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[bookmark: _heading=h.rkvcrkdrmkxb]Topic/Theme
Investigating the Impact of Staff Shortages on Service Quality and Operational Efficiency at The Falcondale Hotel, Lampeter.

Executive Summary 
The research on the effects of staff shortage on hospitality service quality operational performance and hotel business sustainability is made using The Falcondale Hotel. The origin and effects of employee shortages were assessed in the context of their impact on guest contentment, staff welfare, and business stability, and the research investigation was discussed. The previous research investigated effective solutions for reducing these observed challenges.
Research findings relate to the SERVQUAL model, in that, staff shortage problems would tend to hurt one or more key service dimensions. Insufficient staff cause delays in hotel services, reduce guest-staff interaction and suffer in unsatisfactory survey results that will reduce the hotel’s reputation rank. Staff shortages negatively impact the hotel’s operation capacity as reduced efficiency occurs as a result of an increase in service demand paired with employee burnout rate and turnover statistics. These problems lead to service consistency problems due to their recruitment and training process which increases operational expenses. It is the sustained challenge of an insufficient workforce that impacts the financial, image and operational pressures. If corrective actions are not taken, the hotel will be faced with market competition challenges.
Recommendations for handling current issues are based on a combination of better recruitment strategies along with retention-based employee programs and system operational optimisations. Hotel managers should develop strategies that involve relationships with nearby educational programs, career growth schemes and employee appreciation plans as well as cross-department learning opportunities. Technology workforce management systems and guest self-service tools help organisations improve operational performance and lower worker burden. With strategic staff management, The Falcondale Hotel can reduce the adverse effects and improve guest satisfaction to help the hotel preserve its hospitality industry leadership position. This proves that organisations that wish to acquire durable growth and market supremacy must facilitate techniques that match their extended business objectives.
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[bookmark: _heading=h.sag30xdx5ru]Introduction
To run its dynamic service sector involving high-quality service delivery, the hospitality industry needs a lot of human workers. Both hotels and other industries are facing growing staff shortages and cannot maintain the level of service quality as they do not have enough staff Profits weaken once inefficiencies in the operation are a consequence of lack of staff, resulting in employee stress, poor guest satisfaction. Staff shortage effects are evaluated on service delivery as well as on operational efficiency at The Falcondale Hotel situated in Lampeter within accommodated research. The analysis considers diverse means of diminishing the impact of staffing shortage on operation systems.
Different reasons such as employee turnover along with insufficient recruitment practices and inadequate training as well as seasonal variations in customer volume cause staff shortages within hospitality organisations. Adverse effects of many factors are found in operations that occur in both support and guest-facing roles. The work Tasks are assigned again to employees and in this, a burnout situation is created where the productivity level goes down. When shortages occur, guest-facing staff such as at reception and housekeeping and food service positions have reduced levels of satisfaction because they must provide slower service with higher errors. Effective management of staffing problems is the solution to both operational quality as well as preservation of customer satisfaction.
The increased relevance of this research topic for the UK Hospitality industry is due to the real-time labour market changes caused by Brexit, as a result of economic uncertainties and post-pandemic job preference shifts making this research topic more urgent. Due to its lack of access to a big workforce, Hotel suppliers or locations in rural areas (such as Lampeter) have greater obstacles to attracting and retaining skilled staff. The Falcondale Hotel serves as the research case to demonstrate to an organisation in a similar predicament how it can escape staffing problems without reducing the quality of services as long as the resources available are limited.
Located close to Lampeter in Ceredigion, Wales, The Falcondale Hotel offers luxury accommodation to its guests and the hotel is also a peaceful resort. The hotel provides premium services to the members in terms of its upscale facilities and dining experience as well as its event spaces for parties and weddings for leisure purposes (thefalcondale, 2025). It is crucial that the staff performs well and is available to service the hotel to achieve an outstanding brand reputation as such. The standard difficulties encountered by rural accommodation operations are also relevant to the property in its efforts to secure enough staff and from customer numbers that are very unpredictable at different times of the year.
This research will address the following aims and objectives:
Research Aim: To investigate the impact of staff shortages on service quality and operational efficiency at The Falcondale Hotel, with a focus on identifying strategies to manage and mitigate these challenges.
Research Objectives:
1. To evaluate the current staffing levels and their impact on service quality and operational performance.
2. To identify key factors contributing to staff shortages at The Falcondale Hotel.
3. To explore strategies and best practices that could help address staffing challenges in rural hospitality establishments.
Research Questions:
1. How do staff shortages affect service quality and guest satisfaction at The Falcondale Hotel?
2. What are the main causes of staff shortages in the hotel’s operations?
3. What strategies can be implemented to improve recruitment, retention, and overall staffing efficiency?
This analysis seeks to develop practical suggestions which will help the hotel deliver top-quality service while operating with limited staff. The research will help expand knowledge of effective human resource management in hospitality through a combination of literature analysis organisation insights and data collection.



[bookmark: _heading=h.g0woswhyn1yp]Literature Review 
The existing literature is reviewed critically to define how staff shortages influence operational quality and workplace management with possible remedy options for the hospitality industry. This study uses the SERVQUAL model and Herzberg’s Motivation Theory as theoretical frameworks to reinforce the analysis.
[bookmark: _heading=h.3w8ugm920twu]1. Causes of Staff Shortages
Multiple industries such as healthcare together with education and hospitality demonstrate extensive studies about employee shortages. The main causes of staffing deficits include employees leaving their positions at high rates together with unfavourable work environments, insufficient rewards and insufficient training programs.
The research conducted by Nakweenda, Anthonie and van der Heever (2022) established burnout and extended work hours in addition to substandard pay systematically caused staff deficits in critical care areas. The inadequate number of nursing staff in critical care areas led critical care nurses to experience both frustration and helplessness both resulting in compromised patient care delivery. 
The research conducted by Jacob and Garba (2021) analysed the deficit of teachers in Nigerian educational institutions of higher learning. Research revealed that institutional funding issues together with constrained seniority options made up the core reasons behind workforce departures. This study differs contextually but it establishes connections about how insufficient workforce support together with limited professional advancement affects hospitality personnel commitment rates.
As Perkins (2021) notes, the nursing shortage is a result of recruitment issues plus insufficient leadership which makes staffing difficulties worsen. The author states that effective approaches to leadership, as well as effective approaches to recruitment and retention, offer powerful solutions to shortages. Management issues are serious for the Falcondale Hotel and other hospitality establishments and therefore, they have to develop more adequate recruitment systems and workforce development initiatives.
[bookmark: _heading=h.r46fohyn9vx3]2. Impact of Staff Shortages on Service Quality and Operations
The findings show that the issues concerning staff shortage lead to serious negative impacts in terms of both service quality and operational efficiency, which hence produces poor guest satisfaction and increased employee anxiety and operational interruptions.
According to Ivanov and Dolgui (2022), the 'shortage economy' is a new understanding of labour force shortages as applicable to management and supply in service and chain. At the operational level, a lack of sufficient staff simply results in operational delays and decreased productivity at levels that will inevitably prevent organizational accomplishment of target customer service. Errors from hospitality venues are transmitted to the entire guest experience through guest service delays.
Mouzaek, et al (2021) performed empirical research concerning Dubai hotel's service quality dimensions and their influence on guest satisfaction. Research showed that customer perceptions were very much dependent on the first three factors i.e. being responsive, reliable and empathetic. Service quality dimensions delivery suffered when the number of staff decreased as each employee got overwhelmed and could not provide the personalised attention required in service to the customer. Thus, the Falcondale Hotel has to sustain these service quality dimensions since they assist in protecting its good name as well as keeping guests loyal.
Following research, Nguyen and Malik (2022) examined the relationships between employment in job positions and hierarchical levels and service quality when artificial intelligence technology is used. The role requires both emotional intelligence and empathy ability and research has shown that despite that automation can not ‘fully steal’ human service interaction as it brings its operational benefits. Due to personalised interactions with guests being important in competition, the industry requirement for sufficient human personnel in hospitality services becomes more apparent.
It ascertains the deficiency in the existing research on the fact that workforce deficits hurt both internal organisational activities and customer perception outside the establishment.
[bookmark: _heading=h.i1k5vrnxc2uz]3. Strategies to Mitigate Staff Shortages in Hospitality
The problems of staff shortage in hospitality service industries are made by integrating workforce technology supporting employee involvement programs and such hiring plans.
However, according to Morosan and Bowen (2022), digitisation constitutes a solution to the problems of workforce shortages within the hospitality sector. By checking in automation, mobile ordering, and workforce management systems together, the amount of workload for workers is lowered and operations are sped up. As per the authors, the success of the balance of implementation methods depends on the proper human resources.
In the paper written by Liu-Lastres Wen and Huang (2023), the "Great Resignation" impacts the hospitality and tourism sectors. Notably, workplace staff should be kept happy by keeping responsible employees by way of employee well-being flexible schedules, and professional development opportunities according to their investigation. Falcondale Hotel and rural hotels would do well to provide attractive employee benefits associated with a supportive environment to address the staff shortage problems they face.
Good leadership effectiveness is important to filling the workforce deficit effectively. The nature of globalization in today’s organizations is such that the most critical work environments are built on engagement principles with the principle of teamwork work and the leaders will come up with environments that help boost employee commitment to the required responsibilities in times of crisis. From the review of the literature, it is expected that organisations should collaborate in creating recognition programs coupled with career advancement and continuous communication to help them retain their employees (Collis, 2014).
[bookmark: _heading=h.46ey4v761t0u]4. Relevant Theoretical Models
[bookmark: _heading=h.e8am1evi5ooj]4.1 SERVQUAL Model
The model of service quality assessment, SERVQUAL, allows measuring the service quality by the 5 dimensions of the tangibles, reliability, responsiveness assurance and empathy. Jonkisz Karniej and Krasowska (2021) state that running a SERVQUAL-based service quality assessment enables the organisation to uncover mismatches between what the customers expect from the service provided and what the organisation delivers. When the shortage of employees makes organisations unable to provide empathy and responsiveness in their services, the assessment of service quality becomes important.
Jonkisz, Karniej and Krasowska (2022) conducted a study applying the SERVQUAL model across Asian countries which resulted in enhanced service quality through regular tool application. Hotels should conduct these assessments to detect the ways irregular staffing affects service dimensions so they can design precise solutions to manage service deficiencies.
According to AlOmari (2021), the application of the SERVQUAL model in developing countries faces difficulties because organisations commonly struggle with resource limitations which prevent service quality enhancements. Rural hospitality businesses can find this information useful because they typically face constraints regarding money and worker availability.
[bookmark: _heading=h.70i9jcpve2mg]4.2 Herzberg’s Motivation Theory
The two-part approach of Herzberg’s Two-Factor Theory differentiates between employee satisfaction factors which are hygiene factors and those which function as motivators. Two critical elements exist for employee satisfaction and turnover reduction based on research by Peramatzis and Galanakis (2022). Hospitality workplaces need to resolve hygiene variables including work-life balance and wages to stop employee dissatisfaction.
Research by Rai, Thekkekara, and Kanhare (2021) showed that nurses become more satisfied with their work when their career grows and when they receive appreciation from their supervisors. The engagement of contemporary employees depends on equally balanced intrinsic and extrinsic workplace motivational factors according to Mitsakis and Galanakis (2022).
The Falcondale Hotel should use Herzberg's theory by implementing programs which enhance hygiene factors through improved working conditions and also develop stimulating reward systems to minimise worker departures and enhance operational efficiency.
[bookmark: _heading=h.hb5h8rsw8rzy]5. Research Gaps
Multiple studies deliver beneficial information about staffing deficits but numerous knowledge gaps continue to exist. The Falcondale Hotel requires specialised research regarding its rural hospitality industry because staffing problems intensify due to limited local job applicants. The current literature fails to connect SERVQUAL dimensions with Herzberg’s Motivation Theory when developing staff shortage mitigation strategies for hospitality operations. No available studies exist about hotel operations which demonstrate how they maintain service quality combined with operational efficiency during current staff shortages. The research investigates staffing difficulties at The Falcondale Hotel through theoretical assessment and develops sector-specific recommendations for rural hotel settings.

[bookmark: _heading=h.thfq3010ivjn]

[bookmark: _heading=h.tfzrncctl234]Methodology
This section outlines the research method together with data collection procedure and ethical approach used to assess staff shortage impacts on The Falcondale Hotel. The research uses both secondary sources and case study methods to achieve thorough insights into the hotel staff deficit issue.
[bookmark: _heading=h.z32mkyr0kyqy]Research Approach
The research requires a case study design because it provides a thorough assessment of real operational challenges faced by The Falcondale Hotel due to workforce shortages. This approach functions best to analyse complex business situations within independent organisations because it provides complete information about operational workflows and front-end customer interactions. The hospitality field widely utilises case studies for research that evaluates operational conditions together with service limitations through resource assessment (Winter, 2020). Secondary data sources serve as the foundation for qualitative analysis as the research develops theoretical solutions and practical staffing remedies.
[bookmark: _heading=h.1xfccsqwca0n]Data Collection and Analysis
1. Employee Reports: Staff reports about turnover frequency and schedule distribution together with absence records will provide data for workforce distribution analysis.
2. Guest Feedback: Service standards and guest satisfaction levels will be monitored through their feedback, online customer reviews and recorded complaints to determine the effects of staffing shortages on service quality and guest satisfaction (Jacobs, 2021).
3. Operational Metrics: The assessment of operational performance because of staffing shortages is possible through service response KPIs in combination with housekeeping efficiency and food service delay indicators.
4. Industry Publications: Studies and reports about the hospitality industry released by professional publications help understand how the investigated findings tie to larger business sector challenges (Griffiths et al. 2021).
[bookmark: _heading=h.kczs044g13jo]Ethical Considerations
The research follows ethical rules that protect the proper usage of secondary data. Management at The Falcondale Hotel will grant authorisation for researchers to obtain their internal documentation and reports. Anonymisation techniques will protect privacy because The Falcondale Hotel requires confidentiality regarding employee records and guest feedback data (Saunders, 2012).
The approach of relying on secondary data collection methods eliminates most threats to participant privacy when working without direct participant interactions (Gibson and Greene, 2020). The data handling operations obey the requirements of both the UK General Data Protection Regulation (GDPR) and additional applicable data protection laws.
[bookmark: _heading=h.pa9e9ne3u2x2]Data Reliability and Validity
Research findings require consistent secondary data reliability to establish credibility. Various sources of data will be utilised by the study to create valid information through triangulation methods. Performance measures obtained from the establishment will undergo guest feedback analysis to discover recurring patterns (Ingersoll and Tran, 2023). Multiple reports from the hospitality sector and academic research will confirm and strengthen the hotel data obtained from The Falcondale Hotel.
Secondary data availability while simultaneously facing quality concerns exists as a possible limitation to this research design. Internal organisational reports lack current complete information while guest feedback and employee performance tracking systems display various forms of bias. 
[bookmark: _heading=h.o5fif6ex9grb]Research Limitations
Limited generalisation applies to this study since it uses only a single case study of The Falcondale Hotel. The detailed information provided by case studies does not cover all challenges and strategies because the unique characteristics of The Falcondale Hotel might differ from hospitality organisations in other locations or market segments (Charbonnier et al. 2022). The research implements secondary data exclusively resulting in potential challenges to detect detailed employee and guest perspectives which could have been obtained through interviews and focus groups.
[bookmark: _heading=h.plv7pav12d6g]

[bookmark: _heading=h.1ijqe57zomx7]Case Study Hotel Overview and Findings 
[bookmark: _heading=h.8yaou55638i]The Falcondale Hotel: A Comprehensive Profile
[bookmark: _heading=h.qqnj7itt95ag]History
The historic Falcondale Hotel exists near Lampeter market town in Ceredigion Wales since its establishment during the early 19th century spanned more than two centuries. When John Battersby Harford purchased the Falcondale estate in 1859 he initiated a renovation that converted it into an Italianate villa that received Grade II listing status (thefalcondale, 2025). The building transformed from its original private estate function to become a retirement home before the hotel industry adopted it following the 1970s. Under Hutton family management starting from 2000, the hotel continues to deliver exceptional personalised service to its customers (Axonify, 2024).
The Falcondale Hotel maintains its status as one of the best facilities to experience countryside peace. The historical construction with its beautiful architecture draws guests who want luxury combined with calmness. The hotel stands vital for the local tourism sector through support of economic expansion and local job creation in the rural Lampeter community (thefalcondale, 2025).
[bookmark: _heading=h.nhbbggwj4hp8]Operations and Services
A 4-star country house hotel established in Falcondale serves its guests with superior services. The hotel provides 17 specially designed accommodations that combine contemporary comforts with elegant charm through their modern facilities. Diners can experience fine dining at the restaurant where the chefs prepare menus from local ingredients which celebrate the traditional foods of the area. Falcondale provides hosting services for weddings together with private events as it offers customised packages for its clients (thefalcondale, 2025).
[image: ]
Figure: Falcondale Hotel Operations and Services
Source: (Harpers Wine, 2024)
High service standards drive hotel operations because they serve as essential factors for maintaining guest loyalty and controlling reputation. Guest services at this hotel cover a combination of guest reception and housekeeping, restaurant management and event organising tasks. The hotel takes advantage of its country setting through active promotions of recreational activities such as walking trails and garden tours to improve guest satisfaction levels.
[bookmark: _heading=h.o8i64yokuhvg]Current Staffing Structure and Turnover Rates
[image: ]
Figure: Staffing and Operational Challenges
Source: (Lodging Association, 2023)
Besides the many rural hotels that do business with minimal staff, The Falcondale Hotel maintains a minimal workforce to maintain service excellence without increased costs. The hotel has a workforce of around 25 workers who operate in separate departments like front desk operations and housekeeping and both food service and kitchen preparation and maintenance services (Opus LLP, 2024). The hotel struggles continuously to employ the right number of personnel because it operates in a remote area that lacks a big labour market.
Employee turnover affects the hospitality sector at a crucial level. UK hospitality industries experience high employee turnover reaching more than 30% nationwide and reaching 70% in selected job positions (American Hotel & Lodging Association, 2023). The Falcondale battles identical staff recruitment difficulties that surpass others in manual positions found in housekeeping and kitchen staff. The hotel's limited resources suffer due to the service delivery problems caused by employee turnover together with the increased expenses for recruitment and training new staff members.
Research results from the American Hotel & Lodging Association show that more than three out of four hotels face continuous staffing challenges and housekeeping emerges as their most critical staff shortage area. Housekeeping emerged as the highest priority for employment in the minds of 50% of survey participants (AHLA, 2024). UKHospitality reports (2024) that staffing shortages in the UK worsened because of immigration policies following Brexit and COVID-19 has reduced the number of foreign workers who usually perform hotel tasks.
[bookmark: _heading=h.i69aleg02qmm]Key Organisational Challenges Related to Staff Shortages
1. Recruitment Difficulties
The Falcondale Hotel faces major problems recruiting new personnel because of its remote location. A Statista report (Statista, 2019) indicates that geographic location stands as a significant barrier to recruitment among UK hospitality organisations since 41% of businesses face this problem. The scarcity of workers in Lampeter requires the hotel to battle urban hotels for qualified staff. The seasonal cycles of hospitality work create obstacles to providing permanent stable job positions which deters prospective candidates from applying.
2. Increased Workload and Employee Burnout
Employee burnout emerges from their need to handle various jobs because of staffing problems which creates excessive fatigue mentally and physically. The 2024 Axonify survey revealed UK hospitality workers showed a burnout rate of 67% because excessive workloads were their main source of dissatisfaction. The stress experienced by employees from burnout causes workers to produce less at their jobs and miss shifts, leading to more employees leaving the business which intensifies the shortage of personnel (Cottrell, 2014).
3. Service Quality Impact
Employee service quality decreases when institutions lack enough staff members. Inadequate staff-to-guest ratios create delayed services and incorrect delivery of service which reduces guest satisfaction scores. Research conducted by Mouzaek et al. (2021) established responsiveness together with reliability as essential service quality components in hospitality settings. Insufficient staffing jeopardises the hotel's reputation because customers may face unreliability in service delivery.
4. Training Constraints and Operational Consistency
Continual personnel recruitment together with training requirements creates operational stress on the hotel due to increased worker replacement demands. When new employees join an organisation they need adaptation time before reaching full performance levels because of temporary periods of decreased quality work. A shortage of experienced personnel dealing with new employee training leads to obstacles in developing the right skills. The Society for Human Resource Management (2024) advises organisations to maintain their top talent because it helps maintain operational quality and cuts down employee training expenses.
5. Economic and Industry Trends
A range of economic elements in the market creates difficulties when hiring staff. Hospitality job vacancies declined to less than 100,000 positions according to The Times (2024) report marking the end of pandemic-era record employment shortages and employee interest decline in hospitality sectors. The current workforce market sees employers adopting flexible work programs as well as bonus schemes and professional advancement opportunities to acquire and maintain their employees (Financial Times, 2024).
[bookmark: _heading=h.zbf1pst0fo0h]Strategies to Address Staffing Challenges
To address these issues, The Falcondale Hotel can implement several strategies:
· Enhanced Recruitment Initiatives: Local educational institutions should become partners of The Falcondale Hotel to create internship and apprenticeship opportunities which attract young talent to the hospitality sector (Veal, 2006).
· Employee Well-being Programs: The Falcondale Hotel should implement employee well-being programs including wellness initiatives and workload management approaches which will decrease employee burnout while boosting employee retention (Harpers Wine & Spirit, 2024).
· Technology Integration: Online check-in tools and reservation software enable labour force reallocation from administrative tasks to direct customer service activities (Startups Magazine, 2024).
[bookmark: _heading=h.phd5w2n6k2w3]

[bookmark: _heading=h.c0nwfgpizrmu]Data Analysis of The Falcondale Hotel Using SWOT, PESTLE, and Competitor Analysis
This section examines The Falcondale Hotel's operational difficulties through SWOT analysis and PESTLE and Competitor analysis methods. These evaluation tools produce an all-inclusive picture of staff-based operations together with a market-pressure evaluation of the hotel’s performance outcomes.
[bookmark: _heading=h.nq001mogl7xn]1. SWOT Analysis
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Figure: SWOT Analysis
Source: (Axonify, 2024)
A SWOT evaluation examines both what ensures The Falcondale Hotel succeeds (strengths and weaknesses) and what dangers (threats) and opportunities exist externally.
Strengths
· Reputation for High-Quality Service: Humberside Hotel maintains a superior reputation for delivering customised guest interactions which creates devoted customers who frequently return to their facilities.
· Historical Charm and Location: Tourists choose the hotel because its status as a Grade II listed building combines historic preservation with a peaceful countryside location (Carver-Thomas, 2022).
· Diverse Services: To serve diverse requirements Falcondale provides dining services and event hosting services together with outdoor experiences.
Weaknesses
· Staff Shortages: Staff deficits exist at the hotel because it currently employs around 25 people which creates overwork for employees and delayed services during peak times according to Axonify (2024).
· Limited Recruitment Pool: The remote setup gives the hotel limited choices for hiring workers due to the lack of skilled candidates in the area (Statista, 2019).
· High Turnover: The hotel operates with high employee turnover rates thus causing operational disruption while raising the expense of staff training (AHLA, 2024).
Opportunities
· Partnerships with Educational Institutions: Locating apprenticeship and training programs as part of educational institution partnerships offers educational colleges an opportunity to draw young talent into the hotel sector.
· Adoption of Technology: The hotel can boost operational efficiency through digital implementations such as automated check-ins and task management tools as reported in Startups Magazine (2024).
· Expansion of Marketing Initiatives: Digital marketing applied to the hotel's unique features enables attracting both domestic and international travellers by promoting the expansion of marketing initiatives.
Threats
· Economic Uncertainty: Economic developments that cause operational expenses to go up and economic growth to slow down will lead people to spend less money on holiday experiences at hotels according to The Times (2024).
· Competition from Larger Hotels: Larger hotels based in nearby cities combined with other bigger establishments will challenge The Falcondale Hotel's ability to match resources and amenities provided to customers as well as staff.
· Regulatory Changes: Attaining sufficient staff became more challenging for UK hospitality businesses since Brexit rules restricted their access to foreign workers (UKHospitality, 2024).
[bookmark: _heading=h.js156ao89g7j]2. PESTLE Analysis
	Factor
	Details

	Political factor
	Post-Brexit Labor Policies: Strict immigration rules reduced the availability of foreign-qualified workers, impacting staffing.

	
	Health and Safety Regulations: Updated regulations post-pandemic require additional training and resources (Hayes, 2021).

	Economic factor
	Labour Shortages: Over 100,000 workers shortage in the hospitality industry, increasing costs and affecting service quality.

	
	Inflation and Rising Costs: Increases in utility and food prices put pressure on operational expenses and profitability (Walker, 2021).

	Social factor
	Changing Employment Expectations: Employees demand better work-life balance, flexibility, and mental health support.

	
	Demographic Shifts: Younger tourists value sustainability, allowing the hotel to attract them through eco-friendly practices (Walker, 2022).

	Technological factor
	Automation and Digitisation: Digital tools reduce operational costs by automating routine tasks such as bookings.

	
	Online Reviews: Guest choices are heavily influenced by online reviews, necessitating consistently high service quality (Heimerl, 2020).

	Legal factor
	Labour Laws: Compliance with working hours, wages, and health benefits is essential for legal adherence and employee satisfaction.

	
	Data Protection Regulations: GDPR compliance ensures secure handling of guest data (Calzavara et al. 2020).

	Environmental factor
	Sustainability Practices: Adoption of eco-friendly strategies aligns with increasing environmental awareness among travellers.

	
	Weather-Related Risks: The rural location makes the hotel vulnerable to weather disruptions affecting accessibility and operations (Popoola et al. 2024).



The hotel’s operational environment faces external influences which the PESTLE analysis analyses.
Political Factors
· Post-Brexit Labor Policies: The UK’s departure from the EU adopted strict immigration rules which reduced the availability of foreign-qualified workers. Staffing in the hospitality industry has experienced major changes due to this development (UKHospitality, 2024).
· Health and Safety Regulations: The implementation of updated health and safety standards after the pandemic needs both more staff training programs and additional resources.
Economic Factors
· Labour Shortages: The hospitality industry currently lacks more than 100,000 workers according to Harpers Wine & Spirit (2024). Service quality suffers while recruitment expenses together with overtime pay increase due to this workforce shortage.
· Inflation and Rising Costs: Utility and food price increases alongside rising operational costs threaten both operational expenses and profit levels so the business needs to become more efficient.
Social Factors
· Changing Employment Expectations: Employees expect workplace policies to include better work-life balance together with flexible schedules and mental health support so the hotel must adapt its employment practices (Axonify 2024).
· Demographic Shifts: The hotel can attract socially aware tourists through its practices involving eco-friendly strategies and sourcing ingredients from local suppliers because younger travellers value sustainable characteristics.
Technological Factors
· Automation and Digitisation: The hotel sector can cut operational costs through automated digital tools which handle standard procedures such as booking maintenance while handling contact with customers (Startups Magazine, 2024).
· Online Reviews and Reputation Management: Online reviews actively affect guest booking choices thus the hotel must provide consistently superior service quality at all times.
Legal Factors
· Labour Laws: Employee satisfaction along with legal compliance depends on the proper implementation of labour laws regarding working hours wages and employee health benefits (Diaz, 2022).
· Data Protection Regulations: Under Data Protection Regulations the hotel needs to uphold GDPR UK standards throughout its secure handling of guest information.
Environmental Factors
· Sustainability Practices: Hotels increase their efforts in environmental preservation by adopting eco-friendly methods because people become more aware of environmental challenges.
· Weather-Related Risks: The hotel stands at risk due to weather conditions that originate from its rural location because such events create barriers for both guests and operational accessibility (Bourgeault, 2021).
[bookmark: _heading=h.tshb2p5r1e3l]3. Competitor Analysis
The Falcondale Hotel uses competitor analysis to find market opportunities by identifying ways that separate it from competitors.
Direct Competitors
· Plas Glyn-y-Weddw: Plas Glyn-y-Weddw operates near North Wales providing guests with dining accommodations and event hosting in a single location. The facility bases its operations on its historic charm alongside personalised treatment although it falls short when it comes to local food emphasis.
· Nant Ddu Lodge: Nant Ddu Lodge positions itself at the Brecon Beacons while delivering spa facilities along with classic hospitality services. Wellness-oriented travellers could find attractive features at this venue which would create competitive market tension (Nguyen, 020).
Indirect Competitors
· Chain Hotels (e.g., Premier Inn): The advantages of chain hotels such as Premier Inn derive from their size to achieve price reductions and extensive marketing abilities. The Falcondale hotel stands apart from large hotels through its customised hospitality and one-of-a-kind environment yet these large hotels operate at lower costs (Moro, 2020).
· Vacation Rentals (e.g., Airbnb): Vacation Rentals platforms function as Airbnb enables customers to find short-term rental spaces at lower prices with flexible terms. Typical guests hope to receive comprehensive hotel services from luxury facilities yet these services remain unavailable at these locations.
Competitive Advantages of The Falcondale Hotel
· Unique Historical Setting: The hotel stands apart from normal chain hotels because of its distinctive historical establishment and traditional country ambience.
· Locally Sourced Cuisine: Hospitality guests are drawn to food sources from local areas because sustainability forms the basis of their approach to selecting accommodations during vacations (Grobelna, 2021).
· Personalised Service: The hotel's distinctiveness as a boutique establishment enables tailored service delivery that helps guests develop better loyalty to the hotel.
Areas for Improvement
· Staff Training and Development: The hotel should invest in staff development programs because they produce constant service quality while decreasing workforce abandonments (Prentice, 2020).
· Technology Integration: Technology integration will allow the hotel to achieve operational efficiency thus enabling competition against resource-rich larger competitors.

[bookmark: _heading=h.bhf3gissu50a]Discussion
The research findings regarding staff shortages in the hospitality industry receive detailed assessment through this section which examines their effects on service delivery quality together with guest satisfaction levels and operational performance as well as long-term business stability. The author conducts a thorough analysis of the research outcomes to interpret their findings while evaluating their implications and specifying additional research needs.
[bookmark: _heading=h.4edknxt21kjq]Impact on Service Delivery and Guest Satisfaction
Success in the hospitality industry depends on offering quality services alongside excellent guest satisfaction standards. Shortages of staff members negatively affect service delivery times while decreasing opportunities for human communication and introducing irregular operational practices. Service quality perceptions depend on five SERVQUAL dimensions which include reliability, responsiveness, empathy, assurance and tangibles. Staff shortages enter the industry scene and damage two essential service elements namely reliability and responsiveness (Ivanov and Dolgui, 2022). The dissatisfaction from unfulfilled expectations creates damage to the hotel's reputation while negatively affecting its financial results.
1. Delayed Service Delivery
Hotel guests anticipate rapid high-quality service throughout their stay beginning from quick check-ins followed by prompt accessibility to rooms and dining services in addition to quick access to all hotel facilities. A lack of staff disrupts normal operational processes which results in delayed services that create negative effects on guest satisfaction. A shortage of housekeeping staff results in delayed room cleaning which creates delays for check-ins as well as unhappy guests (Mouzaek et al., 2021). Hospital dining operations experience declines in overall service quality because of insufficient staff numbers in both preparation areas and service delivery zones.
Guest loyalty at The Falcondale Hotel may diminish when service waits become a common occurrence since consumers choose the hotel because of its approach. The scenario becomes most critical during peak times which include weddings and conferences but also includes any major event where many guests stay. Guests who receive incomplete services tend to post negative online reviews that discourage other customers from making reservations. To retain market competitiveness within the hospitality sector it is necessary to provide timely services since word-of-mouth and online reviews heavily affect customer decision-making behaviors.
2. Reduced Personal Interaction
Boutique hotels such as The Falcondale Hotel require guest service delivery through personal contact along with intensive attention to detail because these features create memorable experiences for their visitors. When staff levels fall insufficiently it becomes harder for employees to maintain effective interactions with hotel guests. Workers who handle numerous duties choose crucial assignments above optional yet important activities like customised recommendations and handling unique guest needs.
A study by Nguyen and Malik (2022) proves that although technology enables the automation of daily operations it fails to substitute genuine human interaction for front-facing handling of guests. Most visitors anticipate hotel personnel to show empathy and provide dedicated listening skills while resolving their problems, particularly regarding special accommodations. The failure to establish personal interactions between staff and customers can negatively affect the overall assessment of hotel services. The Falcondale Hotel needs to balance its employee staffing to support genuine guest collaboration to preserve top-quality guest experiences alongside strong brand loyalty.
3. Decline in Guest Satisfaction Scores
Justinian hotel operations achieve success through the measurement of guest satisfaction scores. High customer satisfaction scores create positive hotel reputations that directly drive growth but low scores will damage the image of the property alongside financial losses. Shortages among staff members produce inadequate service delivery that creates dissatisfied guests who leave negative comments online. Startups Magazine (2024) shows how TripAdvisor and Google Reviews together play a vital function in forming customer perceptions of hospitality services.
Hotels which neglect staffing problems will experience extended drops in customer reservations since brand trust declines. The Falcondale Hotel depends on excellent guest satisfaction scores to generate business from both new and existing customers in its specialised market. By training employees to efficiently solve guest concerns, hotels can decrease the negative impact of staff shortage on guest satisfaction scores through active service management approaches.
[bookmark: _heading=h.3dp5t4nhtpmr]Impact on Operational Performance
The operational performance of hospitality businesses takes severe damage from employee shortages. Shortage of staff members creates various operational performance issues which block the normal functioning of hotels because employees handle excess workloads while experiencing diminished morale and increased staff turnover rates.
1. Decreased Efficiency and Productivity
Seamless operations within the hospitality sector rely on achieving the highest levels of productivity and efficiency. When hotel staffing numbers fall short employees become required to handle multiple tasks while prioritising business-critical duties which results in delayed service delivery together with errors in work quality standards. Such inefficiencies often develop during resource shortage conditions which push businesses to serve their clientele despite having inadequate staff resources according to Ivanov and Dolgui (2022).
The Falcondale Hotel experiences efficiency issues that create longer delays in cleaning rooms and slow food preparation services and maintenance tasks. These operational disturbances spread through the service system to deteriorate guest satisfaction levels and operational management stability. Hotels must implement two efficiency-promoting approaches which combine staff member training across different roles along with the implementation of automated processes for repetitive work tasks.
2. Increased Workload and Burnout
The gaps in staff rosters create an additional workload for present employees until burnout makes them physically exhausted emotionally drained and burnout occurs. Professional burnout creates two negative effects on organisational performance: decreasing efficiency and deteriorating service delivery quality. Axonify (2024) discovered that 67% of hospitality staff members faced burnout symptoms from heavy workloads according to their research. The performance level of exhausted workers decreases while the understaffing problem intensifies because employees disconnect from their tasks leading to increased absence from work.
The practices of managing workloads together with offering well-being initiatives serve as crucial tools to reduce employee burnout situations. Hotels should enhance employee work-life quality by establishing shift rotation systems and flexible work arrangements with additional stress management support which leads to better job satisfaction and employee resilience. The Falcondale Hotel will improve staff retention and morale when it establishes a workplace environment dedicated to support.
3. High Turnover Rates
The hospitality industry suffers from high employee turnover that surpasses 30% in numerous hotels as reported by AHLA (2024). Financial and human resources suffer from continuous recruitment training and staff substitution which results from workforce shortages. When personnel depart regularly their integration with the team weakens along with service quality integrity which prevents maintaining exemplary operational performance.
The authors of Morosan and Bowen (2022) demonstrate that employee commitment improves when organisations provide career advancement opportunities alongside recognition systems and mentorship programs thus reducing staff members from leaving the company. The Falcondale alongside other rural hotels battles staff retention issues because it lacks both trained workers and professional advancement opportunities for its employees. Companies that provide excellent benefits together with development programs and professional advancement paths will make their personnel more committed while decreasing staffing turnover rates.
[bookmark: _heading=h.1x8vk2gag71t]Implications and Potential Long-Term Consequences
Staff shortages create long-term effects which extend past operations to threaten the hotel's strategic position and financial state while impacting its ability to fight against market competition.
1. Erosion of Brand Reputation
Brand reputation in hospitality industry management largely depends on successful service quality delivery. Service failures developing because of ongoing employee shortages will damage assessments made by customers and reduce their confidence in the hotel. TripAdvisor negative reviews create long-term damage to booking rates and revenue specifically for lodging establishments which build their business around a positive reputation (Jonkisz et al., 2022).
A positive brand reputation needs persistent investments toward staff training combined with service quality improvement and guest interaction efforts. The Falcondale Hotel needs to handle staffing problems quickly to protect its market standing and keep its competitive position.
2. Financial Strain
The financial burdens arising from employee shortages represent a major issue for hotels in the industry. Operational expenses increase because the hotel faces both recruitment and training expenses while needing to pay workers overtime and maintaining temporary staff solutions. The decline in guest satisfaction levels leads to diminished revenue which forms a financial instability pattern. In their article, The Times (2024) reports that hospitality businesses need to optimise their costs and resource utilisation to survive against market competition under current economic pressures.
3. Operational Instability
The fluctuating numbers of staff members lead to operational disruptions that reach their peak at the most active times of business. The organisation needs sufficient manpower for various events including weddings along with conferences and booking periods to maintain operational efficiency. The hotel risks creating service breakdowns that cause unhappy customers while missing out on business prospects when it fails to fulfil these expectations.
Potential investors together with business partners prefer well-run operations so operational instability functions as a deterrent for them to do business with The Falcondale Hotel (Fennell and Cooper, 2020). The Falcondale Hotel needs to create measures that both stabilise its workforce strength and maintain constant service quality.
[bookmark: _heading=h.ud015olv60cz]Addressing Limitations and Areas for Further Research
Existing literature contains valuable findings but additional research needs attention because it expands knowledge about staff shortages in rural hospitality businesses.
1. Limited Research on Rural Hospitality
The majority of published studies concentrate on cities or worldwide hotel chains yet research about staffing in rural hospitality facilities remains scarce. Due to their unique location, rural hotels operate with two major obstacles: difficulties in finding qualified employees and inconsistent visitor volume which changes seasonally (Roxas, 2020). The Falcondale Hotel and other rural facilities can serve as research subjects for developing targeted solutions to enhance both employee recruitment and staff connection alongside hospitality operations.
2. Lack of Longitudinal Data
Few research papers conduct brief analyses of staffing patterns without an examination of ongoing workforce trends. Planned sequential research studies would reveal key patterns in employee turnover workspace demands and guest happiness to help hotels create effective prevention-oriented tactics (Hall, 2021).
3. Underutilisation of Technology
The use of technology stands out as a remedy for staffing problems but researchers need to assess individual technical solutions to determine their effectiveness. The investigation should focus on AI-powered guest dialogues together with automated staff planning systems and data-based operational evaluation methods (Bargeman and Richards, 2020). The deployment of technology functions effectively to improve operational excellence and service quality standards simultaneously.
4. Limited Integration of Theoretical Models
Research in the hospitality industry adopts SERVQUAL and Herzberg’s Motivation Theory models to a low extent. The integration of employee satisfaction surveys with guest feedback and these models in future research will lead to complete staff-related strategy development.
This research investigates the adverse effects of staff shortages on service quality, operational performance, and business sustainability in the hospitality industry. Insufficient staffing occurs primarily because service elements fail which leads to slower service times and reduced staff-guest personal interaction and consequently forms lower guest satisfaction scores. The Falcondale Hotel currently faces a critical staffing shortage that creates dangers to its outstanding personalised services due to damaged brand identity characteristics. Excessive busyness of employees causes several problems because physical and mental stress affects workplace performance while increasing absences and accelerating staff turnover rates (Hopkins, 2020). Recruiting personnel around the clock along with training activities results in a consistent flow of employee departures that weakens operational performance and organisational stability levels.
Without sufficient staff members, operations sustain very large economic losses. Both high worker mobility and recruitment expenditure and higher overtime needs with reduced guest satisfaction make the hotel vulnerable to the problem of profit. Negative reviews on TripAdvisor result in financial sponsors as well as customers leaving hurting the restaurant's reputation.
Multiple solutions must be started by the Falcondale Hotel to solve its current problems. To find professional candidates, the hotel should make a connection with the universities and should offer competitive packages and adaptable employment ways. When combined in an employee engagement strategy, career progression initiatives, and wellness programs are both meant to decrease employee dissatisfaction with consequent low workforce turnover rates (Santos-Roldán et al. 2020). When hotels automate work and employees, workers decrease while the output rises to give the hotel organisation greater efficiency.
This strategy implementation will bring about operational stability and they will always offer consistent service quality in the Falcondale Hotel. Through this strategy, The Falcondale Hotel achieves the superior guest happiness and brand protection the hotel needs to lead the business in the industry. The hotel employs and combines managerial methods with technological innovation to generate sustainable growth and long-term competitiveness through its recruitment.

[bookmark: _heading=h.36lp7x6jfhjz]Conclusion and Recommendations
[bookmark: _heading=h.se4hdlk9ssws]Conclusion
The results of the examination demonstrate that there are devastating effects of workforce deficits on the standards of service organisation performance and business stability of hospitality institutions. The Falcondale Hotel has staff shortages that mean customer satisfaction measures go down, service times are slow, and minimisation of human contact is an acceptable alternative. However, as the staffing levels are still too high, employee burnout becomes extreme, causing workers to be absent more frequently and many employees to leave the hotel. These organisational challenges occur and hotel operations become unstable while the competitive advantage lowers. The results are examined and found that staffing problems lead to service quality problems and particularly cause problems in responsiveness and empathy as described in SERVQUAL. According to me, high staff turnover raises recruitment and training expenses which reduce profitability and adversely influence long-term organisational growth. The biggest problem caused by online negative customer reviews is that it also contributes to the loss of customers to a hotel facility and its reputation.
The research achieved its set objectives through analyses of the forces behind staff shortage and the effects of operation and service delivery on the research. SERVQUAL and Herzberg’s Motivation Theory are examples of theoretical models to be integrated with industry best practices for solution development. Therefore, a solution to these current challenges is for the Falcondale Hotel to implement strategic plans. Therefore, employment strategies that integrate effective workforce recruitment with effective ways of managing workloads and staff retention will make it possible to achieve high employment contentment thus generating better service quality. 
[bookmark: _heading=h.29z67k3b6wft]Recommendations and Practical Strategies
1. Recruitment Strategies
Collaborate with Local Educational Institutions
Local educational institutions should partner with The Falcondale Hotel to create employee recruitment opportunities. The hotel should introduce internship apprenticeships and graduate programs as recruitment strategies to draw young people into the hospitality industry (Irawan and Hartoyo, 2022). Through planned work training and career progression options, The Falcondale Hotel will achieve status as the preferred local employer.
Develop Competitive Recruitment Packages
The hotel should introduce improved benefits packages to successfully challenge bigger competitors in the market. The hotel becomes more appealing to potential candidates by providing competitive pay rates together with flexible scheduling systems and complementary advantages such as residence subsidies or transportation allowances (Sharpley, 2020). The promotion of hotel employee benefits should focus on spreading information about the organisation's favourable culture while demonstrating opportunities for career development combined with its sustainability goals which attract candidates looking to support eco-friendly businesses.
Expand Recruitment Channels
The hotel should use both conventional job posting platforms online recruitment sites and social media to reach a broad range of potential candidates. The recruitment strategy of the hotel will benefit from using LinkedIn in combination with Indeed and Glassdoor to expand visibility and showcase available positions to potential applicants (Bellato, 2023). Virtual and in-person recruitment events jointly enhance the number of suitable candidates who apply to the hotel.
2. Employee Retention and Engagement Strategies
Implement Career Development Programs
Workforces stay longer at organisations that build programs focused on their career advancement. The hotel needs to establish professional growth opportunities by guiding mentors along with leadership training and abilities development workshops for staff members (Pineiro-Chousa et al. 2021). The proposed initiatives will strengthen employee commitment and build superior workforce capabilities which results in superior quality services and increased operational effectiveness.
Recognise and Reward Performance
Through its recognition programs, Mothership motivates employees to achieve their goals while their morale and motivation rise. The regular assessment system together with star recognition programs with colleague praise awards generates stronger employee dedication while fostering team spirit (Font et al. 2023). The workforce retention of organisations becomes possible through bonuses alongside additional paid time off and wellness programs given as performance-based incentives.
Enhance Employee Well-being
Employee well-being should stand as a key priority at The Falcondale Hotel because of the significant stress found within hospitality employment. Staff welfare initiatives that include both mental health assistance programs and wellness training as well as stress reduction courses will assist team members in dealing with their work-related stress (Peeters, 2024). 
3. Training and Skill Development
Cross-Training Programs
Organisational resilience and operational flexibility improve when staff members master additional roles in their work assignments. Staff members capable of performing both front desk functions and cleaning services ensure quality service delivery when positions become open (Cotterell, 2021). 
Induction and Continuous Learning Programs
Successful transition of new employees into an organisation depends on a detailed orientation program. The program needs to educate workers about hotel core values together with basic service expectations and operational procedures. 
Utilise Technology for Training
The hotel management should implement e-learning platforms as a delivery method for staff training solutions that adapt to their needs. Web-based training solutions allow employees to gain better access to employment training through interactive learning material combined with performance assessment tools and programming simulations (Fennell, 2021).
4. Operational Changes and Technological Integration
Adopt Workforce Management Systems
Workforce management systems when integrated create schedules based on forecasts which results in achieving the best possible staffing levels. These tools employ performance data from the past to recognise active operational periods so managers achieve better workforce distribution. 
Automate Routine Tasks
Essential recurring task automation creates free resources which personnel can use to deliver essential guest services. Three technological systems at the hotel enable self-service kiosks and mobile apps alongside chatbots for operation management efficiency. The research conducted by Morosan and Bowen (2022) demonstrates that automated systems enhance operational efficiency and service standards during service resource restrictions.
Leverage Data for Decision-Making
Operating performance weaknesses together with advantageous business possibilities emerge from the analysis of data-based insights for the hotel. The hotel uses performance data consisting of response times, guest feedback and employee productivity to enable managers to make decisions from reliable information that drives operational improvements (Heikkinen, 2020).
5. Strengthen Organisational Culture
Promote Team Collaboration and Communication
Employee value and hearing play an important role in firm sustainable business success in the case of sheets. Group meetings, feedback discussions, social gatherings and regular holds make staff departments understand each other better and become better communicators of the same departments (Torkington, 2020). Workers and team members are aligned with their organisations by the same connection and thus can maintain their job commitments.
Align with Sustainable Practices
Hotel staff as well as accommodation guests increasingly adhere to saving the planet. With waste reduction coupled with local sourcing along with continuous energy conservation, the eco-friendly program of the hotel is more appealing for the climate-conscious stakeholders. Engagement of the team in sustainability initiatives leads to greater staff purpose, commitment, and higher levels of commitment towards a place of work.
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