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Executive Summary 
This study has focused on the key findings of the impact of staff shortage, especially the front office staff related to the food and beverage department (F&B) within a particular hotel, the Coldra Court Hotel. The background of this particular scenario has been focused on implementation graphs and statistical data while incorporating research aims, objectives and questions in conducting a better finding. This study has introduced a literary perspective of key findings based on the particular research objectives by which overviews of the problematic situation and analysis of mitigating strategies have been highlighted. 
In theoretical underpinnings, this study has focused on ‘Self-determination theory’ and ‘Social exchange theory’ by which identification of specific research gaps can be recognised. Identifying particular methods of conducting better research, this study has introduced various subsections like research philosophy, research approach, and appropriate research methods and data triangulation style while representing key benefits of conducting particular research with credible outcomes. In this research, interpretive research philosophy, inductive approach, exploratory research design, case study research strategy and secondary qualitative thematic data analysis has been used to address the research question. 
In the case of study discussion, this study has incorporated main topics like identification of background, competitor analysis and framework evaluation through PEST and SWOT while providing a clear reference of the current business position and potential strengths and weaknesses of Coldra Court Hotel. In this report theme exploration has been conducted where a range of secondary data has been used to address the main research objective and the research question. It has been analysed that labour shortage, poor working conditions and high business costs are common challenges for UK hospitality and also for Coldra Court Hotel. Best strategies have been recommended for Coldra Court Hotel so that they can improve staff shortage and employee retention. Limitations of this research and future scope have been provided along with suitable recommendations for future courses. At the same time, a reflective account regarding services-related issues has been conducted in this report. 
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[bookmark: _Toc182500616]Background of the research 
Staff shortage has provided major stress in the hospitality industry, and it has negatively affected the service quality (Chikezie et al. 2023). In that consideration, it has been observed that the food and accommodation services-based industries have faced a 23.2% staff-shortage issue (Statista, 2024). It marks the issues faced by UK-based hotels like Coldra Court Hotel in their service operation. 
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Figure 1: Staff-shortage issue in the UK business sector
(Source: Statista, 2024)
High-paying employees' jobs are falling in the UK by 23.4% in the year 2023(Gov UK, 2023). At the same time, half of the employees in the UK are not paid regularly and they have overtime issues (HR Grapevine, 2023). The impact of overtime issues, unpaid work and low salary can be the major cause of facing skilled shortage in the UK. This research will be conducted to identify the core factors that are contributing to staff shortage in the food & beverage departments and the front office of Coldra Court Hotel. 
[bookmark: _Toc182500617]Research aims and objective 
Research aim 
The main aim of this research is to investigate the factors that are contributing to staff shortage in the food & beverage departments and the front office of Coldra Court Hotel. 
Research objectives 
The main objectives of this research activity are:
· To review the current literature on the hospitality industry in the context of staffing challenges.
· To collect data on recruitment practices and staff turnover at Coldra Court Hotel.
· To evaluate the impact of staff shortage on service delivery and customer satisfaction.
· To propose the best strategies for addressing staff shortage issues and improving employee retention. 
[bookmark: _Toc182500618]Research question 
· What are the main factors contributing to staff shortages in the front office and food & beverage departments at Coldra Court Hotel?
· How operational efficiency and service quality are affected by staff shortages in these departments?
[bookmark: _Toc182500619]Overview of the hotel case study 
[bookmark: _heading=h.1t3h5sf]Coldra Court Hotel provides an exciting dining experience, and it provides spacious guest room services (Coldra Court, 2024a). It is located on Chepstow Rd, Langstone, Newport NP18 2LX. It has been claimed that during the placement period in Coldra Court Hotel, the employees and interns have experienced issues with staff shortage [Provided in the brief]. It was a stressful situation for the staff because the process was going too slow. 
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[bookmark: _Toc182500621]Introduction 
This chapter will provide an analysis of the current research that has been provided by the scholars. Arguments and counterarguments will be presented in this section. At the same time, themes will be generated that will be linked with the research objective. 
[bookmark: _Toc182500622]Review of the Literature 
Overview of the hotel industry in the context of staff shortage 
According to Liu-Lastres et al. (2023), the hotel industry is dealing with staff shortages, and it has presented problems during the occasions. The hospitality industry is eager to recover from this situation and anticipated the growing concern of staffing issues in their department. Based on these premises, Wang, (2024) has argued that the hotel industry has incorporated AI into their business operation but still staff shortage is deeply rooted in the current demand. It affects the service quality of the hotel in ensuring unique customer experiences. On the other hand, Camilleri et al. (2023) have opined that the number of hospitality businesses has experienced several shortages of labour in a dynamic context. This author has highlighted that restaurants and hotels are facing difficulties in motivating their employees and recruiting the best staff for service delivery. 
Considering the above discussion, it can be inferred that the current scenario of the hotels and restaurant industry does not move in favour of supporting growth due to staff shortage issues. It has developed challenges for the hospitality industry in motivating its employees and delivering unique customer services. 
Overview of recruitment practices and staff turnover in the hotel industry 
According to Camilleri et al. (2023), staff shortage is considered the most crucial problem for hotels and the restaurant industry. These authors have mentioned that employees were not trained properly, and it directly affects the customers' expectations. At the same time, the recruiters were forced to recruit unskilled and inexperienced candidates to fill the vacancies in beverage and food services. In that consideration, Elshaer et al. (2023) have opined those human resources management in the hotel industry has faced issues in motivating their employees. Hence, based on the above discussion, the human resources management of the hospitality industry has faced issues in motivating their employees due to a lack of staff availability. At the same time, they have been pressured to recruit inexperienced staff due to a shortage of employees. 
Analysing the impact of staff shortage on service delivery and customer satisfaction in the hotel industry 
The success of the hotel industry depends on the high-quality service delivery and utmost efficiency of a well-staffed workforce. This, as per the comments of Xue et al. (2022), employee shortage works as one of the influential factors for poor customer satisfaction as well as service delivery. Due to the lack of skilled staff in the hotel industry, in most cases, staff face stress due to increased workload which causes staff burnout and poor performance. The poor delivery of services can affect customer experience adversely due to the poor service quality in-room maintenance, dining, and check-in. On the other hand, as per the supportive opinions of Grigoryan (2024), the hotel industry faces difficulties in offering personalised service standards to guests due to the staff shortage issue which affects customer satisfaction and experience adversely. In addition, it has also been outlined in this journal that the staff shortage issue can lead customers to experience lower attention to detail, slow response times, and less assistance which can be responsible for declined customer loyalty and satisfaction. Therefore, it can be summarised that the hotel's reputation can be affected by this issue, and this can lead customers to give negative reviews due to poor service quality. 
Recommending the best strategy for addressing the issue of staff shortage in the hotel industry 
Overcoming staff shortage issues is important to ensure the delivery of high-quality services and better customer satisfaction. As per the comments of Adebayo and Ibrahim (2023), providing a flexible working schedule to employees can reduce staff burnout issues and lead to better employee satisfaction. In contrast, as per the views of Štilić et al. (2023), integrating automated technologies into routine tasks such as the check-in or check-out process can be beneficial to reduce the work pressure of the front-line staff in the hotel industry. Therefore, based on the above discussion, it can be stated that fostering a flexible working schedule, a positive and inclusive working environment, reward practices, and integrating advanced technologies would be helpful in eliminating the staff shortage issue.
[bookmark: _Toc182500623]Theoretical underpinning 
According to Chong et al. (2024), self-determination theory is based on socialising the need for employee satisfaction. Considering the above discussion, the self-determination theory is based on the applied motivation that improves employees' performance in their workplace. This theory can be applied in this research to identify the consequences of employee shortage in their motivation and its impact on service quality.
On the other hand, Ahmad et al. (2023) argue that social exchange theory is useful for social transactions, and it considers the social and psychological factors. This theory is considered relevant for this research because it will help to identify the main causes that do not promote engagement within the workplace. 
[bookmark: _Toc182500624]Research gap and conclusion 
In this section, the overview of the hospitality industry in the context of staff shortage and its impact on employee motivation has been discussed. At the same time, the impact of staff shortage on operation and customer satisfaction has been analysed. Self-determination theory and social exchange theory have been proposed in theoretical underpinning. However, this literature review has failed to analyse the impact of staff shortage on employee motivation and customer service depth analysis. It required further discussion to address the main research questions.
[bookmark: _heading=h.lyw3iyqm4a5x]
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[bookmark: _Toc182500626]Research Philosophy
Research methodology refers to a systematic plan that is used to describe the procedure and technique of collecting and presenting the data regarding a specific research topic. In that consideration, the philosophy of research can be defined as a belief which explains how the researcher is going to collect and interpret the information and data. Interpretive, pragmatism, realism and positivism are the four types of philosophy in research. According to Elgeddawy and Abouraia (2024), pragmatism helps to understand and demonstrate the nature of research. However, Joshi et al. (2023) opined that interpretive perspective helps to hold knowledge which is developed through experience. Moreover, interpretive research philosophy helps to explore complex social processes mainly in inter-firm relationships. Therefore, this research has incorporated an interpretive research philosophy to evaluate the factors that are contributing to staff shortage in the food & beverage departments and front office of Coldra Court Hotel. 
[bookmark: _Toc182500627]Research Approach
The approach in research is explained as the plan of collecting and evaluating information based on the category of research. Deductive and inductive are the two main types of approaches in research. Niaz et al. (2023) state that the deductive approach helps to aid data mining and offers the best possible recommendation in research. However, Proudfoot (2023) stated that an inductive approach helps to entail the generation of themes from the data. At the same time, the inductive approach is based on data and evidence. However, the deductive approach has limited standards in creativity, and it is prone to error. This research will incorporate an inductive approach as it helps to develop a logical conclusion of the research. Thus, the inductive approach will generate the best possible solutions so that the pressing issue of staff shortage in Coldra Court Hotel will be resolved. 
[bookmark: _Toc182500628]Research Design
The research design is explicated as a basic foundation which helps answer the research question. In this context, some of the most commonly applicable research designs include exploratory, explanatory and descriptive research. As stated by Karunarathna et al. (2024), the application of the descriptive research design is to offer a holistic explanation of the phenomena under consideration. In that consideration, Schmager et al. (2023) argue that exploratory study findings help to show a positive attitude in the research framework.  At the same time, it is flexible for the researcher to adapt to changes in the research process. Therefore, this research has implemented an exploratory research design for identifying the key factors that contribute to staff shortage in UK hospitality.
[bookmark: _Toc182500629]Research Strategy
Research strategy is explained as the process that guides researchers in conducting their overlooked study. A case study research strategy has been used in this research to conduct a deep investigation of the factors that cause staff shortage in Coldra Court Hotel. 
[bookmark: _Toc182500630]Data Collection Method
The data collection method includes the process and technique that are used to collect information for the research study. Primary and secondary are the two types of data collection methods. Primary sources are collected directly from the original sources, and it is highly accurate. But secondary data is available online and it is inexpensive (Indeed, 2024). This research has deployed secondary data sources and qualitative data analysis methods. Thus, secondary qualitative and thematic data analysis will be used to address the research question through developing themes. 
[bookmark: _Toc182500631]Data Analysis Strategy
The term netnography is a branch of ethnography that uses online data from primary sources for the sake of gaining cultural understanding. However, this research will use data from secondary qualitative sources. On the other hand, reflective writing is the method of identifying a document or experience while evaluating its impact on future consequences. 
[bookmark: _Toc182500632]Ethical Considerations
The Data Protection Act 2018 in the UK ensures strict rules on protecting data (Gov UK, 2018). In that consideration, this research will ensure that all the data has been collected from credible and authentic sources. It will not extract data from sources like Wikipedia and sources that are not authentic. 
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	Strengths 
	Weaknesses

	· In determining language ethnicity, a sharp decrease of Welsh-speaking people at around 8.7% has been recorded in 2023 (ONS, 2021). This particular stance can be considered a strength for hiring English-speaking employees for Coldra Court Hotel management while attending international visitors in Newport. 
· A particular growth of hostility events can be recorded in the Newport region to attend domestic and international visitors. This can be helpful in gaining better revenue while increasing its brand image in front of global customers.
· The accessible location of this particular hotel can also be considered as the prior strength in which visitors from domestic and international regions can easily access airports like Bristol and Cardiff. 
	· A significant growth of around 43.18% to 47.18% in the hospitality industry of the Newport region has been recorded in the fiscal year 2023(Hale, 2023). Evaluating this, a significant rise in hotel and resort structures can be recorded in this particular region while providing tough competition and revenue losses for Coldra Court Hotel. 
· Over-reliance on particular local events related to Cardiff, a reduced rate of tourists can be recognised in the Newport area. This particular factor can also be considered as a weakness for this hotel in the shed of booking cancellations and fluctuations in income streams. 


	Opportunities 
	Threats

	· A particular growth in internet users of around 13.4% and considering the broadband gateway of Cardiff, Newport region has provided a noticeable amount of contribution at around 4.5 million GBP in the UK economy (South Wales Argus, 2024). Articulating this, an opportunity for a major online presence can be recognised for Coldra Court Hotel while increasing its digital visibility and revenue through online bookings.
· Adoption of sustainable tourism by reducing carbon emissions and collaborating with local food suppliers, Coldra Court Hotel can get a better opportunity to sustain its brand image while increasing customer preferences to get better customer retention. 
· In determining a particular expansion of various business sectors related to the hospitality industry in Newport, this particular hotel can get opportunities like better talent acquisition in hiring and comparatively better hotel bookings. 
	· Increasing operational costs due to certain growth in the inflation rate, Coldra Court Hotel must experience a sharp loss in revenue and service efficiency while providing threats of sustaining its business position in a competitive market like Newport.
· Although competitors like Airbnb have witnessed enhancement of short-term rentals in the Newport area. However, Coldra Court Hotel has faced serious impediments like cancellation of bookings and is also faced with high employee attrition rate as it has failed to cater to financial expectations of employees. 
· Tourism fluctuations have been majorly caused by borderline losses that occurred during the lockdowns induced by the COVID-19 pandemic. The outcome has been far-reaching for this hotel because the losses continued in the fiscal years pertaining to the post-pandemic period. 



Table 1: SWOT analysis 
Overviews
Regarding the weaknesses and strengths, a hotel which is placed in a more favourable geographical location can enjoy benefits like the ability to attract maximum tourists. As per the view of Musiello-Neto et al. (2021), having a prime geographical location in the hospitality business, a hotel can be beneficial in achieving a better customer base by which better accessibility of location and public transport can play a pivotal role. Based on this evidence, a particular opportunity for revenue growth can be recognised for Coldra Court Hotel, in which steady bookings along with increased guests from domestic and international regions can be recognised. 
[image: ] Figure 2: Geographic location of the Coldra Court Hotel
(Source: Coldra Court, 2024b)
For example, the Coldra Court Hotel is located on the opposite side of the ‘Coldra Roundabout’ along with sharing a short distance with the ‘Celtic Manor Resort’ in the Newport region of the UK (Coldra Court, 2024b). Following this statement, easier accessibility of this hotel location from its geographical position can be recognised by which a bolstered reputation can be observed through better hotel bookings. On the other hand, growing competition due to the lucrative growth of the hospitality industry in the Newport region can be recognised by which the hotel has to face critical business situations from its potential competitors in the long run. Moreover, the hotel management has to invest profitability in employee training and development to avoid employee turnover cases while posing serious business threats to this organisation. 
[bookmark: _Toc182500635]PEST analysis 
	Factors
	Analysis 
	Impact 
	Evaluation 

	Political 

	In the case of political stability, the UK scored 0.50 within the fiscal year 2022 while increasing its point as compared to 2021 (The Global Economy, 2022). On the other hand, a noticeable staff shortage has been recorded at around 22% within 2022 while facing cross-border issues due to Brexit implementation (Dempsey, 2023). 
	High
	Evaluating this particular factor, a stable political situation can provide better opportunities for Coldra Court Hotel by which the decision-makers can implement a better staff hiring process while mitigating the issues of staff shortages.


	Economic
	[image: ]
Focusing on GDP growth, the UK has increased its overall GDP to around 8.68% within the fiscal year 2021 while comparing its previous position of around -10.36% in 2020 (O’Neill, 2024b). On the other hand, the reduced inflation rate of around 2.07% can be recognised within the fiscal year 2022 (O’Neill, 2024a). 
	High
	In evaluating this particular factor, Coldra Court Hotel can be beneficial in introducing its product and services for the customers in the targeted price range by which the organisation can invest its revenue in better staff hiring process and employee training. Thus, it has a positive impact on this hotel. 

	Social
	[image: ]
In determining the unemployment rate in the UK, a reduced rate of 3.5% has been recorded within the fiscal year 2023 (ONS, 2024). On the other hand, the economic inactivity rate can be recognised at around 21.9% within the fiscal year 2022 (ONS, 2024).
	High
	Evaluating this particular factor, a certain rise in employment can pose a serious threat to this hotel in retaining its front office employees, especially in the food and beverage section whereas a particular offering in service-related facilities can develop a certain risk of employee turnover. However, Economic inactivity can also provide a better scope to this hotel in maintaining its staff numbers while accumulating an uncertain employability on job switching. 

	Technological
	The UK government has invested a noticeable amount of around 250 million GBP in acquiring better technologies related to the hospitality industry as per the calculation of 2023 (Gov, 2024). Besides, the UK government has also planned to increase investment up to 2 billion GBP in technological reformation while focusing on creating 13000 skilled jobs in this particular sector (Gov, 2024). 
	Moderate 
	Analysing this particular factor, Coldra Court Hotel can be beneficial in acquiring better technologies, especially in improving its hiring and staff management process while reducing employee burnout cases in large numbers. 


Table 2: PEST analysis
Overview
In determining the particular impact of macroeconomic factors on a four-star hotel like Coldra Court Hotel, certain impacts of the stable political situation, growing inflation rate and decreased unemployment can be recognised. Based on the observation of Ashraf et al. (2023), higher inflation can impact the hospitality industry by increasing its operational cost which potential customers might turn towards affordability while reducing the profitability of premium hotels. For instance, an average growth of inflation rate at around 7.3% has been estimated within the fiscal year 2025 while increasing the rate of essential products for the British people.
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Figure 3: Inflation rate of the UK
(Source: O’Neill, 2024a)
Following this particular concern, stability in the political situation can provide a certain scope of government investment in hospitality infrastructure along with improving logistics by which this particular hotel can provide better amenities to its potential customers. In sustaining competition, a reduced rate of Unemployment can provide the scope of workforce stability in which higher labour costs can be reduced while providing a competitive edge to this business organisation.
[bookmark: _Toc182500636]Competitor Analysis 
Overview
In the case of analysing potential competitors for a premium hotel like the Coldra Court Hotel, this particular procedure can provide a comprehensive evaluation of the competitors with their price and quality index. Based on the views of Duric and Potočnik Topler (2021), a detailed assessment of competitors can provide a better sense of operational and strategic planning for a particular organisation related to the hospitality industry while providing a competitive edge with long-term growth and profitability. Following this statement, direct competition can be accessed from the ‘New House Country Hotel’ as this particular hospitality business firm has offered a clear business strategy of providing high-quality services and amenities at comparatively higher prices. On the other hand, understanding the potential strengths of this particular hotel and its weaknesses can also provide strategic growth opportunities for Coldra Court Hotel in the Newport region by which the hotel can bypass its potential losses during the COVID-19 pandemic. As per the view of Cheraghalizadeh et al. (2021), facing indirect competition between middle-sized hotels in a particular area, a premium establishment has to increase its overall investment, especially in employee development and operations, while reducing its overall competitive edge as compared to its potential competitors. Following this statement, a clear insight into growing competition in the Newport area can be recognised by which the Coldra Court Hotel can face booking cancellations and revenue drops in running its seamless operations. On the other hand, major employee turnover and burnout cases can also be recorded due to the highly competitive market while providing better facilities in employability for a middle-sized business. For instance, the Byrn Medows Golf Hotel has been identified as the key competitor of the Coldra Court Hotel with its competitive stance of providing high prices in bookings while having a low profile in providing better quality and amenities to the customer.
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Figure 4: Competitor Analysis 
Following this strategy of this hotel, enlistment of premium class hotels through increasing booking prices and better infographics can be recognised, particularly in the case of hotels having the ‘low-quality high Price’ quadrant by which quality services from an actual premium hotel like the Coldra Court Hotel can be decreased. In the case of facing tough competition from substitute services like the ‘non-hotel lodging options’ this particular business establishment can also find critical issues in sustaining its overall business position while having the disadvantages of growing competition in a particular business place like Newport. As per the observation of Infante-Moro et al. (2021), by setting a competitive benchmark for the customers in providing quality services and amenities in an affordable price range, a particular business establishment can sustain its competitive edge while focusing on measures like location, branches and occupancy rates. 
For instance, having a number of stunning locations of around 10 in a business location along with remarkable room availability of around 1000, the Coldra Court Hotel has a better advantage of offering better quality services and amenities to the potential customers (Celtic Collection, 2024). Based on this particular statement, a better competitive stand from this particular business organisation can be recognised in which an employee attending of around 1200 people can also be recorded in the fiscal year 2023 (Celtic Collection, 2024). Based on this observation, a particular place for this hotel can be in the ‘low price, high quality’ quadrant while having a particular advantage of business growth in mitigating the issues of employee turnover.
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Figure 5: Reviews from the customers 
(Source: Trip Advisor, 2024) 
In analysing netnography, a particular stand from customer behavioural patterns and expectations can be recognised in which gain points like services can be highlighted. For example, through online reviewing platforms like TripAdvisor, the importance of having luxury amenities inside a premium hotel like the Coldra Court Hotel can be recognised while helping it gain positive reviews and better customer engagement.
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Figure 6: Reviews from the customers 
(Source: Trip Advisor, 2024) 
[bookmark: _heading=h.3j2qqm3]On the other hand, customers' expectations, like experiencing good behaviours from the employees can be recognised while monitor a negative review and decreased brand reputation. This particular hotel has to focus on employee development tactics, especially in anger management, while driving a competitive advantage with a better brand image.
[bookmark: _Toc182500637]Theme Exploration 
[bookmark: _Toc182500638]Theme 1: Challenges faced by Coldra Court Hotel due to shortage of staff include lack of recognition and limited flexibility 
Hotel industry is responsible for operating within a dynamic landscape that consists of pervasive issues regarding staff shortage and is considered a significant challenge. As stated by Kaushal and Srivastava (2021), during COVID-19 pandemic the hospitality sector faced precedented challenges that included staff shortages. In this respect, Coldra Court Hotel also faced a staff shortage issue due to providing limited remuneration or flexibility. In recent times, Xue et al. (2022) asserted that hospitality organisations are not able to recognise the reality and value of experienced as well as skilled hospital workers resulting in not being able to address staff shortages issues. Employers of Coldra Court Hotel do not bio ties returning existing talent and mitigate the present staffing crisis that also leads towards an increase in staff shortages. On the other hand, Sargent et al. (2021) mentioned that the hospitality industry always operates around the clock which provides limited flexibility to staff as they are bound to work in fixed work schedules. Hence, early morning and late night business operations in Coldra Court Hotel pose challenges in retaining and attracting employees and preparing for a better work-life balance. 
Unsociable working hours in the hospitality sector are also the reason behind the staff shortages that Coldra Court Hotel is facing. Moreover, due to a lack of innovative and concerned solutions, it is becoming difficult for Coldra Court Hotel to offer flexible work arrangements for the mitigation of the staffing crisis. On the contrary, Michael and Fotiadis (2022) opined that lack of recognition is also considered a major factor towards staff shortages in the hospitality industry. Coldra Court Hotel also provides limited recognition to staff which is considered a concern that might be rectified with relative ease. As per the viewpoint of Han (2022), the contributions of employees of the hospitality sector are provided insufficient acknowledgement which might lead towards high turnover rates. Due to the lack of recognition in Coldra Court Hotel staff might plan on switching jobs. According to Ghani et al. (2022), lack of recognition is considerate to be the primary motivation behind the decisions of employees for job switches in the hospitality sector. Therefore, two main challenges that Coldra Court Hotel are facing and needs to be acknowledged on an immediate basis are limited flexibility as well a lack of recognition of employees.
[bookmark: _Toc182500639]Theme 2: Staff turnover and recruitment practices at Coldra Court Hotel 
Job vacancies within the hospitality sector are increasing quarterly and presently are higher in comparison with pre-pandemic periods. As inferred in the study of Goh and Okumus (2020), the hospitality industry faces recruitment challenges more in comparison with other businesses. Minimum wage growth is considered to be one of the prime causes behind the increase in staff shortage in Coldra Court Hotel. The staff of Coldra Court Hotel might not be provided with proper wage growth further creating difficulties in decreasing the staff turnover rate. On the other hand, Wen et al. (2020) said that due to unclear job expectations of staff working in the hospitality sector it might be considered to be a source of stress. Therefore, for minimising the high staff turnover rate in Coldra Court Hotel, on an emergency basis, it is necessary to clear job expectations of staff based on their designation such that they can work effectively. 
Minimum wage growth is considered to be one of the prime causes behind the increase in staff shortage in Coldra Court Hotel. The staff of Coldra Court Hotel are not able to stay connected with the organisation for a long period of time. As opined by Elshaer et al. (2023), staff of the hospitality sector stay confused towards job roles that need to be performed and are contemplated as a source of stress. Lack of communication regarding job expectations creates obstacles for staff. Job vacancies within the hospitality sector are increasing quarterly and presently are higher in comparison with pre-pandemic periods. According to the study of Ghani et al. (2022), the hospitality industry faces recruitment challenges more in comparison with other businesses. Hence, minimum wage growth is considered to be one of the prime causes behind the increase in staff shortage in Coldra Court.
Demand for services is increasing within hospitality industries responsible for hiring the best candidates. As inferred in the study of Hajal and Rowson (2020), the diversity of roles in the hospitality sector creates difficulties in tracking staff and gives rise to the use of technology for fulfilling demands. Job vacancies within the hospitality sector are increasing quarterly and presently are higher in comparison with a pre-pandemic period. The hospitality industry faces recruitment challenges more in comparison with other businesses. Minimum wage growth is considered to be one of the prime causes behind the increase in staff shortage in Coldra Court Hotel. The recruitment process of Coldra Court Hotel includes focusing on referrals. 

Moreover, Potočnik et al. (2021) mentioned that referral employees perform better in comparison to once who are hired in other ways. In this context it would be better for job vacancies within the hospitality sector to increase quarterly and presently is higher in comparison with a pre-pandemic period. As per the viewpoint of Tanveer et al. (2024), the hospitality industry faces recruitment challenges more in comparison with other businesses. Minimum wage growth is considered to be one of the prime causes behind the increase in staff shortage in Coldra Court Hotel. The staff of Coldra Court Hotel to create a referral program such that present employees might bring employees from their own network. Therefore, leveraging referrals plays a crucial role in understanding how present employees feel and is an important aspect of Coldra Court Hotel.
[bookmark: _Toc182500640]Theme 3: Staff Shortage in Front Office and Food and Beverage in Coldra Court Hotel
The issue of labour shortage has been faced by the hospitality industries in the UK (Kumodji, 2024). Based on these premises, it has been analysed that 23.2% of staff-shortage issues have been faced by food and accommodation services-based industries in the UK (Statista, 2024). At the same time, it has been observed that hospitality in the UK is experiencing a “rising shortage of workers”, and vacancies at jobs have come across the highest level (BBC, 2021). However, this factor has been encouraged by Brexit and Covid and it led to a further shortage of employees across the UK hospitality (BBC, 2021). In that consideration, it can be inferred that Coldra Court Hotel is facing the same issue in its business operation. 
On the other hand, it has been observed that labour shortage is a common issue and employee burnout is continuing in the UK hospitality sector (The Global Recruiter, 2024). A survey has been conducted by Axonity and it has been evaluated that 53% of the UK managers in hospitality have faced the suffering of staff in their company (The global recruiter, 2024). The impact of Brexit has affected the managers of UK hospitality. This data highlights one of the main causes of staff shortage in UK hospitality. 
On the other hand, it has been analysed that issues of low wages and high rates of turnover are developing challenges for UK hospitality employees as they fail to address their working conditions (Hospitality and Catering News, 2024). Hospitality in the UK is battling with staff shortage and business costs are spiralling which has resulted in the closure of pubs and restaurants (Forbes, 2023). Hospitality has been struggling with the labour-crisis mainly due to the Covid-19 pandemic (Forbes Burton, 2023). At the same time, hospitality in the UK is anxious about summer staffing as they are still struggling with a shortage of staff (BBC, 2023). A UK restaurant group has faced layoffs, and the team was becoming smaller with fewer resources resulting in a gradual increase in footfall (BBC, 2024a). At the same time, it has been evaluated that staff in UK hospitality has failed to respond to the code of words even in the large hotel chain (BBC, 2024b). It shows how UK hospitality including Coldra Court Hotel is facing the same issue in its business operation.  Brexit and COVID-19 are the main issues for this staff shortage in food, beverage and front office. 
[bookmark: _Toc182500641]Theme 4: Best strategies for addressing staff shortage issues and improving employee retention. 
Considering the above challenges, it has been evaluated that Coldra Court Hotel needs to improve its employee training and provide competitive benefits for its employees. Off-job training is a special training that supports learning processes, and they are mainly provided by the business or the organisation (BBC, 2024c). Off-job training helps to deliver a consistent level of training. Coldra Court Hotel needs to deploy this type of training so that they can improve staff performance and reduce their burden level. It will help Coldra Court Hotel in dealing with staff-shortage if they are providing lucrative incentives or hikes. It also includes creating a positive work environment backed by inclusion and diversity. For instance, it has been identified that Hyatt provides on-the-job training for their employees (Hyatt, 2024). At the same time, Premier Inn is committed to diversity, and they welcome everyone for serving their guests (Premier Inn, 2024). Thus, it can be recommended that Coldra Court Hotel need to embrace diversity and inclusion in their working culture so that they can deal with employee shortage by promoting their well-being.  In this way, the employees can enhance their efficacy level in delivering unique customer experiences. On the other hand, Marriott provides employee benefits like discounts on hotels, food and beverage (Marriott, 2024). In this way, the employees are motivated in the big hotels that enable them to deliver unique customer experiences. Coldra Court Hotel can implement these strategies to address the issue of staff shortage.
[bookmark: _Toc182500642]Discussion 
Comparing the data that has been collected from the scholarly review and the information from the secondary sources, it is clear that UK hospitality along with Coldra Court Hotel is dealing with staff shortage mainly due to a lack of recognition and flexibility in time. Majority of the UK managers in hospitality are not able to recognise the reality and value of employees who have a good experience. At the same time, it has been evaluated that job vacancies in the hospitality sector are increasing day by day mainly after the impact of the pandemic, but they are unable to fill the vacancies due to the Brexit movement. 
The food and accommodation services-based industries in the UK have faced a staff shortage of 23.2% and they are experiencing a “rising shortage of workers”. Thus, it can be inferred that although job vacancies in the UK are increasing, managers are dealing with staff shortages. Therefore, it can be inferred that Coldra Court Hotel is facing the same issue in its business operation and this problem is primarily based on lack of skilled labour. Along with employee burnout, poor working conditions are continuing in the UK hospitality sector, and the managers are struggling with summer staffing. UK hospitality is anxious about summer staffing and it has been identified that the UK restaurant group has faced a gradual increase in footfall. The core reason behind this footfall was layoffs and a lack of resources. In large hotel chains, failure to respond to the code of words has been noticed at UK hotels and restaurants. It marks a lack of training and motivation, which has resulted in poor services and employee burnout. 
Therefore, considering the issues that have been identified from the scholarly review and the secondary sources information, suitable strategies have been proposed. 
Off-job training has been proposed for Coldra Court Hotel so that they can improve their employees' skills and competencies. Off-job training can provide competitive benefits for its employees through providing supported learning processes. With the help of receiving proper employee training, the employees of Coldra Court Hotel can improve staff performance. On the other hand, it has been suggested to offer lucrative incentives or hikes to retain the best-skilled staff and address the skill shortage. At the same time, it has been suggested that Coldra Court Hotel need to commit them in diversity, and they must welcome everyone for serving their guests. In this way, the staff of Coldra Court Hotel can enhance their efficacy level in delivering unique customer experiences thereby addressing the issue of staff shortage.
[bookmark: _Toc182500643]Conclusion and Recommendations 
[bookmark: _Toc182500644]Conclusion
This research has effectively discussed the main factors that are contributing to staff shortages in food & beverage and in the front office departments at Coldra Court Hotel. It has been analysed that the impact of the Covid-19 pandemic and Brexit is one of the key reasons that has developed challenges for UK hospitality managers in filling their skilled gap. At the same time, it has been identified that employee burnout, labour shortage, poor working conditions and high business costs were common issues in the UK hospitality sector. Thus, it has been evaluated that, unlike the other hotels and restaurants, Coldra Court Hotel was dealing with the same issue in its hotel operation. Staff shortage in food, beverage and front office was also due to fewer resources and layoffs. Hence, it can be stated that this research can identify the current literature in UK hospitality and the core reason behind the factor of staff shortage. Thus, objectives one, two and three have been addressed in this research. 

On the other hand, this research has discussed the best strategies by considering the examples of large hotel chains in the UK. Off-job training, providing lucrative incentives, and embracing inclusion and diversity have been suggested for Coldra Court Hotel to improve staff shortage and employee retention. In this way, the staff of Coldra Court Hotel and also other UK hospitality-based companies can deliver unique customer experiences. Thus, objective four has been addressed in this research and it has clearly highlighted how Coldra Court Hotel can mitigate the issues of staff shortage and employee retention. 
[bookmark: _Toc182500645]Limitations of the research
Observing this particular research, specific limitations like lack of data diversity and relevance in understanding actual reasons for staff turnover can be recognised while having particular storage evaluating sources with a specific organisation. On the other hand, lack of data related to identifying the proper reason and subordinate issues for growing staff turnover rates can also be recognised as avoidance of primary data or neglect of direct involvement of workforce opinion can also be highlighted. Besides, the selection of secondary qualitative data can also develop critical ways of understanding actual reasons for staff turnover where the dependency on previously published data sources can bring trust issues. 
[bookmark: _Toc182500646]Future scope
This particular research has articulated particular reasons for staff turnover, especially the front office staff in the food and beverage department of a particular hotel while providing the critical business scenarios to understand the relevance. Researchers will be helpful in conducting another detailed report based on the observation of this particular research while amalgamating certain identifications of critical issues and negative consequences along with increasing critical thinking skills among the researchers. This particular research can also help the researchers in providing particular ideas of turnover rates and mitigation strategies by which the individuals can get a proper scenario of this problem with identified limitations while helping them to gain better access to these relevant points with an estimated credible outcome. 
[bookmark: _Toc182500647]Recommendations 
· Focusing on staff turnover rates, collaboration with local recruiters and following an apprenticeship program can be recommended for this organisation. As Güden et al. (2024) highlighted accuracy in hiring can involve brand growth with dedicated employment roles. 
· Setting up a comprehensive compensation package based on monthly scrutiny of work performance can also be recommended by which better staff retention with efficient performance can be estimated.
· Implementation of a ‘cross-training program’ for the employees with digital advancement can also be recommended. As Connatser (2021) opined the implementation of staff training with digital platforms can enhance ‘comprehensive on boarding’ by which an organisation can bring flexibility in work with better profitability. Thus, these recommendations can be helpful for mitigating this issue in Coldra Court Hotel. 
[bookmark: _heading=h.8bblvptoyzi]

[bookmark: _Toc182500648]Reflective account 
Following the overall research, as I delve into my observation, I have noticed various services-related issues regarding this. Based on the observation of Azar et al. (2020), Kolb's reflective cycle can be helpful in providing a structural approach of self-learning from a particular analysis of a topic of interest by which the individual researchers can get relevant outcomes while conducting particular research. This particular observation has been segregated into four main parts which have been reflected below.
Concrete Experience
During the observation, I noticed an acute phase of staff shortage, especially the front staff related to the food and beverage department during the holiday seasons. In accordance with slower service to the clients and guests related to food and beverage, a decreased formation of brand reputation has been recognised from my end while considering operational bottlenecks with an extended form of check-in hotel facilities. As per the discussion of Boggu (2020), changing the behavioural pattern of the workforce and their work-related frustration can lead to consequences like guest dissatisfaction while reducing the brand image of a particular business organisation related to the hospitality industry. Following this observation, I have noticed customer irritation points and intentional service delays from the front office staff by which proper gapping of a talented workforce and additional staff have developed the situation of employee fatigue on a great scale. Employee morale deportation could be adhered as an important factor through which an amalgamation of flexible work schedules and maintaining a particular role of workforces has also been identified as effective (Berman et al. 2021). I have also observed the advantages of fulfilling staff requirements in terms of maintaining a minimum percentage of required staff for the Coldra Court Hotel.
Reflective Observation
Reflecting on my overall observation, I have noticed a growing rate of staff turnover, especially staff from the front office in the food and beverage department while having negative contributions of these factors on Coldra Court Hotel’s overall reputation. For instance, particular staffs recruiting process of this hotel has been abducted due to the Brexit implementation and global lockdown impact in post-COVID-19 time. I have also observed the issues of role negligence and delay in accomplishing particular goals among the selected staff by which this particular hotel has been facing critical business issues in these recent fiscal years. Based on the observation of Zisan et al. (2021), instability in overall profitability due to the high risk of turnover has developed a certain absence of critical strategy-making by which decreased adaptation during the pick seasons in hotels can be recognised. Based on this particular observation, deterrence of service quality and overall brand recognition among potential customers has also been recorded from the staff shortage scenario by which the composition of well-being from the existing employees has also been amalgamated. Issues like decreased morality for the workforce due to challenges like inappropriate staff training and implementation of AI in staff selection have also been highlighted during my observation. Mitigating strategies like focusing on particular reasons for staff retention, growth of operational scalability and proper staff recruitment have been selected as appropriate from my angle by which I have learnt the importance of managing a particular team, especially in peak hours. 
Abstract Conceptualisation
Focusing on the theoretical standpoints, an observation of self-determination theory has a key role in emphasising employees' motivational instincts by which morale principles can be increased in providing efficient performance (Nyanjom et al., 2023). Based on this particular observation, I have noticed the importance of fostering a collaborative network among the employees to enhance their performance along with motivating them to reduce staff turnover rates. Prioritising of staff requirements can also provide the scope of achieving competitive advancement in which efficient performance of the staff and their certain connection with the individual role can increase their self-esteem (Kodom-Wiredu et al., 2022). I have also observed the advantages of implementing the attributes of Social exchange theory in focusing on social transformation principles and employees psychological factors while helping the management along with dedicated staffs to accomplish particular corporate goals in Coldra Court Hotel. Engagement of new talents with better lifestyle offerings could also change the present scenario of an organisation while adopting a particular compensation package with psychological underpinnings could also be recognised as an important factor (Stone et al. 2024). I have also observed the importance of amalgamating profound technologies in staff training and performance enhancement by which this particular hotel could be helpful in increasing its overall profitability. 
Active Experimentation
Moving forward, I have observed some of the proposed strategies including enhancement in staff selection and cross-training programmes have a great impact on reducing staff turnover rates. As opined by Sinha and D'Souza (2022), attractive compensation and flexible hours have the benefits of enhancing staff morale by which a particular way of active staff recruitment can be established in developing overall organisational operations. I have also observed the importance of increasing employees' well-being during peak hours. Holmes et al. (2022) highlighted a specific supportive work environment can be helpful for the workforce in developing their proficiency while adding constructive feedback for a better result. I have also proposed the importance of analysing the personal strengths and limitations of Coldra Court Hotel while analysing their upcoming opportunities and threats in maintaining their particular brand image. 
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Superb hotel
what a wonderful stay here over the weekend, the breakfast was 10/10 ( Superb )

the Jacuzzi, swimming pool and sauna was lovely , what a lovely relaxing night, cant wait to return

1 will be keeping an eye out on super deals over Christmas :)
Michelle

Read more v

Date of stay: October 2024
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Avoid avoid avoid

Well where do | start.. booked through hotels.com and on arrival, they had no booking on their
system. The staff were incompetent and rude.

They eventually gave us a room which I’'m convinced wasn’t inspected prior, as they weren’t
expecting a booking. But before this we were told we had to pay £60 deposit for the room, which
we were not made aware of at the time of booking, and no where in the email did it say we had to
pay this. However, we were told we would get this back once we checked out.

The shower was broken, but other than that the room was fine. We ended up having a relatively
relaxing stay, despite the stress of check in.

Read more v

Date of stay: July 2024
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