienced have also been evaluated here. The hotel's services were greatly affected, consumer preferences chants and high-stress levels occurred among workers. The literature review section has analysed these factors and challenges and based on that some strategies to overcome these issues have been fostered here. This study has some lacking real-time data based on this context, which is necessarily required to be addressed. The case study analysis on The Best Western York House Hotel has been performed and through this, the location, staffing, turnover, strengths and weaknesses, and macro environmental factors of this hotel. The competitive situations have been analysed in this section among Best Western York House Hotel, Bay Majestic Eastbourne Hotel and Glastonbury Hotel. The thematic analysis based on the mentioned hotel has been performed. This analysis and exploration of data has highlighted the severity of the staff shortage issues in hotels like Best Western York House Hotel. The corporation is required to invest in training and development and provide various opportunities to its staff to manage these complexities. 
[bookmark: _Toc190120488]6.2 Recommendation
Implementation of standardised and activity-based metrics 
Understaffing brings an array of implications for hotel businesses like adopting innovative staffing practices through a workforce management system. Due to the effect of travel restrictions and the pandemic, hospitality businesses are unable to upscale their performance in the competitive market. Depending on that, they put additional effort into implementing standardised and activity-based metrics to capture detailed insights into staff workload, efficient task allocation and allow for optimised scheduling (Kohen, 2023). One possible solution to enlarge overall occupancy metrics to include effective measurement practices like the number of check-ins and check-outs. Leveraging these metrics used to match staffing to daily requirements enables hotels to define a standard set of productivity which can be applied as demand fluctuates. 
Redesigning hotel staffing
One of the biggest problems faced by hospitality businesses is labour shortage and it has been expanded massively during pre-and-post pandemic period. Based on that situation, hotel firms aim to restructure job roles to be more flexible and cross-trained. Best Western York House Hotel have a clear perspective-like designing to equip employees with necessary skills, knowledge and competencies to perform their roles effectively (Raukete, 2023). The business also incorporates efficient technologies for streamlining operations, promote flexible scheduling options and optimise staffing depending on market demand shifting for maximising workforce efficiency. 
Establish job networks across properties
Staff shortage has been expanded effectively during pre-and-post pandemic period and most firms taken appropriate initiatives to overcome those. This has affected top-talent workers and reduce their productivity level. Hence, it has restricted firms like Best Western York House Hotel to reach their future mission and visions in the competitive hotel landscape (mckinsey, 2023). Due to that, the company must develop job networks across properties and incorporate different types of social channels for influencing the equipped workers in the market. 
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