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The chosen contemporary theme for this conference research paper is staff shortages, based on UK hospitality firms' inability to recruit and retain staff. To this end, this study will critically focus on the Intercontinental Hotel Group (IHG) and its ongoing challenge of staff shortage. According to a report by UK Hospitality (2023), the UK hospitality industry is the third largest employer in the UK, employing over 3.5 million people and accounting for approximately 17% employment growth between 2009 and 2019. Also, a report by Thence UK (2022) has found that the hospitality sector of the UK is currently experiencing 83% more vacancies by creating 300000 new jobs, however lacking a skilled workforce. 
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Figure 1: IHG Hotels Logo
Source: (IHG Group, 2025)
Further, Bhutia (2022) has noted that IHG has faced a 20-25% staff shortage during the COVID-19 pandemic. To this end, a range of factors can be found, including workers’ intention to leave, changes in the immigration policies for foreign employees, and lower employee motivation and engagement towards work, followed by the changing hospitality industry scenarios. Addressing this shortage, therefore, is important since inadequate staffing and detrimental consumer satisfaction in the industry can lead to potential loss of revenue, thereby making this study relevant to conducting and mitigating the staff shortage issue over time.
[bookmark: _Toc189658774]Literature Review 
[bookmark: _Toc189658775]Staff Shortage 
Staff shortage in the UK hospitality industry refers to a significant lack of available employees in the sector, including hotels, restaurants, and others, followed by the firms' incapability to fill positions due to the detrimental work experiences of the existing staff bases. According to Grenside (2023), 80% of the UK hospitality businesses, including restaurants, pubs, bars, and hotels, are struggling to fill front-of-the-house roles by showcasing an estimated vacancy rate of 9%, equivalent to 188000 workers. Another study by Gilbert (2024) has noted that employee morale is suffering while half of the hospitality managers acknowledged increased workloads (73%) and higher employee turnover rates (60%) with a deteriorated consumer experience and a consequent decline in service quality standards. Also, a report by UK Hospitality (2024) has noted a significant staff shortage of 132000, equivalent to 48% in the pre-pandemic level. For IHG further, the staff shortage issue was highly significant leading to its fall of share by 4% to £4,383p (Hunt, 2022). To this end, it can be stated that approximately 8 in 10 UK hotels, including IHG, are facing staff shortage challenges. Therefore, this can be discovered with the potential strategic implementation by leveraging the employee engagement standards and their morale through sound compensation packages at large. 
[bookmark: _Toc189658776]Reasons behind Staff Shortages 
[bookmark: _Toc189658777]Brexit and changing immigration policies of the UK 
Brexit has played a significant role in increasing the staff shortages in the UK hospitality industry. According to a study by Buckingham Legal Associates (2024), the new immigration policies of the UK have critically focused on skilled labour by neglecting the skill gap in the industry. Since most hospitality business firms relied on the EU countries for employees, including chefs, waiters, and hotel personnel, Brexit has significantly limited this scope and consequent declining service quality, followed by reduced consumer confidence in the industry (Insight Hospitality, 2023). Thus, UK business owners have faced significant difficulties in hiring staff, thereby causing reduced service quality over time. 
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Figure 2: Migration of employees and hospitality staff shortage post-Brexit between 2012 and 2020
Source: (Whyte, P., 2022)
[bookmark: _Toc189658778]Covid-19 pandemic 
The UK hospitality industry has been hit hard by the pandemic's impacts with a limited consumer spending scope amounting to 11% (ONS UK, 2021). In 2021 further, the hospitality output was 21% compared to 2019 while the economy fell by 2% between 2020 and 2021 (Hutton et al., 2022). Also, a study by UK Hospitality (2023) has noted that vacancies in the UK hospitality sector have increased by 83%, which is higher than any other major employer sector in the UK. Apart from this, employees found limited career development opportunities and growth in the sector during the pandemic, which led to huge staff shortages in the pre-and post-pandemic period. Thus, the pandemic has thwarted a detrimental impact on UK hotels like IHG’s considerable staff shortages. 
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Figure 3: Vacancies in hotels difficult to fill
Source: (ONS, 2021)
[bookmark: _Toc189658779]Changing perception of the hospitality industry 
Over the years, the UK hospitality industry has faced significant challenges based on employers’ perception of providing limited wages, unflexible working hours, and reduced career progression opportunities. A report by OBAG (2024) has found that 20% of UK adults believe the hospitality industry is unappealing to work in while working environments are poor, followed by the use of unsocial and unpredictable shift patterns at large. These perceptions also contribute to the ongoing staff shortage issues at IHG in attracting and retaining talents effectively. 
[bookmark: _Toc189658780]Consequences of Staff Shortages on IHG 
[bookmark: _Toc189658781]Operational issues 
The impact of UK hospitality industry staff shortages on IHG is significant since it detrimentally impacts the operational workflow and feasibility of the firm. According to Hunt (2022), IHG has faced a significant recruitment crisis with no sign of easier recovery. This staff shortage at hotels like IHG has also led to reputational damage due to service quality decline and limited consumer confidence in the hotel. This consequently has led to both consumer and staff dissatisfaction based on high workloads and lacking personalised services respectively. Thus, these issues have significantly impacted IHGs core operational feasibility at large. 
[bookmark: _Toc189658782]Financial implications 
The financial implications of the UK hospitality industry, including hotels like IHG, are detrimental based on labour shortages, amounting to £21 billion in lost revenue (Banham, 2022). To maintain a feasible supply of labour further, hotels like IHG have critically focussed on increased wages amidst high production costs, which can detrimentally impact the operational costs of the firm over time. 
[bookmark: _Toc189658783]Potential solutions to mitigate staff shortage issue in IHG 
[bookmark: _Toc189658784]Enhancement of employee value proposition 
To overcome this staff shortage issue, IHG needs to foster talent acquisition and retention strategies to improve overall employee and client experiences (Mckinsey, 2023). By providing the staff with attractive compensation packages and career progression opportunities, followed by flexible working shifts, hospitality firms like IHG can foster a positive working environment, leading to enhanced job satisfaction levels of employees and reduced turnover rates. 
[bookmark: _Toc189658785]Technological integration
Implementing technology solutions can help hotels like IHG mitigate the work pressure and consequent staff shortages. Self-service kiosks can help hospitality industry clients stay more integrated with the digital check-in systems while considerably reducing manual labour over time (Chemmanur, 2024). However, IHG needs to create a stringent balance between technological maneuver and staff contribution to maintain overall consumer satisfaction standards in the long term. Thus, IHG can potentially mitigate the staff shortage issue over time. 
[bookmark: _Toc189658786]Method
In this study, qualitative secondary data will be used to explore the staff shortage issue in IHG and the entire UK hospitality industry. This study will be based on exclusive secondary datasets, retrieved from the reliable governmental websites, Google Scholar and ProQuest. These empirical datasets will help the researcher identify and assess the hospitality industry challenges regarding staff shortages in the UK by highlighting the IHG hotels. This study will undertake a positivist research philosophy that provides an in-depth approach to this research while highlighting the qualitative research approach based on its flexibility and analytical capabilities (Pearse, 2021). Apart from this, it has taken up deductive research design with an exploratory research strategy since it provides transparency to the research along with time efficiency and theoretical validation to a greater extent. Also, for the analysis, this study incorporates the thematic analysis method to interpret the collected data patterns to ensure corrective patterns of the data at large. It is also highly beneficial for the researcher since it facilitates a potential evaluation of concepts and phenomena to help the research audience integrate with the core research contexts more effectively (Braun and Clarke, 2024). Thus, by leveraging this methodology, the staff shortage issue of IHG can be extensively understood with possible recommendations in the future. 
[bookmark: _Toc189658787]Theme Impact Analysis 
Staff shortage has been one of the most significantly detrimental issues in the UK hospitality industry that affects hotels like IHG over time. To this end, A PEST analysis can be used further to provide comprehensive mitigative strategies for this challenge. 
[bookmark: _Toc189658788]Political factors
From a political perspective, Brexit and considerable changes in the UK immigration policies have significantly impacted the growth of the UK hospitality industry based on the staff shortage issues. Due to Brexit, skilled labour transfer is restricted from the EU, which creates a visible gap in the service quality of the industry, including IHG hotels (Farazad, 2020). Further, the political instability of the UK and sudden changes in immigration policies can lead hospitality staff to lack interest, thereby straining the talent pool significantly over time. To this end, hotels like IHG need to foster potential training efficiency in the staff to help them cater to the changing political environments and increase the industry standards more effectively.
[bookmark: _Toc189658789]Economic factors 
Regarding economic factors, fluctuations have led to consumer spending in the hospitality industry. Geopolitical events like the COVID-19 pandemic and consequent lockdowns have severely affected the hospitality industry's revenue scale, while issues like the cost-of-living crisis have lowered individuals’ disposable income capability, thereby lowering the overall coverage of industry growth at large. Also, most UK hotels like IHG have cut 10% of their corporate staff since it faced a significant loss of £220 million during the pandemic (Hancock, 2020). This also shows the detrimental impact of the geopolitical events on staffing and recruitment policies, leading to concurrent staff shortages in the UK hospitality industry at large. To this end, hotels like IHG need to enhance employee wages and potential career development scopes and training for the staff to enhance their engagement in the workplace and optimise productivity. 
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Figure 4: Impact of the pandemic on the UK hotels
Source: (Statista, 2020)
[bookmark: _Toc189658790]Social factors 
From the societal perspective, UK hospitality staff are facing the significant challenge of low pay and limited career progression opportunities. In the industry, however, hotels like IHG have faced limited staff based on demographic shifts reducing the availability of workforce over time. Apart from this, limited flexibility to share workloads has also reduced the work-life balance of the hospitality staff of the UK, thereby leading them to lose interest in their respective job profiles at large (CIPD, 2023). Continuous shifts and limited employee training and development opportunities can significantly lower the firm’s capability of attracting and retaining talent over time based on irregular working hours. To this end, it can be stated that IHG needs to create flexible working policies for the employees to retain them, thereby enhancing their job satisfaction standards to a greater extent. 
[bookmark: _Toc189658791]Technological factors 
Technological advancements have been another promising challenge in the UK hospitality industry that bears the risk of replacing human labour over time with ongoing high-end technological integration of the consumers. According to Jiwnani (2024), both automation and digitalisation trends in the UK hospitality industry have redefined operational efficiency standards while reducing manual labour and wiping out the staff shortage issue. However, the technological integration in the industry requires dedicated training benefits for the staff, which can help firms like IHG improve their operational standards and productivity over time. Besides high-end integration between the consumers and the technological privileges, IHG needs to maintain a strategic balance between the two to ensure more optimised firm outcomes in the end (AI Expert Network, 2024). Also, over-reliance on technological advancements can be challenging at times when manual labour can operate as a hallmark of the industry with high-end effective customer service benefits. Thus, it can be stated that although technological integration enhances operational efficiency, the role of manual labour is significant. To this end, hotels like IHG need to redefine the staff shortage issues with potential recruitment and retention strategies in the future. 
[bookmark: _Toc189658792]Critical reflection on the strengths and limitations of hospitality strategies of IHG 
To mitigate the staff shortage issue in the hospitality industry, it has implemented a range of strategies, which are provided with strengths and limitations. First, firms like IHG have endeavoured to increase wages with complementary benefits to the employees to attract and retain staff (Maurer, 2024). Positively, it has provided immediate relief to staff shortages. However, in the long term, it leads to tight profit margins, while financial incentives cannot be the only solution to enhance employee job satisfaction standards at large. Secondly, potential investment in the training and development scenario can help employee upskilling and development followed by career progression opportunities as a qualitative strength (IHG Group, 2022). However, it needs financial support and investments from stakeholders since the industry is highly resource-intensive as a weakness. Finally, the provision of flexible working schedules can be beneficial to attract employees for the IHG staff. It improves the work-life balance standards of the employees to ensure employee job satisfaction as a qualitative strength (Yeole et al., 2023). However, from a negative aspect, the overall management of the schedule flexibility can be complex at times to ensure potential coverage in the peak times at large. 
Conclusively, it can be stated that this study has been able to highlight the staff shortage issues in the UK hospitality industry with a specific focus on the IHG hotel. Over the years, factors like geopolitical events, conservative perception of the hospitality industry leaders about unattractive compensation packages, and limited scope for the firm’s growth have led to detrimental performance outcomes for firms like IHG. To this end, this study has generated the need for increased training and development opportunities, technological adoption trends, and flexible work arrangements for IHG to offer high-end potential solutions in the long run. 
[bookmark: _Toc189658794]Recommendations
To mitigate the staff shortage issue based on the themes generated from the PEST analysis, a list of recommendations can be provided. First, IHG needs to optimize employee value proposition to ensure employee recruitment and retention with lucrative compensation packages and fair operational privileges, followed by career development and progression opportunities (Sealy et al., 2023). To this end, training and developmental investments need to be fostered by the IHG Hotels, thereby maintaining long-term staff engagement and loyalty standards to a significant extent. Further, by developing a positive work environment, the employee value proposition can be fostered by valuing diversity and inclusivity, thereby improving the job satisfaction standards at large. Secondly, by fostering partnerships with educational institutions for personalized training and development opportunities hotel staff can gain more practical experience to leverage the operational standard and productivity to a greater extent (Sharma and Kohli, 2024). Thus, the hospitality industry’s image and reputational standards can also be upscaled to a greater extent. Thirdly, by fostering global recruitment initiatives, cultural challenges in the industry can be mitigated leading to the embracement of foreign students and staff into this sector more efficiently. Fourthly, recruitment and retention of the industry to overcome the staff shortage issue need to come from the underrepresented targeted demographics, including the disabled or disadvantageous socio-economic backgrounds, following the EDI policy (Equality, Diversity, and Inclusion) (UK Hospitality, 2024). Thus, the potential staffing needs of the firm can be mitigated, leading to more optimized performance outcomes for hotels like IHG in the UK. 
Therefore, by implementing all these strategies into the hospitality workplace, IHG Hotel can effectively address its staff shortages over time to build a stronger and more resilient workforce over time to promote future growth and sustainability at large. 
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