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Topic/Theme: Staff shortage in the hospitality industry
Executive Summary
Staff shortage in the hospitality industry is a major issue. This is a continuous issue affecting hospitality industries all around the world. One of the major issues causing staff shortage in the UK is Brexit, Brexit posed many challenges for the industry due to the immigration policies since leaving the EU. EU nationals made up a huge percentage of the hospitality’s workforce. The Covid-19 pandemic affected almost all hotels across the world. The impacts of staff shortage with the hospitality establishments seen operational difficulties having possible effects on guest satisfaction. The Covid-19 pandemic resulted in millions of employees being laid off. As a result of the staff shortages the current staff are facing extra pressure with linger working hours, and decline in service quality. In the hospitality industry talent management is becoming an issue in attracting and retaining talent becomes a challenge. To combat staff shortage industries, need to look at attracting and retaining talent
This paper looks at the methodology method for the research. This paper is using a case study methodology. A case study methodology is research to study in depth or gain a sharper understanding of the case. One major feature of case studies is the different forms of methods used to gain insight to different angles of the case. Case studies are often mixed methods such as qualitive, which is people habits to explain through interviews, questionnaires, and surveys. The method used for this paper is secondary data. The study research included search from: web sources, research gate, emerald, peer reviewed scholarly articles from the UWTSD library online. There are many different data collections, for this paper the author used Netnography. Netnography is a new research method researchers use to know what happens in virtual communities and the way people interact, netnography was born in the study of consumption habits and preferences of the products and services that virtual communities demand. 
The Case study for this paper is the Holiday Inn hotel in Sunderland. Holiday Inn is a hotel chain that is a part of IHG Hotels and Resorts. The Holiday Inn brand has 1,205 hotels worldwide, and is one of the most widely recognised lodging brands in the world. To analyse the case study the author has looked at the detailed guide of the hotel which includes the location, staffing, branches, turnover, competitor hotels. A SWOT analysis is conducted of the hotel. The SWOT is the strengths, weakness, opportunities, and threats of the hotel. A PEST analysis of the case study is also conducted to determine the internal and external factors in the market. The PEST is the political, economic, social, and technological factors.  
Labour shortage in the hospitality can be effectively addressed by prioritising employee engagement strategies. Employee retention is a huge challenge for the hospitality industry because employers face increased cost, administration, and increased cost due to high staff turnover. Employers need to look at and develop to focus on their employer employee relationship. To mitigate staff shortages the hospitality industry needs to focus on employee- wellbeing. Statistics show one of four employees leave due to the stress levels at work. Employers can regularly check in with employees, offer flexible working hours and provide managers with the right training to identify and manage stress and burnout. 
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Introduction
This paper is going to be conducting a placement research project. The aim of this paper is that the author will analyse the impacts of staff shortage in the hospitality industry. Staff shortage in any business or industry means that there is a shortage of qualified individuals to fill in the open job positions. This can affect businesses in many ways due to the lack of workers in the organisation to carry out the job efficiently, this may the limit services and reduce working hours (V2Soft, 2024). The case study of this research will be on the Holiday Inn Hotel by IHG in Sunderland. Holiday Inn Sunderland hotel is located in the middle of the city centre. It is only a few minutes’ walk from Sunderland central station and the Sunderland University. The hotel has 120 stylish rooms and offers many amenities (IHG, 2025).
The research questions for this paper are:  
What are the main causes of staff shortage in the hospitality industry? 
What factors lead to staff shortage and how does staff shortage affect the operational performance and the service quality in the hotel industry?  
The aim of this project is to analyse the impacts of staff shortage within the hospitality industry and look at the factors leading to the cause. There are many challenges facing the hospitality industry since Brexit and the Covid-19 pandemic which are leading factors to the staff shortage that affected the hospitality industry. 
By using a case study methodology, the researcher can delve into in depth analysis by using Netnography. Netnography is a research method used to find out what happens in virtual communities and the way people interact, a plethora of intriguing range of study prospect from media platforms, internet forums and blogs (Villegas, 2025). The researcher will also use the SWOT framework. and the Pest framework to gain further insight in the case study. The SWOT is a planning tool that uses the Strengths, Weaknesses, Opportunities, and threats of an organisation. This tool allows organisations the goals and programmes of the environment it operates in (CIPD, 2024). The PEST analysis is the Political, Economic, Social and Technological methods in a way an organisation uses to assess the major external factors which influence the operation of an organisation to become more competitive (Kenton, 2024).
The Objectives of this research paper is to conduct an extant literature review of the hospitality industry and how staff shortages affect the industry. Identify the effects and causes to staff shortage and how this affects operational performance in hotels. What strategies are effective in recruiting and retaining staff and to make recommendations in how to retain staff in the hospitality industry. 


















Literature Review
In the hotel and hospitality industry staff shortage is a major issue. Staff shortage crisis has been an issue in the hospitality industry since during and before the pandemic. This is still an ongoing challenge post pandemic. This issue is causing continuing staff shortage and low performance which is critically impacting the hospitality industry. The most critical part of labour shortage is providing hospitality services of the quality and level before the pandemic. Due to this labour shortage dilemma, hospitality organisations are finding themselves in situations where shortages exceed their previous capacity to guarantee the ability of the staff intensives (Morosan and Bowen, 2022, p.4674). As the world recovers from Covid-19 pandemic almost all countries are suffering from staff shortage. The impacts of staff shortages with the hospitality establishment including hotels and restaurants are all resulting in operational difficulties and this is having potential effects on customer satisfaction. A study from UK hospitality (Roelen-Blasberg, 2025) shows that millions of workers were laid off as a result of the Covid-19 pandemic, which also caused the nations hotel industry to lose 156.3 billion in sales. The UK hospitality industry said their current staff shortage is higher by 48% than pre covid. With the hospitality vacancies surging by 72% after Brexit. In 2023 alone there was over 132,000 available roles in the region (Roelen-Blasberg, 2025). The challenges faced by the hospitality sector due to Brexit was because of the recent changes to the immigration policies. The UK coming out of the European Union had an effect on the hospitality sector because before Brexit the EU nationals made up a huge percentage of the hospitalities workforce. Since 2019 the new immigration policies combined with the Covid-19 pandemic resulted in approximately 120,000 EU workers leaving the hospitality sector. As a result of these shortages the challenges the current staff are facing is increased pressure, increased working hours and a drop in the quality of services. This explains why companies are having trouble hiring and keeping employees (Moore Kingston Smith, 2024). The impacts of the new immigration policies had an immediate effect on the workforce availability in the hospitality sector. The challenges the industry is facing due to the new immigration laws made it harder to hire foreign workers leading to a small pool of available talent. The sector which is already struggling with staff shortage is left to compete fiercely for local workers, often driving up wages and operational costs (Waite, 2024).
With the ongoing staff shortages, hotels are experiencing significant challenges that affect both operational efficiency and guest satisfaction. With insufficient staffing many hotels are facing staff shortage which is leading to compromised service quality and guest dissatisfaction. This is especially noticeable in smaller organisations where a personalised experience is more reliant on it. Employee fatigue is another issue because the demand for services has compelled hotels to extend staff hours with limited breaks which is causing staff burnout. This will impact the service quality if the staff are exhausted and have dropped energy levels with decreased attention this can contribute to guest complaints (LinkedIn, 2024).
In the hospitality industry talent management becomes particularly pressing where attracting and retaining talent becomes a challenge due to labour shortage. (Enachi, Suleri, Tarus, 2023, p.144) claimed that 29.1% of hospitality workers leave the industry within ten years of graduating because of limited job satisfaction and external job satisfaction which causes for a high staff turnover. Various studies also confirmed links to job dissatisfaction, job stress and unmet expectations as well as low pay, poor communication, and unfavourable policies. The hospitality industry struggles from a talent shortage due to the pandemic. General managers need to implement new talent management strategies especially to Gen Z workers and to be able to understand and address this talent shortage issue. Generation Z mainly demand flexibility, equality, good work life balance, which is a cause for staff shortage. Gen Zer’s have a different set of aspirations and expectations when it comes to their career life. According to researchers Gen Z look for meaning and expect managers to have an open mindset and are willing to listen to their ideas. They also heavily rely on technology for socialising and communication. Hoteliers often find it hard to attract and retain Gen Z workers (EHL Insights, 2022).
One of the reasons hospitality business struggles to find the staff is due to the demanding and stressful work environments. Roles which require interacting with the public, the long hours, high paced work days and dealing with challenging customers can be increasingly stressful. There is also a lack flexibility for workers in the hospitality industry. Working late nights or early morning hours where shifts are not very flexible does not offer the ability to have the work life balance that many post-pandemic workers are looking for (McGriff, 2024). 
Unfortunately, the problem of staff shortages shows no sign of lessening as the industry still struggles to discover talented employees. The major reasons for labour shortage in the hospitality industry as suggested by (Birdir, and Sahilli Birdir, 2024, p.665) is factors due to low pay, irregular working hours, burnout and exhaustion, stress, poor benefits, mostly frontline and part-time positions with general and unsophisticated skillsets. The authors discussed that technology may be beneficial to organise events under the pressures of staff shortage. Technologies such as robots,  AI, robotics, Technologies to design logos and develop promotional marketing materials, and data marketing. Technology participating in the check-in process and gathering preference data on products and activities to enhance the entertainment and experiences for the guests. 
To combat the staff shortage in the hospitality industry, businesses need to focus in attracting and retaining talent. Creating a positive workforce and culture with the correct training and providing development opportunities can improve employee retention rates and have a loyal workforce (Epos, 2024). Combatting staff shortage can be challenging but hoteliers can use many different strategies such as focusing on employee retention. Employee retention is the process of retaining employees by encouraging employees to stay with the organisation for as long as possible, this helps companies to maintain an efficient workforce and meet operational requirements (Ghani et al. 2022). By providing the employees with training and development is essential as (Dhoundiyal and Mathur, 2022 p.3) suggested the correct training must be content/relevant to fulfil the knowledge and personal the job entails to ensure high quality performance outcomes. This will help in employee engagement and satisfaction also addressing skill gaps. Another strategy is to implement technology solutions. Many hotels have started to implement digital technologies in their organisations. Digital transformations are not only changing the way hotels operate, but also defining the guests experience, contributing to a hotel’s success and competitiveness in the market (Anwar et al. 2024, p.429). By implementing technology, it will improve the operational activities in the hotel and reduce the workload of the staff. 


Methods
Methodology is crucial in how research is conducted. For this paper the epistemology is through methodology. A methodology is the study of methods, the frameworks that guide which instruments are going to be used for the research such as the qualitative or quantitative methodologies. Methodology is how to best collect data for reality (Cliffe, 2024). Methodology is frameworks used to conduct a study or the methods used to conduct it. A Case Study methodology can entail one or more cases of the study, the researcher is exploring defined parameters of the case. A case study is described as a method, given certain features to collect and analyse data. The purpose of a case study research is to study in depth or gain a sharper understanding of the case, by providing descriptive information and to suggest theoretical relevance (Salmons, 2021). One major feature of case studies is the different forms of methods used within the paper for the purpose of illuminating a case from different angles. Case studies are often mixed methods such as qualitive, which is people habits to explain through interviews, questionnaires, and surveys. Quantitative data is numbers such as percentage through data analysis, (Mclean et al. 2023, p.2). The advantages to case study research are that it provides an in-depth insight into a certain scenario allowing for a comprehensive understanding of a complex situation by making it possible to explore variable in real life settings with the rich context provided which might be difficult to examine through other research methods (Drew, 2023). The disadvantages to case study research are case studies are time consuming and requires substantial time and effort, normally case studies focus on a small number of cases meaning it can be difficult to generalise results to larger populations. Case studies involve subjectivity in data interpretation this could lead to challenges to ensure the reliability of the results (Satter, 2025).
The method the author has used for this paper is secondary data. The study used for the literature review method was set to achieve the objectives. The study research included search from: web sources, research gate, emerald, peer reviewed scholarly articles from the UWTSD library online. The study used the key terms such as “staff shortage, labour shortage in hospitality, hospitality industry, employee shortage in hotels, workforce crisis in hospitality, operational challenges in hospitality. 
There is many different type of data collections but for this case study the author will be using Netnography. Netnography is a new research method researchers use to know what happens in virtual communities and the way people interact, netnography was born in the study of consumption habits and preferences of the products and services that virtual communities demand created by Rober Kozinet in 1998 (Chavez-Morales, et al 2024, p.2).  Netnography presents a plethora of intriguing study prospect, ranging from media platforms, internet forums and blogs. Netnography can be used with qualitative research methods like surveys, interviews, and online social interactions to provide an understanding of a particular research question. It can be a valuable source of qualitative research data collection that compliments the quantitative findings (Villegas, 2025). 
There are many advantages to netnography such as being: cost effective – can save time and money by eliminating the need to travel. Authentic natural data: netnography provides access to authentic and natural data generated by internet users themselves like texts, images videos, audio, and others (Owa, 2024). Netnography has proven to be useful in various research settings with it being an adaptable and flexible research method (Heinonen and Medberg, 2018). There are also many challenges and disadvantages which pose to netnography as proposed by (Xun and Reynolds, 2010) who said there is ethical concerns regarding privacy and informed consent, respondent authenticity and instability of the user base, potentially poor quality of textual discourse and an underdeveloped analytical toolkit. 








Case Study Hotel overview and findings
The case study used for this paper is the Holiday Inn IHG hotel in Sunderland, below are two images one is of the hotel and the other a map with the geographical location of the hotel.
[image: ]
Fig 1. Image of the Hotel (IHG, 2025)           
Detailed guide of the Holiday Inn hotel Sunderland
[bookmark: _Hlk191814426]Holiday Inn is a hotel chain that is a part of IHG Hotels and Resorts. The Holiday Inn brand has 1,205 hotels worldwide, and is one of the most widely recognised lodging brands in the world that has helped millions of travellers discover and enjoy travel since its inception in 1952 (IHG, 2015).  Holiday Inn hotel is a property with 120 stylish air-conditioned bedrooms. The hotel offers services of an open lobby with all day dining, daily housekeeping, buffet, continental, or full English breakfast and Starbucks and snacks 24 hours. They have high speed Wi-Fi throughout their hotels for their travelling business and pleasure customers (IHG, 2025). The hotel has many amenities such as: fitness centre, restaurant, bar, room service, 24-hour front desk, free wi-fi, business area and laundry and dry-cleaning services. Check in is at 3pm and check out at 11am. The hotel provides wheelchair accessible parking, curb cuts, and street parking with a parking drop off point next to the entrance and wheelchair access to common/public areas. The hotel was built in 2022 and has 4 floors (NorthStar travel media, 2025).  
Location
The Holiday Inn hotel-city centre in Sunderland England, SR1 3D5, is a 4-star hotel in keel square, which is situated in the heart of the city, just a couple of minutes’ walk away from Sunderland central station and the regional metro rail which links to North and South Shield, Newcastle. Nearby is the Sunderland university and Stadium of Light which is just a few walks away. The hotel is short walk from the Bridge shopping centre and 3 miles away from local beaches (IHG, 2025). 
[image: Map of Keel Square, Sunderland, Tyne &amp;amp; Wear SR1 3DS, GB] 
Fig 2. Map of the location (LinkedIn 2025).
Staffing
The company size is about 51-200 employees and has 10 associated members. Holiday Inn staff includes: front desk receptionists, night shift auditors, housekeeping, food and beverage operation, general manager, operational manager, reservation team, and kitchen staff (LinkedIn 2025). From the reviews on TripAdvisor (Tripadvisor, 2025) many guests praised the service, as per the reviews, “the staff provided outstanding customer service, the staff went above and beyond,” to make sure the guest had a great experience. While the staff Is friendly some guests said they encountered a slow service (Tripadvisor, 2025).
Branches
Holiday Inn is widely recognised over the world and has over 1,200 hotels worldwide. Holiday Inn is a brand by IHG and Resorts and IHG operates 20 brands. Currently there is only one Holiday Inn hotel in Sunderland (Hospitality Net, 2025).
Turnover
The Intercontinental Hotels Group PLC manages, owns, and leases hotels in Europe, Asia, America, the Middle East, and Greater China. The Intercontinental Hotels Group PLC was founded in 1777 and is headquartered in Windsor, the United Kingdom (Finbox, 2024). Holiday Inn is one of the hotels in the group. The financial performance for the IHG and resorts reported their Global RevPAR was +16.1% in 2023 with a total gross revenue in IHG’S system of $31.6bn. IHG also reported a 23% increase in operating profit in 2023 (IHG, 2025). 
Competitor hotel
Premier Inn is considered to be a direct competitor for Holiday Inn especially in the UK market, because they are similar in their target market and offer similar amenities, both are major budget friendly chains. They both have parent companies; Premier Inn is owned by Whitbread and Holiday Inn belongs to IHG. Having knowledge of how effectively a brand can move consumers is essential through the purchasing stages, this is crucial when identifying the strengths and weaknesses in the market strategies and evaluate there the brand stands in the sector against other competitors (Nguyen, 2023).   
A SWOT analysis of Holiday Inn Hotel 
SWOT analysis a is planning framework that identifies the strengths, weakness, opportunities and the threats of an organisation or project. This tool allows organisations to achieve goals, capacities, and programmes of the environment in which it operates (CIPD, 2024). The swot analyses and assesses external and internal factors, the method can lead businesses towards strategies which has more chance to be successful and away from those which are likely to be unsuccessful (Kenton, 2024). 
SWOT of Holiday Inn
	Strengths
	Weaknesses 

	· Prime location
· Strong brand recognition
· Loyalty program
· 24-hour room service
· All day dining: Starbucks, and snacks 24 hours
 
	· no on-site parking
· huge number of competitors means limited market share


	Opportunities
	Threats 

	· Expanding into emerging markets
· Digital innovation
· niche market focus
· Local partnerships
	· Increasing costs of operations 
· Competition from other hotels: Premier Inn, Travelodge, and Ibis.
· Economic crisis



Strengths                                                                                                                                            
Prime Location the hotel is located in the core of Sunderland, making it easily accessible for both local and visiting guests. Holiday inn has a long-standing reputation and brand recognition in the hospitality industry. holiday inn enables to reach and cater to a wide range of travellers including business, families, and tourists in both suburban and urban locations and holiday inn loyalty program for IHG rewards members club benefits to frequent guest increasing customer retention and repeat business (Osum, 2024). As of December 2023, Holiday Inn had 1,202 hotels and the following shows the figures of an growth of eight more hotels compared to the previous year (Statista, 2024). 
[image: ]
(Statista, 2024).
Weaknesses
Holiday Inn Sunderland has no on-site parking which means guests must park at nearby car parks which has a parking charge. Not all hotels have onsite parking which can put off guests because it creates inconvenience and additional costs, especially for travellers with families and luggage’s which makes it less appealing compared to hotels that have available parking on their property (River landing, 2024). There are many competitor hotels nearby such Premier Inn and Travelodge offering similar prices and similar services. By comparing rates with competitors hotels can make sure their prices are attractive to guests while ensuring to still gain profits (Edstrom, 2023). 
Opportunities 
Holiday Inn can expand into new geographic regions where potential tourism is high where Holiday Inn may not have a strong presence yet. Using online based platforms to enhance customer booking and experience. By staying with the current trends of technology and embracing new trends businesses can stay ahead, improve operational efficiency, and leverage opportunities for market expansion growth (Newson, 2024). Collaborating with nearby restaurants, attractions, and businesses to create unique packages for guests the benefits of local collaboration can see businesses with coordinated marketing campaigns such as shared advertising and cross promotions this will enable more visibility and attract more potential guests (Snatika, 2023). 
Threats
Competition from other hotels the biggest threats facing holiday inn is Premier Inn Travelodge, and the price wars they all have. Many of the 75% of the UK population live within a five-mile radius if a Premier Inn. Compared to Holiday Inn other budget hotels are expanding at a much faster rate (Gowrea, 2025). With the economic conditions of inflation and cost increases affecting all around the world, hotel owners and managers, to protect and keep their businesses running smoothly need to be prepared for this challenging time ahead. The need to increase marketing for improving customer service and operational efficiency efforts is by cutting costs where possible (Preno, 2025).

A PEST Analysis of staff shortages in the hospitality industry
[bookmark: _Hlk191739356]A PEST analysis is the Political, Economic, Social, and Technological management method in which an organisation uses to assess the major external factors that influences the operation in order for the organisation to become more competitive in the market (Kenton, 2024).
Political factors: In the UK the recent elections seen the election of the Labour party. This outcome holds a new era for the hospitality industry as Sir Keir Starmer poses to bring several changes to the hospitality industry, an industry that was struggling from the effects of Covid-19 pandemic, Brexit, and the challenge of rising living expenses. According to Labours manifesto, “Labour intends to introduce workforce and training plans aimed at upskilling workers” in order to address the skills shortage by tying immigration and skills policy together, which might have a significant impact on the sector (Dabo, 2024). 
Economic factors: The inflation is affecting the UK hospitality sector. The hospitality industry had 166,000 job openings in the three months leading up to February 2022, which accounted for 7.8% of all employee positions. Inflation, Covid-19 and Brexit have all contributed to the workforce dilemma by making it harder to find employees, which has raised costs (Online business startup, 2024). Another key contributing economic factor is the low wages offered in the hospitality industry compared to other sectors which makes it hard to attract and retain staff resulting in high staff turnover, while other sectors offer more competitive wages and better working conditions hospitality workers may transition to other roles (Sabio, 2024). 
Social factors: The demographic shift contributing to staff shortage is the aging workforce, with fewer young people entering the hospitality industry means there is a shortage of skilled workers. While older workers are retiring there is few younger people replacing them due to changing career aspirations and a preference for more flexible work schedules that is rare in the hospitality sector creates a gap in the market (LinkedIn, 2024).
Technological factors: contributing to staff shortages is the reliance of automated services leading to a lack of human interaction and a perception that technology could replace the human staff entirely is potentially putting a fear that robots could replace human jobs. A study by Washington university stated over 620 lodging and food employees found that “robot phobia” left them with increased job insecurity and stress. This led to high likelihood of employees wanting to leave their jobs (Adi, 2024).
Personal Reflection from experience in Holiday Inn Hotel
Holiday Inn in Sunderland is a relatively new hotel with good amenities and good friendly staff from many online reviews such TripAdvisor and Booking.com. Reflecting on the staff shortage at the Holiday Inn in Sunderland, it is clear that this issue has multiple dimensions, both from a customer perspective and from an operational standpoint. A hotel is only as strong as its team and the lack of adequate staff can have a significant impact on the guest experience. From longer wait times at the front desk and reduced service quality with limited availability of services like housekeeping or on food and beverage department, these shortages can leave guests feeling frustrated (Steinhardt, 2024). While I was on placement there was a complaint on the food and beverage department a guest said the plates were dirty and was not washed properly this obviously had a negative impact for the hotel because receiving a complaint is not good. The lack of staff in the kitchen led to reduced service quality. 
On the other hand, the staff who are present in such situations are often stretched thin, working harder to make up the gaps. This can lead to stress, burnout, lower morale, anxiety, and potentially a decline in the quality of service impacting the quality of work even from those highly committed employees. It is a balance between maintaining guest satisfaction and ensuring the wellbeing of the staff (Christian, 2023). While being in Holiday Inn and from first-hand experience two of the employees in the front desk reception left in the short span of being employed for about four to five weeks. This was due to the amount of workload and stress they felt upon them. The workload got too much for them.
In a place like Sunderland where local dynamics and employment may differ from larger cities, the shortage could reflect broader challenges in recruitment, training, or retention within the hospitality industry. it is an unfortunate situation for both customers and employees, but one that highlights the importance of creating a sustainable workforce that can thrive in the demanding environment of the hotel industry. 
For the management in Holiday Inn, it would be beneficial for them to explore long-term solutions such as enhancing recruitment strategies because hiring people who have a passion for hospitality, possess quality traits for the individual to excel and are enthusiastic to build a career in the hotel industry, be as specific and transparent as possible about the job role, employee expectations and even the salary to be able to hire to right candidate for the job and someone with previous experience in the industry (SiteMinder, 2024). It is important to understand the value of teamwork, communication, flexibility, and the pressures facing the ever-evolving hospitality industry. 








Discussion
Staff shortages in the hospitality industry can be effectively addressed by prioritising employee engagement strategies to retain staff. In other words, according to (Hughes and Rog, 2008, p.749) an employee is more likely of speaking favourably of the company increases with their level of engagement, which helps to build a positive employer brand. (Dogonyaro, 2021) stated that employee retention is a significant challenge in the industry for businesses, because organisations with high employee turnover face challenges with costs for training, administration, and recruitment. Companies that improve positive engagement across their staff should anticipate a more driven team that is eager to put in extra effort for them. To concentrate on important aspects of their employee-employer relationship, employers can consider creating or enhancing their strategy (Indeed, 2025). There are many strategies and best practices to improve employee retention. One strategy is to refine the hiring and onboarding process: a survey of job seekers conducted by a HR consultancy Robert Half found that 91% of employees would be willing to leave the job in the first month of employment. To improve the employee retention organisations, need the ability to identify skilled and talented individuals that is likely to fit in the organisations culture (Kieckhaefer, 2024).  
Currently Holiday Inn has a retention score that is rated D- by 672 employees, over the past three months their score has stayed at a steady level of 55/100. Holiday Inns retention score is at the bottom 10% in its ability to retain quality employees out of 1341 similar sized companies with 10,000 employees on (Comparably, 2025). Below is a graph to show Holiday Inns retention score:
[image: ](comparably, 2025). 
Generally, a retention rate of 90% or higher is an average to aim for, which means a company will want an employee turnover rate of 10% or less (Walker, 2023). There are many factors contributing to the retention score of Holiday Inn. On Glassdoor (2025) review site it reported that Holiday Inn has an employee rating of 3.4 stars out of 5 stars, which is based on reviews from 2,320 companies. 146 people said there was poor management, 119 reviews said poor pay that the pay is too low for the job, 105 reviews said long working hours and people expected to pick extra hours without any real acknowledgment or rewards, and 51 reviews said no benefits for part time (Glassdoor, 2025). In another review site an former employee of Holiday Inn rated the work experience 2 stars stating there was poor management, the long working hours was a headache and too much stress overall their worst ever work experience, similarly another employee in 2024 said there was an extremely high turnover rate which they were able to witness with almost the entire team being swapped out in under six months and the manager being changed three times (Indeed, 2025). 
[bookmark: _Hlk191815199]Drawings on these findings, this research suggests that Holiday Inn and the hospitality sector should implement focus on the employee well-being to mitigate the impacts of staff shortages. According to statistics four out of five hotel industry workers experience high stress levels because of their jobs. Organisations need to prioritise employee well-being by promoting a healthy work life balance and being able to recognise and reward exceptional performance by implementing wellness initiatives, this can foster a healthy positive work environment (Nowsta, 2025). To support employee wellbeing employers can frequently check in with employees, offer flexible working hours and provide managers with the right training to identify and manage stress and burnout. Working in the hospitality industry can be very stressful where many individuals are led to facing burnout which may have a negative impact on their mental health (Grenside, 2025). 
To address some of the issues to staff shortage hotels could look at unbundling services, this is certain services like daily housekeeping. Numerous large brands have started adopting this. For example, Hilton has done an opt-in model for daily housekeeping in their non luxury U.S. properties, other hotels could consider offering something comparable. Many guests will not request daily housekeeping when given the choice. This will relieve the housekeeping team and cut costs for equipment but in doing so clearly communicate this approach to avoid unpleasant surprises for guest and receiving negative feedback (Hahn, 2024). 
Looking ahead the hospitality business should consider making the industry more appealing as a career choice. To do this effectively the industry should start by presenting competitive compensation but also forming a work environment that endorses flexibility, has clear career progression opportunities, and a good work life balance. Implementing employee training and development programs is also crucial (Kipping, 2024). By combining related positions or providing cross-training so that employees can transfer roles, hotels could rethink roles to require fewer workers to do the do the same number of tasks. By combining roles hoteliers can see staff cover multiple roles as needed. By giving employees, the freedom to pursue new career pathways within the hotel’s operations, redesigned jobs may increase employee satisfaction. Cross-disciplinary talents are developed through combined rules (Mann et al. 2023). To counteract the declining talent pool, training is vital. By providing more training, some companies are proactively attempting to bridge the skills gap, by contributing towards further education, and driving clear paths of progression towards management. This approach allows hotels to still have access to important skills while allowing employees to develop their talents (Czuczman, 2022). Hotels need to also ensure that staff are fairly compensated and have access to the necessary benefits. Hotels should examine and adjust compensation on a regular basis to ensure that it meets industry standards. consider salary benchmarking to identify where to the company should be positioned in the market to avoid losing valuable employees, additionally networks for tipping and payroll provide employees access to their earnings before payday. Another suggestion could be running a raffle every month. An employee of the month is entered into the companies yearly drawing to receive a bonus or a substantial prize (Actabl, 2024). This is something Premier Inn implemented after the Covid-19 pandemic to combat staff shortages in the industry.  
Premier Inn a British hotel chain and one of the UKs largest leading hotel brands with over 800 hotels owned by Whitbread (Premier Inn, 2025). After the pandemic the Premier Inn hotel chain was recovering far more quickly than anticipated. In order to address staff shortages in the hospitality sector, the hotel chain intended to spend over £20 million on salary increases and one-time bonuses. Due to a significant number of vacancies in 2021, the company intended to increase wages by an additional £12-13 million in an effort to recruit more employees for its hotels. The company also set aside £10 million to offer on one of retention bonus for the staff who stayed beyond the summer months (Ambrose, 2021). When a company offers competitive wage, it makes a job more attractive to potential employees who are looking for a better paid job potentially drawing in candidates who otherwise might not consider this position, this also encourages current employees too stay in their roles due to improved compensation, thus reducing staff turnover and creating a more stable workforce (Adascalitei, Weber, 2024). 
Many hotels are looking at various ways to tackle staff shortage in the industry. Staff shortage is a major obstacle that the hotel business must overcome. The CEO of Marriott International Anthony Capuano said there is a phenomenon of “quick quits,” employees who are leaving straight after starting the because of the hard work attached to hospitality. According to Capuano, Marriott is attempting to be innovative with work hours, is testing job sharing, and has hired part-time managers for the first time (Chipkin, 2022). Job sharing could be beneficial to companies and may be the solution to the talent shortages in the industry. Businesses may be affected if two part-time employees share a full-time position with benefits that are split equally between them. Employers used to frequently hire part-time workers in order to save money by paying less for hourly labour and benefits, but because of the talent shortage, companies must consider unconventional work arrangements (Madsen, 2021). 
Staff shortages can also affect the operational efficiency in the hotel industry because according to the financial time, the Intercontinental hotel group, owner of Holiday Inn is among major hospitality businesses that voiced concerns about their outsourced towel and linen providers because laundries struggled to keep up with the pace of tight turnaround times. To mitigate this impact the group limited daily bed change in some of the hotels for guests staying multiple nights (Cinet, 2025). Essentially with fewer staff members available the ability to complete the tasks effectively and on time is compromised causing disruptions in operations. Talent shortage in the industry is becoming extremely challenging for organisations because despite the talent shortage businesses need to keep their operations at peak performance to stay competitive in the market. The lack of talent is due to more and more older employees retiring. Since the Covid-19 pandemic the number of retired baby boomers rose from 28.6 million to 3.2 million which is more than in the third quarter of 2019, the inability to find new jobs because of the pandemic was leading factor to retirement (Software sim, 2022).
To mitigate staff shortages the hospitality industry should look at strategies to effectively recruit and retain staff. Retention means organisations put efforts in to prevent high turnover rates and retain its best employees. HR leaders should increase employee engagement to reduce the need to employ new workers. To foster high levels of job satisfaction, recruiters should seek out and take into consideration hiring applicants that comprehend their duties and job description, have a seamless onboarding experience, and align with the business culture (Firstup, 2024). Increasing employee retention will have a direct impact on business performance and success. Employers that recognise the signs of an employee will have a better chance of identifying solutions to retain the individual. An effective retention strategy reduces the overall turnover and keep high performers on board (Holliday, 2024). By embracing time saving technology in the hospitality industry could help improve job satisfaction as 64% of hospitality staff have said, and 94% are confident that technology can help them do their job. Managers are under a lot pf pressure to make sure their employees have the time and space to handle customer demands in order to continuously provide the guest experience they anticipate, especially in light of the present staff shortage and supply chain problems, employees have a limited amount of time, so it is essential to concentrate on the areas that will deliver the highest return (The Caterer, 2021).
Managing and understanding staff shortages is crucial in the hospitality industry because it directly impacts customer satisfaction, revenue generation and the overall image and reputation of the business. When a hotel is understaffed, this could disrupt operations, leading to delays, reduced service quality and potentially the loss of customers which can severely affect profitability and brand image. A negative customer experience due to understaffing can quickly spread through word of mouth and online reviews, potentially damaging a hotels reputation, and making it harder to attract new customers (Revenue hub, 2025).





Conclusion
Staff shortages in the hospitality industry is a major issue. Labour issue in the industry has been an issue since Brexit and Covid-19 pandemic. Since the pandemic almost all countries are still facing challenges to staff shortage. The impacts of staff shortages affect the operational efficiency and impacting customer satisfaction. The challenges faced by the hospitality sector was due to the recent changes in immigration policies after Brexit. The Uk coming out of the European Union had an impact because the EU national made up a huge portion of the workers in the hospitality industry. the new immigration laws made it a challenge to hire foreign workers which resulted in a small pool of available talent. With insufficient staffing hotels are facing challenges affecting both operational efficiency and guest satisfaction. In the hospitality industry the poor wage, staff burnout, stress, higher workload, irregular workhours, poor benefits are a huge factor for the hospitality industry to find talented workers. 
The case study for this paper the Holiday Inn in Sunderland is an example of the struggles the industry faces due to staff shortages. The hotel is also facing staff shortages, due to this impacting on service quality in certain departments. There are many areas the hotel can improve on to target the challenge on mitigating staff shortages. The hotel needs to look at retaining and recruiting the staff effectively to help in the process of the staff not leaving so quickly after starting the job, and for other staff not needing to working more hours to fill in the gap. 
To mitigate staff shortage in the hospitality industry hoteliers, need to prioritise employee engagement strategies in order to retain their staff. Employee retention is a significant challenge in the industry because organisations with high employee turnover face many challenges. Employee well-being is a major factor contributing to high staff turnover. The general overall well-being of an employee needs to be prioritised so the employee feels valued and heard. Employees that feel valued are most likely to stay in the organisation for longer. There are many strategies organisations can look at to help them address the staff shortages in the industry.  

Recommendations
Recommendation and change management focusses on change within the organisation, this can include adopting new technology, operational changes such as adding a new product, services, amenities or restructuring the teams and cultural changes. Implementing effective change management strategies can help hoteliers remove obstacles, improve efficiency, and enhance overall guest and employee experience. All of this is designed to help create a more productive and effective work environment (Dragonfly strategist, 2024). There are many challenges the hospitality sector is facing due to staff shortages. There are several strategies businesses can implement to address this issue. Here are some recommendations Holiday Inn and the hospitality sector could apply to help them mitigate staff shortages:
Attracting and Retaining Talent 
· Flexible scheduling: flexible work allows workers the freedom to work, when, how, and how much they want, which increases productivity. Statistics show that workers are more productive when given this freedom. Providing flexibility can help in keeping valuable employees. According to Flexjobs survey, when their employer offers flexible work schedules, 80% of respondents are more devoted to them (Castrillon, 2022).
· Competitive compensation: competitive compensation packages are more likely to attract a larger pool of applicants, which means the chances of finding the best and brightest are increased. Adequate compensations allow employees to feel more motivated to do a great job, which leads to better performance and job satisfaction (Harri, 2024).
· Career development opportunities: offering career development progression encourages employee’s retention by making the staff feel they are able to achieve their career goals within the company. In 2022, research by McKinsey found that 19% of respondents wanted growth opportunities (Swift, 2024). 
· Employee recognition programs: recognising and rewarding the employees is important for both the business and them because it motivates people, boost teamwork and productivity. It improves workplace culture and instils a sense of purpose and makes the business more value oriented. The recognition should be given generously but genuine (Perkbox, 2025).
Improving recruitment processes
· Expand recruitment channels: expanding recruitment channels means utilising a wider variety of platforms to source candidates, this can improve the recruitment process by allowing to attract potential talent increasing the chances of finding the best fir of role. Using social media, job boards, professional networking events, employee referrals. Unlike traditional methods, social media gathers valuable data and insights on the hiring strategies (Cook, 2023). 
· Leverage employee referrals: employee referrals are considered to be one of the most efficient channels of recruitment., this is because employees will only refer job seekers that will good for the team. The company can benefit from employee referrals as it will save time and money. creating a great referral program is key to this (Talimonchuk, 2020). 
Improving employee efficiency
· Cross training employees: cross-training makes teams more adaptable and resilient by assisting workers in developing skills outside of their job functions and reducing reliance on a single individual for a specific task (Bratucu, 2025).
· Streamline operations with technology: technology can help staffs carry out the way they do tasks. It can help speed up allow new and existing ways carrying out the jobs. Technology enabled learning platforms to provide flexible training opportunities to ensure employees can develop their skills at their own pace (Fredrik, 2024).
Temporary and flexible staffing
· Use temporary or part-time workers: temporary staffing solutions allows businesses to quickly adjust to changes in demand, bring in qualified workers quickly to meet the staffing needs, hiring temporary staff can be cost effective than hiring full time staff (Workers, 2025).
Fostering a positive work environment
· Promote employee well-being: 60% of employees say that they will feel more motivated and would recommend their organisation if the employer took action to support mental well-being (Mind, 2025). Employees face a huge amount of stress, anxiety, and burnout making mental health support more critical than ever. Many employees experience negative impacts due to work related stress and organisations that respond with offering mental health services recognise that a mentally healthy workforce is essential for long term success (IGPP, 2024).
Improving Management and Leadership
· Clear communication: As a manager having clear communication with the team helps avoid ambiguity, confusion, and misinterpretation, when speaking to the employees speak not only with facts but also with feeling and values. 
· Supportive leadership: employees want empathy and appreciation from their employers, Empathy is critical for leadership success, acknowledging the employees’ feelings and pain will help them feel valued creating a strong culture of psychological safety (Center for creative leadership, 2024).  
By combining these strategies, the businesses in the hospitality industry can help mitigate staff shortages, improve employee satisfaction, and enhance overall operational efficiency.  
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