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[bookmark: _Toc212223566]Abstract
The following study is hospitality sector specific research focused on the current labour shortage issue in the British hospitality industry. The purpose of this study is to evaluate the extent to which labour shortage issues in the UK could impact service delivery of hospitality sector businesses across the nation. The study has been conducted through specifically focusing on the organisational scenario of Holiday Inn Castle Marina, Nottingham. The research has bene conducted depending on secondary data collection methodology. Required data in the study has been collected from range of online articles, reports and even online customer feedbacks for Holiday Inn Castle Marina on different online platforms. Findings of this research show that continued labour shortage in the UK due to adverse employment conditions, pandemic effects and BREXIT transition could have lasting impacts on the hospitality industry. It could not only affect current service excellence and guest satisfaction at Holiday Inn Castle Marina but also affect their service delivery capacity in long-term future. At the end of this study, range of strategic recommendations has been made for better recovery from the targeted challenges. 



Contents
Abstract	2
Chapter 1: Introduction	5
1.1. Research Background	5
1.2. Problem Statement	5
1.3. Aim and Objectives	6
1.4. Research Questions	7
1.5. Research Rationale	7
Chapter 2: Literature Review	9
2.1. Introduction	9
2.2. Reasons for Contemporary Labour Shortage in the UK Hospitality Industry	9
2.3. Impacts of Labour Shortage on Hospitality Service Delivery	11
2.4. Strategic Remedies to Resolve Labour Shortage Challenges in the Hospitality Sector	12
2.5. Literature Summary	14
Chapter 3: Methodology	15
3.1. Introduction	15
3.2. Research Philosophy	15
3.3. Research Approach	15
3.4. Research Design	16
3.5. Data Collection Method	16
3.6. Sampling Technique	17
3.7. Data Analysis Technique	18
3.8.Ethical Considerations	18
3.9. Research Limitations	18
Chapter 4: Findings and Discussion	20
4.1. Introduction	20
4.2. Data Interpretation and Findings	20
4.3. Correlation of Findings with Literature Review	27
4.4. Linking with the Objectives	29
4.5. Chapter Summary	30
Chapter 5: Conclusion and Recommendations	31
5.1. Conclusion	31
5.2. Recommendations	32
Reference List	36
APPLICATION FOR ETHICAL APPROVAL	41



[bookmark: _Toc212223567]Chapter 1: Introduction
[bookmark: _Toc212223568]1.1. Research Background
As the topic suggests, the primary purpose of this research study is to assess the impacts of workforce shortage on service delivery efficiency and quality of hospitality businesses specifically targeting the UK market scenario. The selected case study organisational scenario for this research is Holiday Inn which is a full-service multinational hotel chain owned and operated by British multinational hospitality company, IHG Group. Researching on the impacts of labour shortage on service delivery across vast international operational network of Holiday Inn is difficult as the brand operates more than 1200 hotels across the globe (Fan et al., 2025). Hence, this study has been conducted through considering the labour shortage and relevant service delivery challenges in the Holiday Inn Nottingham Castle Marina which is located at Castle Marina, Nottingham, UK. 
[bookmark: _Toc212223569]1.2. Problem Statement
Labour shortage is not just a specific issue for Holiday Inn Castle Marina but it is a common challenge for the entire parent group IHG as well as overall hotel industry in the UK. A recent market survey by the ONS (between 2023 and 2024) shows that 62% hotel businesses in the UK agreed about their challenges with skilled labour shortage(Camilleri et al., 2024). It is a strong indication that managing labour shortage is becoming a common challenge for many key players in the British hospitality industry. Even report shows that IHG also downsized its available workforce by more than 3000 employees amidst the pandemic challenges(Kumar et al., 2024). Thus, facing labour shortage in key hotel chains and brands like Holiday Inn could be a potential threat for the business. 
[image: ]
Source: TripAdvisor, 2025
Summary of review on TripAdvisor for Holiday Inn Castle Marina indicates that overall accommodation is satisfactory for guests and some are also satisfied by staff efficiency but gaps in guest satisfaction through less satisfactory staff interaction is also a notable service delivery issue to be focused on(Fan et al., 2025). Hence, this research tries to assess the root causes and impacts of labour shortage challenges on service delivery of Holiday Inn Castle Marina and subsequently recommend strategic remedies for the overall hotel chain as well as other hospitality businesses operating within the UK. 
[bookmark: _Toc212223570]1.3. Aim and Objectives
Aim – The aim of this study is to critically analyse how labour shortage impacts service delivery in the hospitality sector, considering the case of Holiday Inn Castle Marina, Nottingham.
Objectives
1. To examine the effect of labour shortage in the UK hospitality industry, especially on the operations of Holiday Inn Castle Marina. 
2. To analyse the impact of staffing challenges faced by hospitality organisations on guest satisfaction, operational performance and service quality.
3. To suggest solutions for organisations like Holiday Inn Castle Marina to overcome the issue of labour shortage and improve service delivery.
[bookmark: _Toc212223571]1.4. Research Questions
Findings from this research will be focused to find logical response to the following questions, 
· How labour shortage is becoming an impactful challenge for Holiday Inn Castle Marina and overall hospitality industry in the UK? 
· How labour shortage could be impactful for hospitality sector guest satisfaction, service quality and operational efficiency?
· How Holiday Inn Castle Marina could overcome the labour shortage issues and also minimise its impacts on service delivery process?
[bookmark: _Toc212223572]1.5. Research Rationale
It is a fact that massive number of hospitality sector workforce in the UK lost their employment during the Covid19 pandemic and instability of sector has also affected interest of career aspirants to focus on hospitality sector employment even in the post-pandemic operational scenario (Kumar et al., 2024). Similar to IHG, many other reputed hospitality businesses in the UK have also lost their skilled human resources during this hazardous period and currently struggling with labour shortage as one of the primary service delivery challenges. Even it has been mentioned above that the ONS survey claims more than 62% hotel businesses in the UK to have labour shortage issue in the post-pandemicoperational era (Camilleri et al., 2024). Findings and strategic recommendations for Holiday Inn Castle Marina in this research could be equally useful for other hospitality businesses in the UK to strategically manage labour shortage issues and protect consistency of their service delivery quality and efficiency. 


[bookmark: _Toc212223573]Chapter 2: Literature Review
[bookmark: _Toc212223574]2.1. Introduction
The topic of this research tries to find correlation between labour shortage and service delivery challenges in relation to the British hospitality industry. This literature review chapter tries to provide an overview of the research topic area through shedding lights on its key components. The reasons behind contemporary labour crisis in the UK hospitality industry have been discussed and its impacts on service delivery have been further explored in light of relevant theoretical and logical arguments. The chapter also tries to explore strategies that could be useful for minimisation of the labour shortage challenges. 
[bookmark: _Toc212223575]2.2. Reasons for Contemporary Labour Shortage in the UK Hospitality Industry
According to Innerhofer et al., (2024) one of the primary reasons for the contemporary hospitality sector labour shortage in the UK is changes in the Post-Brexit visa policies for EU nationals. As per industrial reports, more than 18% workforce in the British hospitality industry before BREXIT was from neighbouring EU member states. Kwok, (2022) opined that BREXIT transition and enforcement of point-based immigration system for EU citizens coming to the UK has been a key factor for radically reducing labour supply to the hospitality sector. Sumption et al., (2022) contradicted that even announcement of the BREXIT referendum caused a sense of insecurity among existing EU labours in the UK hospitality industry and major proportion of this workforce left their jobs before BREXIT transition in 2021. 
Innerhofer et al., (2024) argued that pandemic aftershock is the biggest reason for current labour shortage in the British hospitality industry. As per ONS reports, job vacancies in the leading UK hospitality businesses in the contemporary scenario has increased by 40% to 50% as compared to the pre-pandemic scenario. Fan et al., (2025) stated that a major proportion of UK hospitality businesses depended on workforce downsizing strategy for managing their losses and operational closure during pandemic period. However, a major proportion of these workers did not return to the hospitality industry due to the sense of insecurity and uncertainty. Study by Kwok, (2022) claims that major proportion of hospitality workforce in the UK switched to logistics, retail or public-sector job roles due to better sense of stability and security. As a consequence, the British hospitality industry has faced massive gap in labour supply in the post-pandemic scenario.  
Camilleri et al., (2024) argued that labour shortage in the British hospitality industry is a result of long-term negligence and employee right exploitation by organisations. According to Sumption et al., (2022) low-wages compared to alternative sectors like retail and logistics, extended unpaid working shifts, poor work-life balance and growing prevalence of zero-hour contracts or season wise temporary employment are very common issues faced by hospitality sector employees in the UK over decades. As a result, importance and attractiveness of hospitality industry as field of employment has gradually reduced among career aspirants. Fan et al., (2025) also opined that lack of job attractiveness in the hospitality sector is reducing student enrolment for hospitality management oriented professional education and subsequently shortage of qualified and skilled workforce could be an increasingly bigger challenge for future. 
Kwok, (2022) stated that changing nature of operation is also a key reason for shortage of skilled workers in the British hospitality industry. It has been argued that hospitality sector service delivery process in the UK as well as rest of the world has been radically transforming in recent years due to increasing application of digital technology. Sumption et al., (2022) stated that digitally changing service delivery process, increasing adaptation of automated accommodation facilities, etc have been key reasons for making older employees unable to meet the changing service delivery standards. As a consequence, labour shortage will be a growing challenge for the hospitality sector with technologically mutating service delivery procedures. Camilleri et al., (2024) contradicted that low wage conditions in the UK hospitality sector amidst post-pandemic living cost crisis has been a key factor for forcing workers to find jobs in alternative sectors. 
[bookmark: _Toc212223576]2.3. Impacts of Labour Shortage on Hospitality Service Delivery
One of the most relevant theoretical concepts that could be discussed in this part of the literature to explain the correlation between hospitality sector labour shortage and service delivery issues is the JD-R Model or Job Demand-Resources Model. According to Hahang et al., (2022) the JD-R Model is a theoretical concept that defines the ways in which balance between job demand and resources could impact overall employee wellbeing. This model has two main components which are job demand and job resources. According to Camilleri et al., (2024) job demand in the JD-R model indicates the psychological, physical and emotional aspect of a job role that needs continuous efforts, such as multitasking responsibility, long work shifts, high service volume pressure, etc. On the other hand, job resource in the JD-R Model refersto personal as well as workplace related factors enabling employees to meet the demand from their job role, such as staffing adequacy, job role autonomy, managerial support, opportunity for growth and development, etc. 
Fan et al., (2025) claimed that according to the JD-R model lack of job resources caused by staffing inadequacy in the British hospitality businesses in the contemporary scenario could severely impact service delivery process. It could deeply affect staff support in peak operational hours in hospitality businesses and customer needs or complaints within service delivery process could remain unattained. Hahang et al., (2022) argued that workforce currently employed with the British hospitality industry is also struggling with unmanageable job demand due to sustaining labour shortage conditions. It is stated that the UK hospitality sector has lost a massive number of employees amidst pandemic hazards but a major proportion of this workforce has not rejoined the sector due to switching to other sectors. As a consequence, extended work shifts and inhuman workload in peak tourism seasons is becoming a more common scenario for workers and subsequently perceived service quality could further decline over time. 
Innerhofer et al., (2024) stated that increasing skill gap in the existing hospitality sector workforce with respect to digitally modernising service delivery processes is making the job-demand an impactful factor. A major proportion of existing workforce in the UK hospitality industry lacks adequate skills to suit with technologically changing service delivery procedures and subsequently it could resist hospitality businesses from updating services as changing consumer expectations. Ntounis et al., (2022) opined that it could affect customer satisfaction level in many hospitality businesses in the UK due to staff incompetence to deliver advanced service features and facilities. Sumption et al., (2022) contradicted that sustaining inhuman employment practices in hospitality sector businesses is making the situation tougher for the overall sector. Lack of work motivation among employees working with low-wage or unpaid extended shifts could increase instances of unpleasant behaviour towards customers as well. 
[bookmark: _Toc212223577]2.4. Strategic Remedies to Resolve Labour Shortage Challenges in the Hospitality Sector
According to Innerhofer et al., (2024) hospitality sector authorities in the UK must focus on standardising wage and employee rights. Exploitation of basic employment rights especially in franchise hotel chains is a commonly observed scenario across the British hospitality industry. Thus, hospitality sector authorities and even leading hospitality brands like IHG, Premier Inn and others must standardise their employment practices to protect their basic rights and meet the basic job resource requirements. Ntounis et al., (2022) stated that standardisation of employment practices, wages and employment-condition benchmarks could not only contribute in positive motivation of existing employees but also restore faith of future career aspirants as well. 
Kumar et al., (2024) opined that investment in digital skill-oriented training and development is essential for hospitality industry in the UK to bridge the widening skill gap. Camilleri et al., (2024) also argued that similar to IHG Academy community courses capable existing employees as well as future career aspirants should be offered with easy access to hospitality sector oriented professional education so that long-term continuation of skilled workforce shortage can be avoided in near future. Hahang et al., (2022) opined that promoting professional education in hospitality to future career aspirants in the UK could also gradually minimise the labour shortage caused by departure of EU labours. It will produce capable local workforce for the UK hospitality sector rather than remaining dependent on EU labour supply chains. 
Innerhofer et al., (2024) stated that for contemporary scenario, hospitality businesses in the UK could depend on HPW (high performance work culture) or functional workforce planning initiatives to minimise the impacts of labour shortage on service quality and service delivery efficiency. Employees should be provided with short-term training with multitasking skills so that workforce from idle functional units could manage workload for housekeeping and in-house service staffs in peak operational hours. Ntounis et al., (2022) contradicted that amidst skill shortage for digitally transforming service delivery processes, hospitality businesses could contemporarily depend on process outsourcing so that workforce from IT and other support industries can be capitalised to maintain service delivery consistency. 
[bookmark: _Toc212223578]2.5. Literature Summary
The above literature review chapter not only assesses the root causes of UK hospitality sector labour shortage and service delivery challenges but also provided various critical viewpoints regarding strategic remedies. The strategic resolutions to the situation stated in the above chapter not only focus on the contemporary challenges but also tries to permanently address the challenges for long-term future. The overall literature review is expected to deliver a deeper understanding of the target research scenario. 


[bookmark: _Toc212223579]Chapter 3: Methodology
[bookmark: _Toc212223580]3.1. Introduction
The following chapter provides overview of the methods that have been applied to conduct this research study. The layout and sequence of discussion in this chapter is largely in line with the flow of research onion diagram that starts from selection of research philosophy and ends at data collection and analysis stage. The chapter also sheds light on ethical initiatives and limitations of the applied research method as well. 
[bookmark: _Toc212223581]3.2. Research Philosophy
Research philosophy is methodological tool for establishing logical correlation between a research topic and its targeted reality context and there are various types of methodological options in this regard, such as positivism, pragmatism and interpretivism(Saharan et al., 2024). Positivism philosophy assesses a target scenario from the static viewpoint of associated stakeholders, interpretivism assesses a target scenario depending on subjective interpretations and pragmatism depends on active experimentation. In order facilitate this research to reach findings using secondary data, the methodology will be based on interpretivism philosophy(Taherdoost, 2021). It would be useful to assess service impacts of labour shortage in Holiday Inn Castle Marina from the viewpoint of relevant theories and subjective concepts. 
[bookmark: _Toc212223582]3.3. Research Approach
Determinant factor in methodology towards flow of a research study is referred to research approach and there are two main categories, deductive and inductive. Approach beginning from a wider aspect scenario and reaching to a specific hypothesis is referred to deductive approach. At the other end, approach starting with a hypothesis or specific scenario and producing findings relevant to wider aspect scenario is referred to inductive approach(Dzwigol, 2022). In order to conduct this study, secondary data has been collected from wider aspect and variety of contexts and finding have been focused to the specific scenario of Holiday Inn Castle Marina and impacts of labour shortage on service delivery(Taherdoost, 2021). Hence, deductive approach has been an ideal consideration for the methodology of this research. 
[bookmark: _Toc212223583]3.4. Research Design
Research design has various types, such as explanatory, exploratory, descriptive. Exploratory design explores newer topic dimensions depending on active experimentations, descriptive design assesses existing topic areas using newer hypothesis and explanatory design is used for finding cause and effective relation between research topic components(Saharan et al., 2024). The methodology of this research has been planned using explanatory design because it fosters the chances for considering labour shortage as a cause and finding its impacts on service delivery process of Holiday Inn Castle Marina. Thus, cause and effect relation between the key components of this research topic makes explanatory design as ideal consideration(Susilawati et al., 2025). 
[bookmark: _Toc212223584]3.5. Data Collection Method
The process of collecting required information in a study through interactive informational exchange with human participants or stakeholders from a targeted scenario is referred to primary data collection. Primary data collection is advantageous for up-to-date and authentic data collection for a targeted research scenario but involvement of human participants increases ethical and accessibility challenges(Dzwigol, 2022). At the other end, process for gathering information in research through ethically sourcing facts from topic relevant and valid existing studies of other researchers is referred to secondary data collection. Secondary data collection is advantageous for cost effective data gathering from the viewpoint of different researchers but finding adequate, time valid and suitable sources of information for a targeted topic can be challenging(Cheong et al., 2023). Required information in this study will be gathered depending on secondary data collection method and different online articles, researchers, IHG Annual report, online guest reviews, etc will be considered as main sources of data. Due to limitation of budget and accessibility challenges to collect data from a large number of Holiday Inn Castle Marina manager or employees secondary methodology has been applied. It also enabled the research to evaluate the impacts of labour shortage issues from different researchers’ viewpoints as well(Willie, 2024). 
[bookmark: _Toc212223585]3.6. Sampling Technique
Sampling is the technique facilitating a researcher to identify data sources from a larger population in order to collect relevant information for a research topic. It has two main categories, probability sampling for making random selection of sources without any criterion and non-probability sampling for selective inclusion of sources based on targeted criterions(Dzwigol, 2022). Selection of secondary data sources in this study has been done using non-probability purposive sampling in order to identify online information that suits the most with the targeted topic and case study scenario. It fostered the chances for selecting time valid and the most topic relevant information sources for this study. Some potential keywords that have been considered in order to find secondary sources of data include – hospitality service delivery challenges with current staff shortage, hospitality labour crisis and Holiday Inn, etc(Saharan et al., 2024). 
[bookmark: _Toc212223586]3.7. Data Analysis Technique
As the required data of this study has been sourced from range of online platforms, protecting the authenticity of data is one of the key essentialities for the data analysis process. Interpretation of findings in this study has been done using thematic analysis method which can assess facts from any form of data depending on subjective interpretation and commonsense reasoning methods(Cheong et al., 2023). Moreover, thematic analysis method does not need any kind of modification in research data for interpretation of facts and findings(Susilawati et al., 2025). Hence, it is a suitable data analysis technique for this study to protect data authenticity and accurately analyse facts from various forms of online data. 
[bookmark: _Toc212223587]3.8.Ethical Considerations
Methodology of this study focuses on range of key initiatives to avoid possible ethical challenges. First of all, the sources details of data and facts taken in the study are transparently listed and cited across discussion to validate the source and contribution of associated researchers(Cheong et al., 2023). Moreover, strict avoidance towards modification of secondary data driven facts ad information has been maintained in order to present the most authentic findings. Using websites and online platforms with data security and privacy policies have been avoided from considering as source of secondary data(Susilawati et al., 2025). 
[bookmark: _Toc212223588]3.9. Research Limitations
The applied method of this research has potential to reach meaningful findings but it also has range of limitations. First of all, the research is completely dependent on secondary data which might not be adequate for completely assessing the internal labour shortage issues and relevant service delivery impacts on Holiday Inn Castle Marina(Willie, 2024). Considering collection of primary views of Holiday Inn Castle Marina employees and managers would have been more effective for outlining the service delivery impacts of staff crisis(Taherdoost, 2021). Moreover, budget and time are also key limitations for this study to restrict the data collection process to secondary information only. 


[bookmark: _Toc212223589]Chapter 4: Findings and Discussion
[bookmark: _Toc212223590]4.1. Introduction
This chapter plays the most crucial role in this research report to present the collected secondary data and facts and subsequently interpret the findings. The chapter provides an overview of the collected data and finding with respect to the thematic analysis method. Different subjective themes have been utilised in this chapter to breakdown the research topic into multiple key areas of discussion and subsequently analyse the findings accordingly. 
[bookmark: _Toc212223591]4.2. Data Interpretation and Findings
Theme 1: Reasons behind staff shortage becoming a challenge in the UK hospitality industry 
The first area of analysis for this research is the core reasons responsible for making staff shortage an incrementally impactful issue to the overall hospitality industry in the UK. The study by Otte, (2023) proved to be a very significant source of data for shedding light in this issue and its root causes. First of all, the poor nature of employment practices and conditions in the hospitality industry have been claimed to be the primary reason for gradually decreasing public interest towards finding employment in the hospitality industry. The study also claimed that labour shortage is not just an issue for the UK hospitality industry but is also a common challenge for the global industrial context as well. Inhumane unpaid working hours, poor wage standards as compared to many other industries, low employment security in tourism offseason, etc are sustaining causes creating skilled staff shortage in the hospitality sector. However, the study by Zhong et al., (2021) evaluates the issue from a completely different viewpoint and claims it to be a key issue initiated by Covid19 and its after effects. The study claimed that many UK hospitality businesses tried to make their losses during pandemic operational freeze through workforce downsizing and it is the primary factor creating workforce shortage when service demand goes high in the post-pandemic scenario. The study also claims that economic downturn in the post-pandemic scenario make the poor wage standards of the UK hospitality industry more prominent to its employees and people were already in fear of job uncertainty as well. As a consequence, a major proportion of hospitality sector workforce has been eventually forced to find employment in other industries like retail and logistics which are offering comparatively better wage standards and job security. This study also indicated BREXIT transition immediately after pandemic situation turned the situation to worse by limiting the availability of EU labour supply. It can be interpreted from this part of discussion that staff shortage is a result of long-term employment condition of workers in the UK hospitality industry but the situation turned to worse after the pandemic scenario. 
Theme 2: Immediate and projected long-term industrial impact of the issue 
The study by Simpsom, (2021) is one of the most crucial sources of secondary data to shed light on the short-term and long-term effects of labour shortage issue in the British hospitality industry. This study has taken reference from the case study of IHG and Premier Inn and states that limitation of service delivery capacity of hotels in the post-pandemic recovery of demand conditions is the immediately visible effects of staff shortage. The study also states that demand for professional education in hospitality management in the UK has drastically declined in the post-pandemic scenario which could be a bigger challenge for causing skilled staff shortage in long-term future. According to this study, IHG as a premium hospitality service business experienced service value decline due to staff shortage while serving returning business travellers in the post-pandemic scenario. The study by Otte, (2023) also states that average staff availability and service delivery capacity of the overall British hospitality industry has reached to the “all time low” limit in 2023 as a result of persistent staff shortage. According to this study, even two years after the pandemic scenario most of the leading Uk hotel businesses have bene able to regain their usual manpower strength and service delivery capacity due to labour shortage in the overall market. It can be interpreted from this part of analysis that labour shortage is not just a contemporary issue but it could also have lasting impacts on the service delivery capacity and productivity of the British hospitality industry. Shortage of talented professionals in future could be the biggest threat in this regard. 
Theme 3: Implications of service delivery caused by staff shortage 
This part of the discussion tries to analyse the implications of staff shortage for internal service delivery process of hospitality businesses in the UK. One of the key secondary data sources to be discussed in this regard is the industry report by Hancock, (2021). According to this study, staff shortage is not only affecting overall guest serving capacity of hotels in the UK but also forcing them to cut down services that required additional manpower support. The study claims that even premium hospitality brands like IHG and Marriott across the UK have bene observed to refuse availability of value-added services due to inadequacy of staff. The study also states that staff shortage has also been responsible for decline in accommodation quality and service responsiveness of hotels across the UK. Customer complaints about unchanged bedsheets, check-in delay, unattained service requests, etc has drastically increased during the post-pandemic era in many reputed hostel chains due to shortage of employees. On the other hand, discussions from the study of Sinclair, (2021) also claim that hospitality industry in the UK has also experienced service delivery issues due to staff shortage in the supply chain industries. One of the key examples that has been stated in this regard is the official declaration by Holiday Inn and Crown Plaza hotel managers (both IHG hotel brands) about inconsistency of towel and linen outsourcing operations due to staff shortage of laundry service providers. The study by Zhong et al., (2021) claims that staff shortage conditions in the hospitality industry is also causing service delivery challenges through having adverse motivational impacts on existing workforce only. According to this study, inhumane workload and extended shifts as a result of staff shortage in hotels is eventually causing motivational and wellbeing decline among existing employees and subsequently unpleasant behaviour towards customers by staff is also becoming a common implication. 
Theme 4: Relatedness of staff shortage issues with Holiday Inn 
It could be a crucial matter of analysis that how staff shortage issue in the UK hospitality industry is relevant to the overall organisational scenario of Holiday Inn. According to the report by Makortoff, (2020) Holiday Inn faced significant revenue decline in peak pandemic phase due to being one of the leading hotel chains in the UK and the business responded to the situation by laying-off a significant number of employees. It resulted staff shortage when the business started to grow its service capacity in the post-pandemic era. The below provided figure from the annual report of IHG shoes that Holiday Inn is one of the main hotel chains to be added with 47 new hotels with more than 9400 rooms between 2023 and 2024. However,labour supply to Holiday Inn is not in line with its service capacity growth initiatives which eventually increases the severity of staff shortage issues. 
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Source: IHG Annual Report, 2024
The study by Sinclair, (2021) also indicates adverse service delivery conditions created by staff shortage in Holiday Inn. According to this study, managers form reputed IHG hotel chains like Holiday Inn and Crown Plaza agreed about declined service responsiveness and consistency due to staff shortage in internal operation system as well as external support and supply chain industries as well. The study by Simpsom, (2021) also stated that multiple Holiday Inn hotels have bene observed to cut off additional service features due to staff inadequacies. It can be interpreted from the above discussion that staff shortage could have deeper impact in service delivery capacity and consistency of Holiday Inn and other UK hotel businesses through minimising staff availability in operation system with respect to demand conditions. 
[bookmark: _Hlk211952024]Theme 5: Staff shortage and service gaps from customer viewpoint in Holiday Inn Castle Marina
This part of data analysis section assesses random dissatisfactory customer feedbacks specifically for Holiday Inn Castle Marina in order to evaluate the impacts of staff shortage on its service delivery capacity, quality and consistency. Customer feedbacks on its official business profile and TripAdvisor profile have been considered in this regard. 
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Source: TripAdvisor, 2024
Upon observing some unsatisfied guest feedbacks on the TripAdvisor profile of Holiday Inn Castle Marina, it can be observed that staff inadequacy in different service delivery facilities is even very evident to the service users. It can be seen that customers complained with the statement “no staff to be found” which is a serious indication of service inconsistency due to poor staff availability across the operational system of the hotel. Another customer indicates very poor quality of customer service and it can be seen form the detailed review that unawareness of staff of basic policies and rude behavioural output were the primary reasons behind such unpleasant customer experience. It shows that staff inadequacy and unmanageable workload is even forcing employees with Holiday Inn Castle Marina to either avoid service responsibilities or misbehave with customers out of frustration. 
[image: ][image: ]
Source: Google Reviews, 2025
The first customer feedback for Holiday Inn Castle Marina shows that staff shortage within the hotel has further weaken job design and task allocation system as customers complaints about lack of accountability of employees towards service-related issues. The second even shows Holiday Inn Castle Marina relying on untrained and poorly skilled employees to meet service demand which eventually lead to unpleasant customer experiences. It can be interpreted from this assessment that staff shortage is a serious issue to affect service consistency and customer support quality of Holiday Inn Castle Marina and the hotel is even forced to rely to untrained workforce for meeting service demand which could lead to further decline in service quality. 
Theme 6: Different dimensions of strategic resolution to the situation 
The study Whyte, (2022) sheds light on different key strategic dimensions depending on which hotel businesses in the UK could manage the service delivery impacts of staff shortages. First of all, the study claims that hotel businesses in the UK need to restore career aspirants’ faith in the industry to encourage employment. Standardisation of wage, working hour policies and employment practices should be the primary stage in this regard so that hospitality sector workers must not find other industry jobs more secure and attractive to switch. Secondly, the study also encouraged leading hospitality brands in the UK to put efforts for promoting professional education in hospitality management and organising relevant courses in order to develop trained workforce for future. The study by Birdir&Sahilli-Birdir, (2024) claimed technological automation and optimisation to be the best solution to persistent staff shortage issue in the UK hospitality industry. According to this study, automated accommodation check-in facility, AI optimisation of energy and resource usage, Data Analytics for demand forecasting and subsequent workforce planning, etc could be the best technological solutions for UK hospitality businesses to minimise the effects of staff shortage on their service delivery system.  
[bookmark: _Toc212223592]4.3. Correlation of Findings with Literature Review
There are various key findings in the above data analysis area that strongly correlate with the facts and arguments stated in the literature review chapter. This part of the chapter sheds light on the extent to which achieved research findings are relevant to the literature review. 
For instance, according to the study of Otte, (2023) it has been found in the data analysis chapter that poor employment conditions, wage structure and practices by employers in the British hospitality industry is one of the primary reasons for gradual decline in public interest towards getting employment within the sector. It strongly correlates with the concept of Job Demand-Resources Model as this theory also claims that poor management of job resources like basic opportunity and wage could result poor work motivation among employees. According to Hahang et al., (2022) it has also been stated in the literature review chapter that poor fulfilment of basic job demand conditions in the UK hospitality industry is a major cause for reducing supply of skilled labours. 
According to Ntounis et al., (2022) it has bene discussed in the literature review chapter that even digital automation and advancements of operation in the hospitality sector can cause shortage of skilled staff due to skill deficiencies among the existing workforce. Similarly, based on the assessment of real-time customer feedbacks for Holiday Inn Castle Marina in the data analysis section, it has also been observed that deployment of untrained employees in the operation system is further adding to guest dissatisfaction due to their inability to meet basic service requirements. 
According to Fan et al., (2025) it has also been argued in the literature review chapter that abrupt workforce downsizing during pandemic and migration of this workforce to other industries for the sake of their financial survival is a major reason for massive workforce vacancy and supply gap in the British hospitality industry in the post-pandemic scenario. On the other hand, according to the study of Makortoff, (2020) it has also been found in the data analysis section that significant number of employee termination during Covid19 is a key reason for workforce shortage in Holiday Inn when it started to expand hotels and room capacity between 2023 and 2024. 
According to the study by Whyte, (2022) it has bene found in the data analysis chapter that alongside managing the current workforce crisis hospitality businesses in the UK should put efforts to promote professional education in hospitality to manage skilled workforce for future. On the other hand, according to Hahang et al., (2022) it has also been argued in the literature review chapter that investing in professional education for hospitality industry could help hotel businesses in the UK to manage adequate workforce for future irrespective of reduced labour supply from the EU region after BREXIT. 
[bookmark: _Toc212223593]4.4. Linking with the Objectives
The most prominent indicator for successfulness of a research study is the relevance of its outcomes with the targeted objectives. The extent to which the above achieved findings of this study meet the stated research objectives is explained below. 
Objective 1: To examine the effect of labour shortage in the UK hospitality industry 
The first objective of this study is to evaluate the impacts of labour shortage on the British hospitality industry in light of the organisational scenario of Holiday Inn Castle Marina. That is the reason the data analysis process has been divided into multiple themes to evaluate the impacts of staff shortage from organisational viewpoint as well as wider aspect industrial viewpoint. Whereas theme 2 evaluates the short-term and long-term industrial impacts of hospitality sector staff shortage in the UK, theme 4 and 5 finds relevance of the staff shortage issue with Holiday Inn Castle Marina. 
Objective 2: To analyse the impact of staffing challenges 
The second objective of this research is to evaluate the impacts of hospitality sector staff shortage in the UK on guest satisfaction and quality of service delivery. In order to meet this research objective, theme 5 gas been specifically included in the data analysis process. In this part of data analysis, customer reviews in Holiday Inn Castle Marina have been analysed from different online platforms so that root causes to their service inconveniences can be analysed(Piso, 2022). Customer feedbacks from the profile of Holiday Inn Castle Marina on Google and TripAdvisor have bene considered in this regard to find the possible relevant staff shortage issue with guest complaints and service inconveniences. 
Objective 3: To suggest solutions for organisations 
The third objective of this research is to recommend strategic solution to the staff shortage and its adverse impacts on service delivery of Holiday Inn Castle Marina. To meet this research objective theme 6 has been utilised in the data analysis section. Strategic solutions and ideas have bene included through considering both short-term and long-term effects of the challenge. For instance, AI based optimisation of operation and workforce planning has been recommended to minimise current service gaps and cost management challenges(Morosan & Bowen, 2022). On the other hand, promoting professional education in relation to hospitality industry has also been recommended as recovery strategy for long-term future as well. 
[bookmark: _Toc212223594]4.5. Chapter Summary
Th above chapter effectively extracts multiple key facts and findings which could build logical links between staff shortage and service delivery issues in Holiday Inn Castle Marina as well as the overall British hospitality industry. Alongside showcasing and interpreting the collected secondary data, the chapter also illustrates the relevance of achieved findings with the facts and arguments included in the literature review chapter. The chapter also justifies meaningfulness of the research findings through critically explaining their relevance with the initially targeted research objectives. 


[bookmark: _Toc212223595]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc212223596]5.1. Conclusion
In case of summarising the ultimate findings from this study, it can be stated that staff shortage might seem like a smaller aspect challenge for the contemporary hospitality sector in the UK but could have more severe impacts for future. Analysing the impact level of staff shortage issue for the overall British hospitality industry is one of the key purposes and objectives of this study. It can be said that staff shortage can be significantly impactful for all sizes of hospitality businesses operating within the UK especially the large-scale branded hotel chains. According to a study, over 2.18 million hospitality sector employees have been relieved of their job roles between 2019 and 2021 as a result of pandemic challenges(Papadopoulos et al., 2021). The study shows that a major proportion of this workforce never returned to the hospitality sector employment due to seeking better wage structure and employment security in alternative industries. It can be concluded form this study that BREXIT transition and Covid19 might have taken the staff shortage issue to its peak level for the British hospitality industry but it is the result of long-term exploitation of basic employment rights and conditions(Piso, 2022). 
The findings of this study show that staff inadequacy could have both short-term and long-term implications for businesses in the UK hospitality industry. According to the findings of this study, very slow recovery of service delivery capacity and inability for effectively meeting guest expectations in the post-pandemic scenario are the primary and immediate industrial effects of staff shortage for the overall hospitality industry(Walker & Nickson, 2025). The findings of this study shed light on the fact that even branded hotel chains like Holiday Inn and Crown Plaza have bene forced to cut off value added service features and facilities due to inadequacy of employees in the operation system. From the findings of this study, it can also be realised that persistent labour shortage in the UK hospitality sector is making it difficult for the businesses and their existing workforce to meet customer expectations and basic service delivery standards. Continuation of extended work shifts, poor work-life balance and inhumane workload due to staff shortage is affecting work motivation, wellbeing and behaviour output of existing employees towards service users(Morosan & Bowen, 2022). 
It can also be concluded form this study that persistent labour shortage could also have long-term effects on the British hospitality industry. The findings of this study shows that post-Brexit visa complication has cut off nearly 16% to 18% labour supply to the UK hospitality sector from the EU origin(Walker & Nickson, 2025). Moreover, declining interest of future career aspirants in hospitality sector oriented professional education is making it tougher for businesses to get adequate supply of skilled labours in long-term future. Even assessment of customer feedbacks for Holiday Inn Castle Marina shows prominent indication about impacts of staff shortage on service delivery excellence and consistency(Janta &Ladkin, 2024). It has bene found that growing workload have made many customers face unpleasant behavioural output from the employees. On the other hand, it has also bene observed that customers faced issues with lack of service accountability and unattained complaints due to inadequate staff allocation in different service delivery areas. It can be certainly concluded from the study that labour crisis challenges in the UK hospitality industry could be highly impactful to affect service delivery capacity and customer satisfaction at Holiday Inn Castle Marina. 
[bookmark: _Toc212223597]5.2. Recommendations
Based on the findings of this study, range of recommendations could be mentioned for recovery of Holiday Inn Castle Marina and other hospitality sector businesses in the UK from the short-term and long-term effects of labour shortage. Based on the findings of this study, it has bene observed that staff inadequacy in different service delivery aspects and operational areas has caused guest inconveniences within Holiday Inn Castle Marina. Even the findings of this study indicate reputed IHG hotel chains like Holiday Inn and Crown Plaza to cut off value added service facilities due to staff crisis. Thus, AI based optimisation of operation and subsequent workforce planning is highly recommended for the business to make optimum utilisation of the available workforce in the present operational scenario(Magnini et al., 2024).
AI and Data Science based optimisation of peak operational hours, personalised predictive housekeeping, guest preference and occupancy tracking and demand forecasting could contribute in accuracy of workforce planning and allocation within the operational system(Papadopoulos et al., 2021). It will help Holiday Inn Castle Marina and other similar businesses to flexibly vary in-house staff allocation in different key service areas as per requirements and service usage behaviour of guests. It will help businesses to overcome service capacity and delivery limitations to a certain extent through making optimum use of available workforce(Morosan & Bowen, 2022). 
Another key strategic remedy for Holiday Inn Castle Marina and other UK hotel businesses could be AI automation of generic operational and service areas. Implementation of smart front-desk kiosks, mobile based check-in procedure, Chatbot or AI virtual assistant based internal service support, IoT sensor-based amenity maintenance tracking, service robots in restaurants, etc could be futuristic solution to the modern service delivery process in hotels(Walker & Nickson, 2025). Thus, adaptation of such automated service delivery features could Holiday Inn Castle Marina and any other hospitality businesses in the UK to avoid the need of extensive staff allocation in operation system even in peak tourism seasons(Janta &Ladkin, 2024). 
According to the concept of JD-R model, it has bene learnt in this research that balancing basic job demand with adequate resources is necessary for managing stress and work motivation among employees. In case of Holiday Inn Castle Marina, it has bene specifically observed that multiple guests have complained about unpleasant staff behaviour in critical operational challenges(Grigoryan, 2024). It indicates building level of frustration among employees due to growing workload amidst labour shortage. Thus, Holiday Inn as a wholistic hotel chain must revise its employment practices and policies with adequate reward and wellbeing support for employees. Valid pay for working hour extensions, introduction of flexible working hour scheme, wellbeing support, etc will be necessary adaptations in tis regard to keep the available workforce motivation and loyal(Magnini et al., 2024). 
As Holiday Inn Castle Marina and other UK hospitality businesses have been recommended digital enhancement of service delivery processes, enhancing digital skills among support employees would also be necessary(Papadopoulos et al., 2021). Thus, investment in staff training in order to make them capable of using these digital facilities to deliver quality services to the guests is highly recommended. From customer reviews, it has bene clearly observed that Holiday Inn Castle Marina has been deploying untrained employees in service delivery operations due to shortage of skilled labours and it is causing implicating experiences for guests as well. Thus, employees must be properly trained and given with multitasking skills for retention of standard service delivery capacity and efficiency(Janta &Ladkin, 2024). 
Developing skilled workforce for future by overcoming lack of interest among youth towards professional hospitality education is a necessary need for the overall UK hospitality sector to avoid long-term implications of labour shortage(Grigoryan, 2024). Holiday Inn Castle Marina can make effective use of the IHG Academy from its parent company to develop its workforce for future. Local community youth across the UK could be offered with graduation and hospitality apprenticeship options in the IHG Academy with post-course placement options so that skilled workforce for future can secured(Walker & Nickson, 2025). 
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	Confidentiality: Confidential information refers to information that can be related to an identifiable individual, whether living or deceased, which is not in the public domain and which is given with the expectation that it will be kept confidential.  Under Common Law when an individual entrusts a researcher or research team with confidential information, the team must handle this in line with ‘reasonable expectations’. In other words, confidential information should only normally be shared when there would be ‘no surprises’ for the individuals concerned. Where participants would not expect the researcher to be sharing their confidential information with others, researchers can manage their expectations by informing them of their intentions (e.g. in the participant information sheet or during discussions about participation) and asking them if they are happy with these plans. They should understand what is being proposed and what this might mean for them, before they decide whether the researcher can share their confidential information with others.  

	Please detail how you will treat confidential information:

	12
	



(this box should expand as you type)

	Copies of any written consent form, written information and all other explanatory material should accompany this application. If you have included these then please list the documents included here.

	13
	Sample information sheets and consent forms are available from the University ethical review intranet page at https://intranet.uwtsd.ac.uk/research/research-integrity-and-ethics


	14
	Consent form attached?
	YES
☐
	NO
☐
	N/A
☐



SECTION N: Research with Potential Military Application
	1
	Does your research have any potential military application?
	YES
	Click to continue to appendix 8
	NO
	Continue to the next section

	2
	Have you completed appendix 8?
	YES
	☐
	NO
	☑



[bookmark: SEC_O]SECTION O: Use of Artificial Intelligence Tools
	Use of generative AI and other AI-based tools
There are a number of ethical issues relating to the use of generative AI and other AI-based tools, including data security, output bias, and output errors. In general you should assume that any generative AI or other AI-based tool that you pay to use is more secure and accurate than one which is free to use.

Will the research use AI tools to do any of the following:
	YES
	NO
	N/A

	1
	Capture data?
	☐
	☑
	☐

	2
	Generate and/or edit text?
	☐
	☑
	☐

	3
	Generate graphics?
	☐
	☑
	☐

	4
	Generate video?
	☐
	☑
	☐

	5
	Generate sound/music?
	☐
	☑
	☐

	6
	Generate code?
	☐
	☑
	☐

	7
	Generate synthetic data?
	☐
	☑
	☐

	8
	Analyse data?
	☐
	☑
	☐

	9
	Analyse personal or sensitive data?
	☐
	☑
	☐

	10
	Classify data?
	☐
	☑
	☐

	11
	Do you intend to use the free version of any AI tools?
	☐
	☑
	☐

	If you have answered YES to any of questions O1-O11, please provide justification detailing why this is necessary for the research.  

	12
	



(this box should expand as you type)




Section P: Research Data Management Plan

	1
	Data Summary

	The research will only consider secondary data collected from reliable and reputed online platforms like IHG Annual Report, TripAdvisor, BBC, the Guardian, etc. 


	2
	Responsibilities

	The researcher only will have the data management rights and access. 


	3
	Assessment of existing data

	Reports by the BBC, The Guardian and even customer feedbacks on TripAdvisor profile of the case study hotel will be considered. 


	4
	Management and curation of data

	The data will be collected in its original form and as per the principles of thematic analysis facts will be presented in their authentic form. 


	5
	Quality assurance of data

	Modification or tampering of collected facts and information will be strictly avoided to ensure optimum quality management for collected secondary data. 


	6
	Short-term data storage

	The data will be stored in password protected personal computer of the researcher. 


	7
	Long-term data storage and preservation 

	The collected data will be deleted after 6 months from the research completion date. 


	8
	Documentation and metadata

	Data presentation will be done using MS Word document. 


	9
	Data sharing

	The research is based readily available online secondary data and subsequently scope for data sharing will be minimal. 


	10
	Copyright and intellectual property ownership

	N/A


	11
	Resources

	N/A




SECTION Q: Risk Assessment 

	
Outline any anticipated risksthat may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.

	1
	Full risk assessment completed and appended? 
	YES
	NO

	[bookmark: _Hlk152919011]
	
	☑
	☐

	Risks to participants, researchers, and the University 

	2
	Social risks: disclosures that could affect participants standing in the community, in their family and their job.
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?


	3
	Legal risks: activities that could result in the participant, researchers and / or University committing an offence; activities that might lead to a participant disclosing criminal activity to a researcher which would necessitate reporting to enforcement authorities; activities that could result in a civil claim for compensation
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?


	4
	Economic harm:financial harm to participant, researcher and / or University through disclosure or other event.
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?



	5
	Reputational risk: damage to public perception of University or the University / researchers’ reputation in the eyes of funders, the research community and / or the general public.
	YES
	NO

	
	
	☐
	☑

	Risk:



(this box should expand as you type)
	How will youaddress any risks?




	6
	Safeguarding risks: Risk to young people, vulnerable adults and / or researcher from improper behaviour, abuse or exploitation. Risk to researcher of being in a comprising situation, in which there might be accusations of improper behaviour.
	YES
	NO

	
	
	☐
	☑

	Risk:



(this box should expand as you type)
	How will youaddress any risks?




	7
	Sensitive, embarrassing or upsetting topics. If research activity may include sensitive, embarrassing or upsetting topics or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities.  
	YES
	NO

	
	
	☐
	☑

	



(this box should expand as you type)

	
	Health and safety risks

	8
	Location hazards: for example: fire; visiting or working in participant’s homes; working in remote locations and in high crime areas; overseas travel; hot, cold or extreme weather conditions; working on or by water. Also hazardous work locations, such as construction sites, confined spaces, roofs or laboratories. For overseas travel, researchers will need to check country / city specific information, travel health requirements and consider emergency arrangements as part of their research planning. In all cases the University’s International Travel Policy must be followed.
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?




	9
	Activity hazards: for example: potentially mentally harmful activities; distressing and stressful work and content; driving; tripping, or slipping; falling from height; physically demanding work; lifting, carrying, pushing and pulling loads; night time and weekend working.
	YES
	NO

	
	
	☐
	☑

	Risk:



(this box should expand as you type)
	How will youaddress any risks?



	10
	Machinery and equipment: for example: ergonomic hazards, including computer workstations and equipment; contact with electricity; contact with moving, rotating, ejecting or cutting parts in machinery and instruments; accidental release of energy from machines and instruments.
	YES
	NO

	
	
	☐
	☑

	Risk:



(this box should expand as you type)
	How will youaddress any risks?


	11
	Chemicals and other hazardous substances: the use, production, storage, waste, transportation and accidental release of chemicals and hazardous substances; flammable, dangerous and explosive substances; asphyxiating gases; allergens; biological agents, blood and blood products. 
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?




	12
	Physical agents: for example: excessive noise exposure, hand-arm vibration and whole body vibration; ionising radiation; lasers; artificial optical radiation and electromagnetic fields
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?



	13
	Environmental risks: for example: accidental spillage of pollutants, damage to local ecosystems
	YES
	NO

	
	
	☐
	☑

	Risk:


(this box should expand as you type)
	How will youaddress any risks?






SECTION R: Disclosure and Barring Service

	Disclosure and Barring Service

	1
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	
	Does your research require you to hold a current DBS Certificate?
	☐
	☑
	☐

	2
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	




[bookmark: SEX_S]SECTION S: Declaration
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Policy which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/


	1
	Name of applicant
	

	2
	Electronic or written signature of applicant:
	

	3
	Date
	

	4
	Name of Director of Studies
	

	5
	Electronic or written signature of Director of Studies:
	

	6
	Date
	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	1
	☑
	I have read the guidance notes supplied before completing the form.

	2
	☑
	I have completed all relevant sections of the form in full.

	3
	☑
	I have attached a copy of the Participant Information Sheet (PIS) or Consent Form

	4
	☑
	I have attached a completed copy of the Trusted Research and Innovation Checklist (where applicable)

	5
	☑
	I have attached a full risk assessment (where appropriate) 

	6
	☑
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice

	7
	☑
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Data Management Policy

	8
	☑
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Export Control Policy

	9
	☑
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Open Access Research Policy

	10
	I have completed the following appendices:
	1
	☐
	2
	☐
	3
	☐
	4
	☐

	
	
	5
	☐
	6
	☐
	7
	☐
	8
	☐



	
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.
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No staff to be found!!

Came in to the hotel and found it was under going a refurb. There was a bus blocking the car park,
and we found it difficult to find a space. Then we went in to the hotel through a fire exit. There was no
one at reception and we couldn’t find any staff in the hotel. We went to the bar, and there asked
there. There was about 20 people waiting for a drink and one poor guy trying to manage everything.
It took us over 40 minutes from arrival, to be able to get into our room. Appalling service and very
disappointed. Would avoid while refurb is going on, and would recommend hotel get more staff.
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Very poor customer service

Very poor customer service. The staff have no idea about their customer policy. Booked 2 rooms for
4 adults and 2 children (17 and 17) and when we checked in they told us we couldn’t stay because the
17 year olds needed to be accompanied by a parent. As this was not stated in the policy as the
policy only stated you have to be accompanied by an adult. Staff were very rude when they realised
their mistake and did not even apologise, instead threatened us. Won’t be staying here again.

Date of stay: March 2022
Trip type: Traveled with friends
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Tejashree Todkari 1 / 5
2 months ago on G Google

| stayed at Holiday Inn Nottingham and had a very disappointing experience. While | was out of the room,
the cleaning staff threw away my Nike trainers which were placed neatly in a shopping bag. What's
shocking is that the shoes had been in the same spot, in the same bag, for 3 days without issue — but on

the 4th day they were discarded without my consent.
Since then, | have been trying to reach out to the team regarding this incident, but I've received no real

response. Instead of addressing the issue, they have been making excuses and dodging the complaint.
This shows a serious lack of security and accountability, and | felt that the treatment | received was
careless and dismissive. For a hotel brand of this reputation, | expected much better. Very poor
experience.
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Poorly managed. Untrained staff. Awful check-in. Unhelpful to disabled. Food rubbish. Breakfast unstocked.
Overpriced. Cleaners banging on door before 9 to clean the room. Check out at 11. Fully stocked mini bar not
stocked. Feel totally ripped off.
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Holiday Inn Nottingham, an IHG hotel, is praised by many travelers for its
clean, comfortable rooms and modern atmosphere, although some find it
lacking in distinctiveness. Guests commend the variety of amenities,
including generous breakfasts and convenient parking, while noting
occasional minor maintenance issues.

The value is generally seen as reasonable, despite some hidden costs
and overpriced restaurant items. Service earns mixed reviews; many find
the staff friendly and efficient, though a few report less satisfactory

ns.

Reviews

Atmosphere
Generic

Value

Reasonable

Service
Friendly





image2.png
Hotels

Rooms

Change over Change over
At31 December 2024 2023 2024 2023
Analysed by brand
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InterContinental 227 5 73784 284
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Kimpton 77 1) 14,031 310
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Crowne Plaza 415 7 13,624 1392
EVEN Hotels 33 7 5,082 1151
Holiday Inn Express 3,237 66 343,957 7640
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