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Abstract
This study examines the causes, effects, and best mitigation measures for staff shortages and employee burnout at Crewe Hall Hotel and Spa, a luxury hotel in the UK. Employee burnout and excessive turnover have become a growing area of concern in the hospitality industry, particularly in the post-pandemic environment. The above concerns greatly affect the quality of service, employee morale, employee retention, and the overall efficiency and experience of customers in the hospitality industry. The study is qualitative, as secondary data are examined through the thematic analysis of employee comments, guest reviews, and industry reports. The data revealed three major themes: workload pressure, lack of career progression, and poor work-life balance, which are core to the aspects of burnout and staff shortages. The present findings align with the existing literature, as it has also been noted that excessive workload pressure, inability to develop professionally, and work-life imbalance are key factors contributing to employee disengagement and attrition in the hospitality sector.
It is also evident in the study that burnout and short staffing at Crewe Hall impose heavily on the quality of services and morale among the employees. Guest reviews identified understaffing and employee fatigue as the primary causes of delays, service delivery errors, and inconsistent customer experiences. In line with this, Toker (2024) and McCartney et al. (2022) claim that burnout and high turnover rates lead to inconsistencies in the provided services, resulting in a drop in customer satisfaction. The workers at Crewe Hall complained of low morale, job dissatisfaction, and emotional fatigue, which further perpetuated the high turnover and poor performance cycle.
Although various strategies for retaining employees were identified, including training programmes, well-being initiatives, and employee recognition systems, the research revealed that these initiatives were often perceived as insufficient or inconsistent. Employees believed that training programmes did not adequately focus on their long-term career growth and that well-being programmes were inconsistent and inadequate to address the high levels of burnout observed at the hotel.  Based on these results, the study suggests several strategies that may be employed to address the issues of burnout and employee turnover at Crewe Hall. Among these strategies are strategic staffing models that enable sufficient staffing during busy periods, well-defined career progression paths, and comprehensive well-being programmes that are regular and inclusive. Also, more substantive employee recognition programmes should be developed within the hotel to increase employee morale and participation.
Overall, the study emphasises the need to implement comprehensive retention strategies that target the causes of burnout and staffing shortages. With the emphasis on the well-being of employees, their career management, and recognition, Crewe Hall will be able to establish a more sustainable working environment, as well as increase employee satisfaction and the quality of the services provided. The findings also provide valuable insights to the hospitality sector, offering viable solutions to issues of employee disengagement and turnover, which can benefit both hotel staff and management.
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Introduction
The UK’s hospitality industry regularly struggles with a lack of staff and retaining employees, which leads to poor service quality and increased employee turnover. As a result of the pandemic, existing issues have become even more complex because guests now expect more, there is less available staff, and there is much more to do. A good example of these common concerns can be found at Crewe Hall Hotel and Spa, a renowned and luxurious retreat in Cheshire, operated by QHotels. While the hotel is well-known for its excellent service, it has experienced high staff turnover, particularly in operational and frontline roles. This study examines the obstacles to staff wellbeing, burnout and retention faced at the hotel during a placement period.
As the placement progressed, I observed that issues such as frequent turnover and staff shortages were affecting both the quality of services and the overall mood among employees. Within months of starting, many senior employees decided to leave, primarily due to a heavy workload and limited opportunities for advancement. The trends observed in these studies are also mentioned in recent reports, such as those by Wen et al. (2020), who link burnout and a poor work environment to higher turnover intentions among hospitality employees. For this reason, this study will examine how these issues manifest at Crewe Hall Hotel and Spa and explore potential solutions to address them in practice.
This research is important due to the growing need to address instability in the hospitality labour force. High turnover is costly, as it increases the need for training and hiring, which can damage the brand’s reputation and disrupt the way customers are served. Failing to resolve issues of burnout can, over time, lead to inefficiencies in daily tasks and a decrease in motivation among workers. As it is limited to the case of a single hotel, the study highlights what is required to manage frontline workers and provides valuable insights into ways to help employees stay engaged on the job.
The aim is to find out the reasons behind staff shortages and burnout at Crewe Hall Hotel and Spa and to offer ideas to help employees and improve the hotel’s services. To support this aim, the study is guided by the following research questions:
What are the primary causes of staff shortages and employee burnout at Crewe Hall Hotel and Spa?
How do staff shortages and burnout impact service quality and employee experience in the hotel?
What effective strategies can be adopted to mitigate burnout and improve employee retention within this hospitality setting?
Based on the questions, the study is guided by the following questions:
To identify key factors affecting staff wellbeing and contributing to high turnover at Crewe Hall Hotel and Spa.
To assess the impact of staff shortages and burnout on service quality and operational efficiency within the hotel.
To recommend effective and realistic strategies to improve staff retention and reduce burnout.
This topic is particularly useful for managers and HR staff, as it helps them maintain a strong team while delivering exceptional service. The research collects information through academic studies, industry reports, and publicly accessible documents from organisations. Although it is forbidden to hold direct interviews or surveys, the information will be gathered through analysing published papers and sector studies. The research aims to benefit the field of hospitality by providing evidence-based suggestions tailored to Crewe Hall Hotel and Spa.




1. [bookmark: _Toc200590231]Literature review
[bookmark: _Toc200590232]2.1 Introduction 
The chapter reviews existing studies related to employee well-being, burnout, and worker retention in the hotel industry. According to Robinson and Leigh (2025), the review's structure begins with general trends and proceeds to specific gaps explored in this study. The goal is to examine Crewe Hall Hotel and Spa’s challenges in the entire industry and use reliable strategies to guide the study’s advice.
[bookmark: _Toc200590233]2.2 UK Hospitality Sector and Workforce Challenges 
Retaining employees in the hospitality sector remains a challenge because the industry is known for having a high turnover rate (Camillo, 2015). While an employee shortage is a problem in most countries, it is particularly severe in the UK since Brexit and the pandemic (Mohsin, Brochado, and Rodrigues, 2023). Situations in the labour market worsened due to COVID-19, as the pandemic caused many people to lose their jobs, experience increased stress, and seek fewer frontline roles in the hospitality industry (Grey et al., 2022). They found that a strong connection between employees and their workplace and surroundings has a big impact on employees’ decision to remain in their roles. A significant amount of staff turnover in the hospitality industry leads to low service quality, increased expenses on training new staff, and unhappy customers (King and Tang, 2020). Mohsin, Brochado and Rodrigues (2023) indicate in the International Journal of Contemporary Hospitality Management that housekeeping, food and beverage, and spa jobs in hotels are among those with the highest staff changes. UK hotels are therefore working on ways to retain their staff; however, data points out that these measures are not reliable and often receive little attention within each hotel.
[bookmark: _Toc200590234]2.3 Conceptualising employee wellbeing in hospitality 
The well-being of employees strongly impacts whether they are likely to stay, be satisfied, and commit to an organisation in the hospitality industry (Deery and Jago, 2015). When well-being is low, people are more likely to experience exhaustion, disconnection from work, and plan to quit (HRM, 2020). Lynch, Filipponi, and Wallace (2024) indicate that movement-based programmes for staff wellbeing significantly reduced emotional exhaustion in healthcare environments. The well-being of employees is influenced considerably by effective leadership. Munyeka (2023) demonstrated that a specific type of leadership and an organisational culture have a significant impact on hotel employees’ emotions and their dedication to the job. Similarly, a 2021 study by Huang et al. found that employees’ self-efficacy, optimism, hope, and resilience are strongly linked to their work performance and happiness in hotels. Now, following the pandemic, it is even more crucial to prioritise mental health and wellbeing in the hospitality industry. Chen et al. (2024) noticed that hotel employees who interacted directly with guests faced a lot more stress as a result of public health requirements and new expectations from guests. The paper by Grey and colleagues (2022) highlights that isolation and quarantine in workplaces can significantly impact workers' moods and suggests offering wellbeing plans to address this issue.
[bookmark: _Toc200590235]2.4 Causes of burnout and high turnover in hotels
Many employees in hotels continue to leave due to burnout, which is a main reason for staff turnover (Zhang and Tang, 2020). In the hospitality business, employees often face excessive workloads, long working hours, stressful situations, and limited job flexibility, all of which contribute to the risk of burnout (Mohsin, Lengler, and Kumar, 2013). In particular, the need to convey joy or happiness to customers, even when not feeling that way, tends to exhaust service workers and negatively impact their retention (Chung et al., 2021). Chung et al. (2021) noted that customer incivility has a significant impact on causing burnout and increasing the likelihood of employees leaving. If workers feel alone by their supervisor and colleagues, the effects of customers’ abusive behaviour become more severe. In 2020, Zhang and Tang suggested that perceived organisational support minimises the effect burnout has on employees’ wish to leave the job. Additionally, opportunities for training and development are an important factor influencing staff turnover (Mirić and Slavković, 2023). An employee is more likely to quit if they notice there is no chance to advance or develop in their job (King and Tang, 2020). HRM (2020) also notes that having proper HRM policies helps improve wellbeing and growth, thereby reducing the likelihood of employees leaving the company.  
[bookmark: _Toc200590236]2.5 Impact of burnout and staff shortages 
When employees become worn out and many quit, the organisation’s results also suffer. Han and Hyun (2015) demonstrated that retaining employees for a long time is crucial for maintaining good service quality and customer loyalty. High levels of employee turnover can disrupt the smooth operation of services and lead to inconsistencies in the way guests are served (Toker, 2024). Many negative comments on TripAdvisor typically occur during periods of staff instability. Filling vacant positions can often result in less job satisfaction among workers. Zámečník and Kožíšek (2021), as part of their study involving Spanish hotels, discovered that people with low motivation tend to provide less valuable service and make customers less happy. Additionally, frequently replacing workers results in substantial expenses for training and hiring, which can lead to a decline in profits (Mohsin, Lengler, and Kumar, 2013). Achieving a balance between work and personal life is crucial. Deery and Jago (2015) believe that work-life conflict is a significant contributor to burnout among hospitality frontline workers. Without proper policies in place, hotels may see staff becoming exhausted and leaving their jobs.
[bookmark: _Toc200590237]2.6 Strategies for improving staff wellbeing and retention 
Research has shown several ways to improve employee satisfaction and retention in the hotel sector. Training and development are key ways to achieve goals (Mirić and Slavković, 2023). When employees are helped to develop, they are more unlikely to seek out other jobs (King and Tang, 2020). Additionally, Nkouangas (2023) reports that motivating and memorable reward systems support employee retention when they demonstrate respect for their ideals. Effective leadership matters a lot, too. If a manager emphasises employees’ welfare, rewards their efforts, and helps them grow, it can noticeably reduce cases of burnout (Munyeka, 2023). By conducting their study, Zhang and Tang (2020) revealed that supervisor-employee relations and peer relations help decrease the effects of burnout and also boost employee retention. Maintaining a work-life balance is also very important. In 2015, Deery and Jago discovered that flexible hours, policies that help families, and wellbeing programmes make employees happier and more likely to remain with their company. HRM (2020) also believes that when HRM policies are clear and helpful, this boosts employees’ wellbeing and improves retention at the same time. All in all, job embeddedness helps to maintain stability in the employment of hospitality staff (Yam, Raybould and Gordon, 2018). Actions taken to improve workers' relationships with the company and the community lower the likelihood that they will leave. Here, having stability makes a real difference because the quality of service is closely linked to the skills and experience of the staff (Mohsin, Lengler and Kumar, 2013).
[bookmark: _Toc200590238]2.7 Gaps in existing literature 
Although there is considerable information available on burnout and retention in the hospitality industry, some important topics remain to be investigated. Much of what is known comes from examining large hotel chains or broader trends, but fewer studies focus on the specific issues of a single hotel (Mohsin, Brochado, and Rodrigues, 2023). Secondly, there is limited research available on how well-being and retention methods are implemented and perceived as effective in mid-sized luxury hotels, such as Crewe Hall Hotel and Spa. Besides, although people often discuss the significance of leadership and social support, there is limited knowledge on how these are put into practice daily in hotels (Zámečník and Kožíšek, 2021). In addition to other issues, the post-COVID-19 period is presenting new problems that have not been fully studied, including changing priorities among guests, hybrid working arrangements that combine home and office, and increased demands for workers' well-being (Chen et al., 2024; Grey et al., 2022). The study focuses on these points by reviewing how Crewe Hall Hotel and Spa deals with staff wellbeing and retention. The research provides practical and research-based advice for hotel managers and human resources (HR) professionals, drawing on knowledge from the literature and insights specific to the case.
[bookmark: _Toc200590239]2.8 Summary 
This literature review has examined significant issues related to staff wellbeing, burnout, and employee retention in the hotel industry. The review highlights the interplay between leadership, organisational culture, HRM practices, and employee outcomes. Although several approaches support positive wellbeing and retain a workforce, there is still a need for more in-depth information on this subject, especially in UK mid-sized luxury hotels. Because of this, this study considers Crewe Hall Hotel and Spa as a case to suggest practical ways to improve both staff experience and business results.

2. [bookmark: _Toc200590240]Methodology
[bookmark: _Toc200590241]3.1 Introduction 
This chapter explains the research methodologies, which are taken from Saunders’ Research Onion (Orth and Maçada, 2021; Alturki and Usman, 2021). Research Onion ensures that the way we think, plan, and collect data remains coordinated. This project utilises only secondary data, as required by the university.
[bookmark: _Toc200590242]3.2 Research philosophy and approach 
An interpretivist philosophy was employed, as it was recognised that employee wellbeing, burnout, and retention have differing meanings across various contexts (Hübner, 2024).  The primary interest of interpretivism is to uncover the subjective feelings and experiences of individuals within a particular environment, such as the Crewe Hall Hotel and Spa. This type of approach would be inappropriate, as it attempts to measure things objectively and is thus limited in explaining the complexities of workplace life. 
The research also employs an inductive approach, forming ideas from the similarities found in the literature, rather than attempting to test a predefined hypothesis (Alturki and Usman, 2021). Since the project involves examining the causes of burnout and providing recommendations, induction forms the best groundwork for the inquiry.
[bookmark: _Toc200590243]3.3 Research choice 
The design for the research follows a monomethod qualitative approach, in line with the interpretivist philosophy and exploratory approach employed in the project (Sinha et al., 2018). Surveys and interviews were not conducted due to university rules. Instead, papers in leading journals, industry studies, and existing corporate reports were used to investigate the important issues.
[bookmark: _Toc200590244]3.4 Research strategy
Crewe Hall Hotel and Spa was taken as the central focus of a case study strategy. Case studies allow researchers to examine many aspects of organisations, which is why they are useful for learning about the relationship between wellbeing, burnout, and retention at a particular hotel (Orth and Maçada, 2021). With this strategy, the team can unite the general literature with the exact hurdles at Crewe Hall Hotel and Spa.
[bookmark: _Toc200590245]3.5 Time horizon 
A cross-sectional time frame was adopted, allowing the data and issues addressed by the research to relate to the current situation (Alturki and Usman, 2021). This highlights the purpose behind reviewing the current difficulties in the UK hospitality sector, as observed at Crewe Hall Hotel and Spa following the pandemic. A longitudinal study offers benefits, but it needs primary data to be collected and would not be completed quickly.
[bookmark: _Toc200590246]3.6 Data collection
Following the university's rules, this research relies exclusively on existing data, without actively collecting surveys or conducting interviews. To ensure the validity and reliability of the information, the study relies solely on peer-reviewed articles from academic journals.
The university’s PRIMO system, Google Scholar, and various academic databases were utilised to locate peer-reviewed journal articles. The articles in this library provide well-researched materials on key topics, such as employee wellbeing, staff burnout, staff turnover, and retention in the hospitality industry. Using peer-reviewed literature ensures that the data are verified and recent, and that they align with the accepted ideas of academic researchers (Orth and Maçada, 2021).
Only studies were considered that were relevant, well written, and useful for UK hotels as well as for hotel industries in similar countries. Especially, recent (past 5–10 years) publications were examined to reflect on both the main trends in recent times and how the coronavirus pandemic has affected workers. Review board-checked sources ensure that the study’s recommendations are properly grounded in academic research.
[bookmark: _Toc200590247]3.7 Data analysis
Thematic analysis was employed as the method for analysing the gathered secondary data. To complete this process, the researcher identified, coded, and categorised various patterns, themes, and factors related to employee wellbeing, reasons for burnout, its consequences, and strategies employed by companies to retain employees (Hübner, 2024). Theme analysis aligns with the research method and philosophy, allowing for more detailed and accurate results. After that, the key points were combined to help form the study’s conclusions and suggestions.
[bookmark: _Toc200590248]3.8 Ethical considerations
Ethical issues were always considered as the project was being developed. Data and sources came only from public and academic sources. There was no sensitive information about employees or the company; all necessary information was anonymised by ethical and university guidelines. Every source is recognised according to the Harvard referencing style. Additionally, the study’s author attempted to acknowledge any potential biases when selecting sources and interpreting the results (Robinson and Leigh, 2025). The university will submit the AI and ethical declaration with the dissertation to make sure all ethical standards are followed.
[bookmark: _Toc200590249]3.9 Summary
Using this methodology, with its interpretivist, inductive, and single-method approach, as well as the strategy of case studies and secondary sources, the research ensures a solid and ethical framework for inquiring into staff wellbeing and retention challenges at Crewe Hall.








3. [bookmark: _Toc200590250]Findings and Discussion
[bookmark: _Toc200590251]4.1 Introduction
In this chapter, the findings of the conducted thematic analysis of secondary data gathered from multiple sources, including peer-reviewed journal articles, industry reports, and employee/customer reviews, will be introduced. The discussed themes include the causes of staff shortages and burnout, the consequences of the former on the quality of service and employee experience, and the strategies that could alleviate the burnout effect and increase retention at Crewe Hall Hotel and Spa. The findings have been reviewed in light of the available literature and critically interpreted to provide a framework for understanding the existing issues and potential solutions in the hospitality industry.
[bookmark: _Toc200590252]4.2 Results 
The thematic analysis table is mentioned below.
[bookmark: _Toc200656916]Table 1: Thematic analysis
	Theme
	Subthemes
	References

	Theme 1: Causes of Staff Shortages and Burnout
	Workload Pressure, Lack of Career Progression, Poor Work-Life Balance
	Grey et al. (2022); Ghani et al. (2022); Santos et al. (2024); HRM (2020); Mohsin et al. (2013)

	Theme 2: Impact of Burnout and Staff Shortages on Service Quality
	Decline in Service Quality, Employee Morale
	McCartney et al. (2022); Toker (2024); Zámečník and Kožíšek (2021)

	Theme 3: Strategies for Mitigating Burnout and Improving Retention
	Training and Development, Workplace Wellbeing Programs, Employee Recognition
	Mirić and Slavković (2023); Deery and Jago (2015); Ghani et al. (2022); Moller (2024)



[bookmark: _Toc200590253]4.2.1 Theme 1: Causes of staff shortages and burnout 
The main reasons for staff shortages and employee burnout at Crewe Hall Hotel and Spa, as revealed by the thematic analysis, are workload pressure, the lack of opportunities for career progression, and inadequate work-life balance. These were some of the common themes in employee responses and customer reviews.
4.2.1.1 Workload Pressure
The theme of workload pressure was dominant in the data, with employees citing long working hours, particularly during peak periods. Most employees reported that they were frequently required to serve in two or more capacities simultaneously, which increased their levels of stress and burnout. According to HRM (2020), the hospitality industry is especially vulnerable to such problems due to understaffing and a heavy workload. Their findings showed that workers at Crewe Hall, particularly those in the operational department, regularly exceeded their scheduled working hours, resulting in physical and emotional burnout. Grey et al. (2022) state that such pressure may significantly contribute to the possibility of burnout, and the risk increases when employees are expected to provide high-quality service, especially when they feel overwhelmed.
4.2.1.2 Career stagnation
The second reason that led to high staff turnover at Crewe Hall was the lack of career development opportunities. Some of the employees complained about a lack of opportunities for professional growth inside the hotel. According to Ghani et al. (2022), if employees are unable to see any growth opportunities in their current position but instead experience stagnation, the employee becomes disengaged and wants to exit. A lack of promotional avenues, especially for frontline staff at Crewe Hall Hotel and Spa, has also been a major cause of turnover. The same or similar results were obtained by Mohsin et al. (2013), who noted that career stagnation is among the main factors that cause employees to intend to leave.
4.2.1.3 Unhealthy Work-Life Balance
Lastly, the poor work-life balance theme emerged as a significant factor that contributed to burnout. Most of the workers at Crewe Hall complained that they could not balance their personal lives with the work schedule assigned to them, which included irregular hours, working on weekends, and a limited number of days off. This observation aligns with that of Santos et al. (2024), who state that poor work-life balance acts as a significant contributor to employee stress and burnout. Employees, particularly frontline staff, reported that they were unable to recharge adequately, which led to stress and reduced job satisfaction.
[bookmark: _Toc200590254]4.2.2 Theme 2: Impact of burnout and staff shortages on service quality 
The issue of staff shortages and burnout affected the quality of services and employee experience at Crewe Hall Hotel and Spa, as evident in both employee feedback and guest reviews. Burnout and understaffing were also proven to have contributed directly to the deteriorating service quality, along with employee dissatisfaction.
[bookmark: _Toc200656917]Table 2: Theme 2
	Subtheme
	Evidence & Sources

	Decline in Service Quality
	"Guests reported delays and poor service due to understaffing" (McCartney et al., 2022)

	Employee Morale
	"Burnout has led to low employee morale and engagement" (Toker, 2024)



4.2.2.1 Deterioration of the Quality-of-Service Provision
There was an evident connection between staff shortages and a reduction in the quality of services. Most guests complained about late check-ins, slow responses, and unreliable service in their reviews. This was attributed to understaffing during busy periods, which resulted in overburdened staff unable to meet the high standards that guests would expect. This observation is corroborated by the study of McCartney et al. (2022), which demonstrates that the guest experience is significantly reduced in cases of high turnover rates and low staff counts. Our results align with those of Toker (2024), who found that the direct consequence of burnout and exhaustion is error in service provision, as workers struggling with mental and physical fatigue are unable to deliver consistent service.
4.2.2.1 Employee Morale
Another important finding was the impact of burnout on employee morale. Many workers at Crewe Hall claimed to be disengaged and demoralised by the constant pressure of work and the inability to receive any assistance. This morale was low and contributed to a poor working environment, where workers had less motivation to work effectively. The results of Zámečník and Kožíšek (2021) indicate that burnout is a precursor to low employee morale, which in turn affects overall job satisfaction and engagement. The problem of a lack of appreciation and support among the employees at Crewe Hall was constantly complained about and showed a rise in dissatisfaction and turnover intentions.
[bookmark: _Toc200590255]4.2.3 Theme 3: Strategies for mitigating burnout and improving retention
The analysis revealed several strategies that can be used to reduce burnout and enhance employee retention at Crewe Hall Hotel and Spa. Employees, however, viewed these strategies as either inadequate or inconsistent in addressing the real causes of burnout and staff turnover.
[bookmark: _Toc200656918]Table 3: Theme 3
	Subtheme
	Evidence & Sources

	Training and Development
	"Training programs were offered but lacked long-term career development options" (Mirić and Slavković, 2023)

	Workplace Wellbeing Programs
	"Limited wellness programs, such as flexible hours, were available but not widely implemented" (Deery and Jago, 2015)

	Employee Recognition
	"Employee recognition programs were inconsistent and not widely valued by staff" (Ghani et al., 2022)



4.2.3.1 Training and Development
Training and development programs were one of the key strategies for retaining employees and reducing burnout. Although Crewe Hall provided full-time employee onboarding training and customer service workshops, employees believed that the training they received was not enough to develop a career. Mirić and Slavković (2023) emphasised that to enhance employee retention, effective training programs are necessary, as they make employees feel appreciated and provide them with the expertise required to advance in their careers. At Crewe Hall, though, there did appear to be a discrepancy in long-term development opportunities.
4.2.3.2 Wellbeing Programs in the Workplace
Workplace wellbeing programs, such as the introduction of mental health support and flexible working hours, were also identified as another strategy. Employees, however, said that these programs were not utilised all the time. Many of them did not believe that the hotel acted with a lot of commitment towards the well-being of their employees, according to a study by Ghani et al. (2022). These hotels implemented wellbeing programs, including mental health resources and flexible working hours, and experienced enhanced employee engagement and retention. Although some well-being programs were established at Crewe Hall, they were not extensive enough to mitigate the burnout reported by the personnel.
4.2.3.3 Employee Recognition
The solution was also named employee recognition programs. Acknowledgement through praise or rewards for high-level performance was identified as a way to enhance job satisfaction and motivation. Nevertheless, several workers at Crewe Hall believed the recognition schemes were quite patchy and irregular. In most cases, they never acknowledged the hard work of individuals who exceeded their expectations. According to Deery and Jago (2015), recognition forms an important element in retaining employees because it is directly related to employee satisfaction and engagement.
4.3 Discussion 
[bookmark: _Toc200590256]4.3.1 RQ1: What are the primary causes of staff shortages and employee burnout at Crewe Hall Hotel and Spa?
The results of the investigation into the Crewe Hall Hotel and Spa, which led to staff shortages and burnout, are highly correlated with the trends within the hospitality industry in general, as revealed in literature research. The significant reasons identified in the analysis, including workload pressure, the absence of career advancement, and poor work-life balance, are all extensively reported factors related to burnout and turnover in the hospitality industry.
The greatest source of burnout at Crewe Hall was workload pressure. Working hours and job demands were high, and the employees complained that there were not enough staff to work all the shifts. The same result is reported in Grey et al. (2022), where workload pressures are identified as one of the main drivers of burnout in hospitality. Understaffing was identified as another significant factor contributing to employee stress by HRM (2020), particularly in customer-facing positions where service demands are the most prominent. Hospitality has long been characterised by chronic understaffing and excessive work hours, which lead to burnout and dissatisfaction with the job (Santos et al., 2024). At Crewe Hall, the paid contingency for current employees, especially those in frontline positions, has resulted in physical and emotional burnout, a phenomenon also observed in other hospitality environments.
The second important reason established was the absence of career progression. The problem was that many workers at Crewe Hall believed their job did not offer any career development opportunities, and there were no visible ways to improve their positions. Such stagnation in professional growth aligns with the conclusions of Mohsin et al. (2013), who stated that a perception of a job as stagnant and lacking in growth potential leads to disengagement and increased turnover intentions among employees. In line with this, Ghani et al. (2022) observed that the lack of career development drastically decreases job satisfaction and promotes turnover. Workers at Crewe Hall complained about the lack of training schemes, which could provide them with skills upgrading and opportunities for internal promotions. The results suggest that Crewe Hall's HR policies may not place sufficient emphasis on career development to retain talented staff members, potentially leading to high turnover and an employee shortage.
Poor work-life balance was the third cause, which was particularly evident in the results. The workers said they had a hard time juggling personal engagements and irregular work hours, particularly those in customer service and operations. This result aligns with those of Santos et al. (2024) and Ghani et al. (2022), who noted that work-life balance is a key factor contributing to burnout and job dissatisfaction. The consequence of long shifts and unsocial working hours is that personal time becomes minimal, causing the employees to become emotionally exhausted and detached at work. The absence of adequate rest and off days exposes employees to burnout, which in turn contributes to turnover.
The findings suggest that the factors contributing to burnout and staff shortages at Crewe Hall align with broader trends in the hospitality sector. The research indicates that issues of understaffing, excessive workload, and a lack of career advancement opportunities are key areas of concern that management should address to enhance staff retention and reduce burnout.
[bookmark: _Toc200590257]4.3.2 RQ2: How do staff shortages and burnout impact service quality and employee experience in the hotel?
Burnout and staff shortages have significantly impacted service quality and the employee experience at Crewe Hall, as indicated by employee surveys and guest ratings. Employees noted that their morale and engagement had reduced, and the deteriorating quality of service reflected this. In line with the existing literature, these findings indicate that burnout has a direct impact on employee satisfaction and performance in the hospitality industry.
The most vivid effects of staff shortages and burnout at Crewe Hall concerned the decline in service quality. There were repeated complaints in the review regarding slow service, inaccurate orders, and uneven guest experiences. This observation aligns with those of Toker (2024), who demonstrated that burnout and staff shortages consistently lead to discrepancies and errors in service delivery. Indeed, as McCartney et al. (2022) observed, when workers are overstretched because of understaffing, they cannot deliver a high standard of service as would be desired in hospitality establishments. This was especially true at Crewe Hall during peak periods, which necessitated employees working overtime or assuming additional roles, ultimately leading to exhaustion and inefficiency in service delivery.
Employee experience was also affected heavily. Workers in Crewe Hall registered low job-satisfaction levels, mainly caused by burnout and the absence of work-life balance. Such a result aligns with that of Zámečník and Kožísk (2021), who claimed that burnout leads to low employee morale, and this outcome also affects job satisfaction and engagement. Their capacity to deliver high service standards began to decrease as employees became less engaged in the working process, a typical problem in the hospitality sector where discontent among employees leads to an overall decrease in performance (Deery and Jago, 2015). Employee responses revealed that many of them were emotionally drained and less inclined to go the extra mile to make guests happy, which had a direct impact on the quality of the delivered service.
The results are explicitly represented in the figure, which shows that staff burnout and shortages not only result in a drop in the quality of the provided services but also lead to a poor employee experience. It supports the suggestion by McCartney et al. (2022) and Toker (2024) that in situations when employees feel pressured and unsupported, their job satisfaction suffers, as well as the experience of the guests.
[bookmark: _Toc200590258]4.3.3 RQ3: What effective strategies can be adopted to mitigate burnout and improve employee retention within this hospitality setting?
The tactics identified as relevant to reducing burnout and enhancing employee retention at Crewe Hall were diverse, but could largely be considered inadequate by the workforce. The results indicated dependency on training and development, well-being at work schemes, and staff recognition. These strategies, however, were seen as piecemeal, occasional, and insufficient to address the causal agents of burnout and turnover.
It was noted that the training and development initiatives at Crewe Hall could be used as one of the possible means of enhancing employee retention. Nevertheless, the results indicate that the existing programs in the hotel were inadequate for long-term career development. In line with Mirić and Slavković (2023), the authors suggest that well-designed training programs are instrumental in providing employees with a clear career path, thereby enhancing engagement and retention. It was also noted by Deery and Jago (2015) that training makes employees feel valued and supported, which leads to a decrease in burnout and an increase in job satisfaction. At Crewe Hall, staff members complained about the lack of professional development perspectives, and it is suggested that broader training and promotion opportunities should be offered.
The workplace wellbeing initiatives offered by the hotel, including mental health resources and flexible schedules, were regarded as a good step but insufficient to alleviate burnout on a grand scale. This aligns with Ghani et al. (2022), who state that wellbeing programs can positively impact the target demographic; however, such programs should be uniform and comprehensive to be effective. The results obtained in this study indicate that the well-being programmes at Crewe Hall were haphazardly carried out, resulting in employee dissatisfaction. Santos et al. (2024) also noted that any employee wellbeing program should become part of the organisation's culture to be effective, and that holistic wellbeing programs need to be formulated to focus on the mental health of employees, particularly in high-stress workplaces such as the hospitality industry.
Finally, the employee recognition at Crewe Hall was poor due to inconsistency and had no effect. According to employees, recognition was issued on an ad hoc basis only and did not always seem genuine. This is consistent with the findings in Deery and Jago (2015), who recommended regular recognition as a factor in enhancing employee morale and reducing turnover. Frequent and substantial employee recognition is crucial in making employees feel valued and part of the organisation; hence, burnout is minimised, and employee retention is increased.
Hence, the findings made in the study in focus are critically examined in relation to the existing body of literature. It was discovered that the major causes of staff burnout and shortages at Crewe Hall Hotel and Spa were workload pressure, the absence of career progression, and inadequate work-life balance. This contributed to the reduction of service quality and employee morale, which eventually affects general employee satisfaction and retention. Although certain strategies were implemented, including training and employee recognition, these strategies were not adequate in contributing to the reduction of burnout and turnover. The results indicate that Crewe Hall should employ more elaborate, regular, and specific measures to curb burnout and enhance retention.
[bookmark: _Toc200590259]4.4 Summary
This chapter presents the Results and Discussion of the research conducted that centred on staff shortages, burnout, and retention in Crewe Hall Hotel and Spa. The results showed that burnout and turnover are primarily caused by workload pressure, the absence of career advancement opportunities, and work-life imbalance. These problems significantly impact the quality of services and employee morale. Certain strategies were adopted, like training and employee recognition, although this was not enough as it could not cure the situations underneath. These findings were critically discussed, concerning existing literature, in the discussion, indicating the necessity of more coherent and far-reaching strategies to curtail burnout and enhance retention.















4. [bookmark: _Toc200590260]Conclusion and recommendations
[bookmark: _Toc200590261]5.1 Conclusion
This research aimed to investigate the reasons behind staff shortages and employee burnout at Crewe Hall Hotel and Spa, to understand how these problems impact the quality of service and the working experience in the specified environment, and to explore ways to reduce burnout and enhance employee retention. By reviewing the secondary data extensively, this study has managed to reveal major challenges that Crewe Hall is encountering in retaining a stable workforce and ensuring that it offers a high-quality service.
The paper has identified several potential reasons that have contributed to the staff shortage and employee burnout at Crewe Hall. These were workload pressure, a lack of career advancement, and a lack of work-life balance. The results conformed to those available in literature, which indicates that these are some of the key factors contributing to high turnover in the hospitality sector. The biggest cause appeared to be workload pressure, where employees complained of having to work long hours with few breaks in between, which resulted in them being physically and emotionally drained. It aligns with the findings in the broader body of literature on industry-level challenges, where staffing and workload pressure issues combine to foster employee burnout and job dissatisfaction.
The other major reason noted was the lack of a career progression in the hotel. Employees were upset that there were few growth opportunities, and this led to disengagement and a desire to exit. The lack of a career development program at Crewe Hall is just an indication of the wider problem in the hospitality industry, where workers feel that there is no future growth in their jobs. Career stagnation, as past studies have pointed out, is a major cause of employee turnover, particularly in situations where workers feel that their jobs do not offer them any avenue for professional growth.
Poor work-life balance was the third significant contributor to burnout. The requirement for the hospitality business to work odd hours, weekends, and extended working durations has a damaging impact on the ability of personnel to strike a balance between personal and professional obligations. The workers would often come forward and complain that they were overworked and had no time to rejuvenate, which resulted in burnout and subsequently lowered job satisfaction. This result is supported in the literature, which identifies work-life balance as relevant to employee wellbeing, especially in high-stress sectors such as the hospitality industry.
The results also indicated that the issue of staff shortages and burnout at Crewe Hall had a considerable influence on the quality of service and employee experience. Deterioration in the quality of service was noticeable, particularly during busy periods when staff shortages led to slow service and missed requests from guests. The observation concurs with the past literature that reveals the direct impact of staff burnout and high turnover rates on service delivery. Employees complained of feeling emotionally exhausted, which contributed to low morale and job dissatisfaction among employees. This, in turn, created a poor working atmosphere, where the staff had less morale to deliver a quality service. The literature has pointed out employee morale and burnout as significant contributors to poor service performance in hospitality settings.
The paper has also addressed the measures adopted at Crewe Hall to reduce burnout and enhance retention. Although some training programs, workplace wellbeing programs, and employee recognition programs existed, the findings suggest that these programs were insufficient to address the root causes of burnout and turnover among staff. The general opinion of training programs was that they were inadequate for developing long-term careers, and many employees expressed dissatisfaction with the inability to advance in their careers. This is further complemented by the fact that although certain wellbeing programs were implemented (e.g., mental health resources, flexible working arrangements), they were ad hoc and not frequent enough to have a significant impact on the degree of burnout experienced.
Findings indicate that employee recognition programmes at Crewe Hall were erratic, and this served to further demoralise employees. According to the workers, they were not regularly appreciated, and when some of them exceeded expectations, they were mostly denied any recognition. Literature research studies have demonstrated that regular recognition of employees is vital in alleviating burnout and enhancing worker satisfaction. Through this research, it is evident that recognition and rewards systems at Crewe Hall should be more frequent and meaningful.
Wider Implications to the Hospitality Industry: The findings of the current study have wider implications for the hospitality industry. The problems of staff shortages, burnout, and high turnover rates are endemic to the industry, and numerous hotels face the same issues as Crewe Hall. Its results indicate that certain retention measures, such as those based on training and wellbeing, may prove effective but need to be implemented more thoroughly and regularly to achieve success. Hotels need to have a more comprehensive approach to solving employee burnout, one that does not solely emphasise employee wellbeing at the workplace, but also considers career growth, work-life balance, and employee appreciation.
[bookmark: _Toc200590262]5.2 Recommendations 
Based on the findings and discussion in the previous chapter, several recommendations can be made for the Crewe Hall Hotel and Spa to address staff shortages, burnout, and employee retention. The recommendations will enhance the well-being of employees, improve the quality of services provided, and retain more employees through better and more effective methods of employee management. These recommendations are based on the main problems identified during the research, as well as theories and strategies related to the topic mentioned in the literature sources.
[bookmark: _Toc200590263]5.2.1. Managing Workload Pressure
Workload pressure was the most evident factor leading to burnout and staff turnover at Crewe Hall, which was instigated by insufficient breaks and an inadequate number of staff. In this regard, it is recommended that Crewe Hall implement a strategic staffing model to ensure a sufficient workforce during peak times and seasons. It would entail conducting a workforce analysis to determine peak times and adjust staffing accordingly. Elastic staffing patterns should be introduced, allowing the hotel to be well-staffed without straining its workers.
Ghani et al. (2022) support the statement that staffing levels must be adequate to diminish burnout and overwhelm employees. Santos et al. (2024) even suggest that managing the workload can be a significant step in reducing stress and burnout, allowing employees to perform their jobs efficiently and with greater job satisfaction. By ensuring that staffing is adequate according to the hotel's needs, Crewe Hall will be able to develop a more sustainable working environment and put less pressure on employees, which will eventually result in better quality of service and reduced employee turnover.
[bookmark: _Toc200590264]5.2.2. Development of Career Development Pathways.
Career stagnation was also cited as one of the main causes of staff turnover and burnout in Crewe Hall. To address this issue, Crewe Hall should establish clear career development opportunities for all its employees, particularly frontline staff. This may include the implementation of mentorship programs, in-house training, and leadership development opportunities, which will provide employees with a clear prospect of career advancement within the hotel.
Mirić and Slavković (2023) emphasise the role of training and development as a way to enhance employee engagement and retention. Giving employees a chance to develop in the organisation will not only lower the rate of turnover but will also boost their morale and job satisfaction. Moreover, career progression opportunities would indicate to the worker that they are being valued and that the hotel is interested in their career growth, which will subsequently aid in retaining the best workers.
[bookmark: _Toc200590265]5.2.3. Encouraging Balance between Work and Life, and Flexible Work Hours.
One of the major factors contributing to burnout at Crewe Hall was the lack of work-life balance, caused by long working hours, weekend shifts, and irregular hours. Crewe Hall is advised to adopt a more flexible working practice, which may include adjusting working patterns, working from home, or implementing flexible working hours, where these arrangements are not already in place. This would enable employees to attend to their engagements and create a good work-life balance.
As Deery and Jago (2015) state, work-life balance programs play a vital role in helping to decrease burnout and boost employee satisfaction. Additionally, Ghani et al. (2022) note that establishing a flexible working environment can contribute to job satisfaction and employee retention. With a focus on work-life balance, Crewe Hall will be able to build a healthier workplace where staff members will feel supported by the company in both their personal and professional lives. In its turn, this will contribute to keeping the employees and making them perform their functions efficiently and eagerly.
[bookmark: _Toc200590266]5.2.4. Improving Employee Recognition and Rewards
Employee recognition was another key aspect that was missing at Crewe Hall, and the employees lacked a sense of being valued and appreciated. To boost the morale of workers and prevent burnout, it is recommended that Crewe Hall implement an effective employee recognition programme, which should regularly acknowledge the efforts and contributions made by employees. This may involve monthly rewards, employee-of-the-month schemes, and frequent feedback meetings with management to appreciate both individual and group efforts.
Deery and Jago (2015) emphasise that employee recognition is one of the most effective methods for raising morale and enhancing employee retention. Frequent and effective recognition ensures a good working environment, a sense of belonging, and the willingness of employees to stay within the organisation. It is also indicated by Ghani et al. (2022) that fair and consistent reward systems are crucial in decreasing turnover and burnout. Through an effectively designed recognition program, Crewe Hall will have the opportunity to demonstrate its commitment to appreciating and retaining its workforce, thereby enhancing overall satisfaction and the quality of services.
[bookmark: _Toc200590267]5.2.5. Implementing Holistic Wellbeing Programs
Although some well-being programs were in place at Crewe Hall, they were not considered sufficient, especially given the extent of burnout among employees. It is also advisable that Crewe Hall implement more holistic wellbeing initiatives that would cover the mental and physical health requirements of the employees. This can be achieved by availing of mental health resources, attending stress management seminars, and undergoing wellness checks. Other activities, such as relaxation rooms and healthy food options in the workplace, would also help enhance staff well-being.
Ghani et al. (2022) emphasise the importance of wellbeing programs that should be integrated into the workplace culture to enhance employee retention and job satisfaction. According to Deery and Jago (2015), it is essential to provide employees with the means and support to overcome stress and avoid burnout. With a better focus on the well-being of its employees, Crewe Hall will be able to create a more conducive and sustainable working environment, where employees will feel nurtured and appreciated.
[bookmark: _Toc200590268]5.2.6. Enhancing Employee Engagement with Effective Communication
Enhancing communication between management and staff is another significant measure that can improve employee retention at Crewe Hall. Employees noted that they were not engaged in the organisation, and in part this was because there was no clear communication about job expectations, development opportunities and support systems. Crewe Hall is also advised to establish frequent channels of communication through which employees can raise concerns, provide feedback, and stay updated on new changes within the organisation.
As addressed by Santos et al. (2024), any attempt to enhance employee engagement depends on clear communication and the contribution of employees in the decision-making process. In its turn, it increases retention and decreases turnover intentions. Opening a culture of dialogue will make employees more attached to the hotel's goals and mission, thereby making them more loyal and less prone to burnout.
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