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WHY IS THE HOSPITALITY SECTOR
EXPERIENCING STAFF
SHORTAGES?

Employee burnout and staff shortages have been adversely prevalent in the UK industry
and 53% of the managers in the UK state that staff and company
are suffering because of shortages.

Causes:

1. Brexit
2. Covid 19

Staff shortages have been crucially affecting the existing staff as it led to:
high workloads by 73%
staff turnover by 60%.
customer service has been deteriorating by 41%
half of the customers noted longer waiting periods (PR Newswire, 2024).
The theme resonates relevancy as addressing such issues is vital for
the hotel's sustainability and brand image.

These contemporary themes are important to discuss as these challenges not only affect
the service delivery but also pose a threat to the sustainability of the hotel.
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TPB examines the link between
the attitude of employees towards their roles with a supportive
culture and how addressing their concerns can positively tackle
staffing issues.



Impact of staff shortages and
challenges within the hotel
industry

¥ MARA

After Brexit, the hospitality
vacancies surged by 72%.

48% higher than pre-COVID staff
shortage.

gE—
132,000 available roles.

A
4,000 decrease in roles in the food
industry.

UK Staff Shortage in the 11% staff shortage in the European
Union
Hospitality Industry

United Kingdom and European Union’s staff shortage




Impact of high turnover and recruiting
challenges on the operations of the hotel

With 35% employees turnover rate,
the hospitality sector in the uk now has the
highest worker turnover
rate of any industry.
The cost of this turnover to hospitality
businesses is huge.
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It is found that burnout on the role stress has a direct relationship with turnover
iIntention among employee.( Wen Et Al. 2020)
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Role conflict

Role ambiguity

uantitative role overload

Qualitative role overload

Emotional exhaustion Depersonalization

Role stress > Burnout Turnover Intention

FACTORS LEADING TO TURNOVER
INTENTION AMONG STAFF

It is crucial for hotels to note that because
of various factors such as low wages, lack
of long-term contacts, and long working
hours have affected employee engagement
and their satisfaction with the organisation.

The staff challenges and turnover intention not only affect the current
operations of the hotel but also increase the struggle
for hotels to attract qualified employees,
as a result, affects the relation with the customers and long-term sustainability.



Application to the hotel and
hospitality sector

Factors Discussion

Political The Brexit event has had a tremendous effect on the labour
market leading to the reduction of EU workers, skill shortages
and increased cost of hiring and it will continue to impact for the
next three years (BBC, 2023).

Economical The inflationary pressure noted in the UK hotels and restaurants
by 7% in 2024 and the high cost of living is enabling people to
become more price sensitive (Statista, 2024)

Social Consumers are willing to pay 15% more for a high level of
personalised services and 71% believe that personalisation allows
them to build customer loyalty (Toseland, 2024)

Technological | UK travellers are increasingly seeking hotels that optimise
advanced technologies. 71% want to foster their stay and manage
their experiences through mobile devices such as ordering food,

and check-in checkout (Oracle UK, 2022). This is suitable for
hotels that are running a shortage of staff.

Environmental | The Environment Act 2021 was established to promote
sustainability and the well-being of nature even during
organisational operations (ClientEarth, 2022).

Legal The Health and Safety at Work etc. Act 1974 forces organisations
to consider the health and safety outcomes of their employees and
compulsory policies for staff (CIPD, 2023)




Analysing the industry
response

Premier Inn invest £23 million to retain
their employees
amidst cost pressure on the company as the
company was facing a
challenging environment (FT, 2021).

A0S

the Radisson Hotel has been providing
apprenticeships, training to its staff members,
and improving staff facilities to
retain and engage its workers
(Radissonhotels, 2024)

Savoy Hotel has been focusing on improving its management facilities for employees
such as spending 300,000 euros on the team,
opening a multi-faith room, wellness room,
and spaces for its employees to meditate and rest.
The company also launched a learning and development program to retain its staff.
The salaries and benefits have also been reviewed by the firm
while focusing on improving its organisational culture
that promotes its workers.




Future policy and management options

Improved Immigration Policies
Integrate Staff Flexibility Models

Industry-Government partnership

Establishing a positive work culture and investing in
technology
to optimise the workforce




Conclusion

FIND A WAY

In conclusion, addressing staff shortages and
labor challenges in the hotel industry requires a
multifaceted approach.

Many hotel managers are facing issues with
effective guest service. However, there were
many resilient suggestions such as improvement
In Immigration policies, integrating technology,
boosting positive culture, and establishing
strong partnerships between hotels and the
government to reduce the issues of staff
shortages within the industry.




Reference

Abdou, A.H., Khalil, A.A.F., Mahmoud, H.M.E., Elsaied, M.A. and Elsaed, A.A., 2022. The impact of hospitality work environment on employees’ turnover intentions During COVID-19 Pandemic: The mediating role of work-family conflict. Frontiers in Psychology, 13, p.890418.
Ahmad, M., Khan, A. and Arshad, M., 2021. Major theories of Job Satisfaction and their use in the field of Librarianship. Library Philosophy and Practice (e-journal), 6385.
Andriushchenko, I.E., Ivanenko, T.Y., Burak, V.H., Kovalenko, G.V. and Zamferesko, 0.V., 2021. Technologies for training specialists in the hotel and catering industry in Ukraine in the context of lifelong learning. Geo Journal of Tourism and Geosites, 37(3), pp.838-843.
Bardukova, L., 2023. Navigating the Hospitality Horizon: Current Trends and Strategies for Customer Attraction and Retention in the Hotel Industry. Economics and computer science, 2, pp.88-103.
Barnes, S.J., Mattsson, J., Serensen, F. and Jensen, J.F., 2020. Measuring employee-tourist encounter experience value: A big data analytics approach. Expert systems with applications, 154, p.113450.
BBC (2023) Hospitality sector ‘anxious’ over summer staffing, BBC News. Available at: https://www.bbc.com/news/business-66021588 (Accessed: 25 October 2024).
Boundless, 2024. H-1B occupation list, Boundless. Available at: https://www.boundless.com/immigration-resources/h-1b-occupation-list/ (Accessed: 25 October 2024).
Bui, H.T., Liu, G., Ko, W.W. and Curtis, A., 2021. Harmonious workplace climate and employee altruistic behavior: from social exchange perspective. International Journal of Manpower, 42(1), pp.95-112.
CDN (2022) Ymaws. Available at: https://cdn.ymaws.com/www.ukhospitality.org.uk/resource/resmgr/2022/documents/campaigns/workforcestrategy/ukhworkforcestrategy.pdf (Accessed: 25 October 2024).
CIPD, 2023. Health and Safety at Work: Factsheets, CIPD. Available at: https://www.cipd.org/uk/knowledge/factsheets/health-safety-factsheet/#:~:text=1n%20the%20UK%2C%20as%20a,against%20accidents%20and%20ill%20health (Accessed: 25 October 2024)
CIPD, 2024. Flexible working practices: Factsheets, CIPD. Available at: https://www.cipd.org/en/knowledge/factsheets/flexible-working-factsheet/ (Accessed: 25 October 2024).
ClientEarth, 2022. The UK environment act - what is happening now? ClientEarth. Available at: https://www.clientearth.org/latest/news/why-the-uk-environment-bill-
matters/#:~:text=The%20Environment%20Act%20allows%20the,meaningful%20and%20informed%20by%20experts (Accessed: 25 October 2024)
Dachner, A.M,, Ellingson, J.E., Noe, R.A., and Saxton, B.M., 2021. The future of employee development. Human Resource Management Review, 31(2), p.100732.
Deloitte, 2021. Brexit: Travel, hospitality, and services companies Rethink Their Operational Strategies, Deloitte United Kingdom. Available at: https://www2.deloitte.com/uk/en/pages/consumer-business/articles/brexit-travel-hospitality-and-services.html (Accessed: 25
October 2024)
Faeq, D.K. and Ismael, Z.N., 2022. Organizational culture as a mediator between employee dissatisfaction and turnover intention. International Journal of English Literature and Social Sciences, 7(5), pp.95-108.
FT, 2021. Premier Inn owner Whitbread spends £23m to retain staff, subscribe to read. Available at: https://www.ft.com/content/b2b6c145-fOab-4fdd-a711-909ccffccfbf (Accessed: 25 October 2024).
Ghani, B., Zada, M., Memon, K.R., Ullah, R., Khattak, A., Han, H., Ariza-Montes, A. and Araya-Castillo, L., 2022. Challenges and strategies for employee retention in the hospitality industry: A review. Sustainability, 14(5), p.2885.
Hassanein, F. and Ozgit, H., 2022. Sustaining human resources through talent management strategies and employee engagement in the Middle East hotel industry. Sustainability, 14(22), p.15365.
Innerhofer, J., Nasta, L. and Zehrer, A., 2022. Antecedents of labor shortage in the rural hospitality industry: a comparative study of employees and employers. Journal of Hospitality and Tourism Insights, 7(1), pp.28-55.
Jenns, C. 2024. UK hotels struggle with guest retention amid cost-of-living crisis, Hotel Management Network. Available at: https://www.hotelmanagement-network.com/news/uk-hotels-guest-retention-cost-of-living/ (Accessed: 25 October 2024).
Loh, C.M., Perdana, A. and Lee, K.H., 2024. From hot pot to high tech: Haidilao’s transformation through digital technologies for sustainable business in the restaurant industry. Journal of Information Technology Teaching Cases, p.20438869241240494.

Mullins, L.B., Charbonneau, E. and Riccucci, N.M., 2021. The effects of family responsibilities discrimination on public employees’ satisfaction and turnover intentions: Can flexible work arrangements help? Review of Public Personnel Administration, 41(2), pp.384-410.
Oracle UK, 2022. UK travellers want high-tech, low-touch hotel stays New Oracle Survey shows Oracle UK. Available at: https://www.oracle.com/uk/news/announcement/oracle-hospitality-in-2025-consumer-research-study-2022-06-01/(Accessed: 25 October 2024)
PR Newswire, 2024. U.K. hospitality industry faces significant challenges amid labour shortages and employee burnout, reveals a new survey, Cision PR Newswire UK provides press release distribution, targeting, monitoring, and marketing services. Available at:
https://www.prnewswire.co.uk/news-releases/uk-hospitality-industry-faces-significant-challenges-amid-labour-shortages-and-employee-burnout-reveals-new-survey-302228153.html (Accessed: 25 October 2024).

Radissonhotels, 2024. Radisson Academy Certifications | Radisson Hotel Group. Available at: https://www.radissonhotels.com/en-us/corporate/careers/radisson-academy-certifications (Accessed: 25 October 2024).
Retailcustomerexperience, 2021. Marriott introduces contactless arrival kiosks, grab-and-go markets, www.retailcustomerexperience.com. Available at: https://www.retailcustomerexperience.com/news/marriott-introduces-contactless-arrival-kiosks-grab-and-go-markets-
2/ (Accessed: 25 October 2024).

Statista, 2024. UK restaurants and hotels inflation rate 2024, Statista. Available at: https://www.statista.com/statistics/621993/cpi-restaurants-and-hotels-
uk/#:~:text=CP1%20inflation%20rate%20for%20restaurants%20and%20hotels%20in%20the%20UK%201989%2D2023&text=The%20inflation%20rate%20for%20restaurants,percent%20in%20the%20previous%20month. (Accessed: 25 October 2024).

The Caterer, 2023. Savoy Hotel invests thousands in staff facilities amid a rise in luxury competition, The Caterer. Available at: https://www.thecaterer.com/news/savoy-hotel-staffing-invest-results (Accessed: 25 October 2024).

Toseland, M., 2024. How are customer experiences and personalisation methods evolving within the UK hospitality industry? - Pa life, PA Life. Available at: https://palife.co.uk/news/technology/how-are-customer-experiences-and-personalisation-methods-evolving-within-
the-uk-hospitality-industry/ (Accessed: 25 October 2024).

Ushakov, R.N., Kryukova, E.M., Khetagurova, V.S., Mukhomorova, I.V. and Zelenov, V.V., 2020. Efficiency of hotel management. Training of specialists in hotel industry field. Journal of Environmental Management and Tourism, 11(2), pp.388-395.

Wen, B., Zhou, X., Hu, Y. and Zhang, X., 2020. Role stress and turnover intention of front-line hotel employees: the roles of burnout and service climate. Frontiers in psychology, 11, p.36.

Xie, C., Zhang, J., Chen, Y. and Morrison, A.M., 2023. The effect of hotel employee resilience during COVID-19: The moderation role of perceived risk and challenge stressors. Tourism Management Perspectives, 46, p.101087.



