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Executive Summary
The hospitality industry has faced many issues related to staff shortage, and it completely affects the service delivery as well as the business efficiency. The organisation has experienced many issues due to overwork, burnout and lack of growth opportunities. This directly affects customer service delivery, and due to this, the hotel sector has experienced many negative reviews, which ultimately impact their market reputation. The project has revolved based on this context, and the aim and objectives related to this have been mentioned here. This project has been performed based on the information of Premier Inn. The section has outlined the issues of staff shortage that organisations have experienced during seasonal pressure and other times. The prime reasons, due to which, staff left the organisation have been evaluated in this analysis. Some strategies have also been provided in this section that may assist hotel corporations in managing their staff shortage matters. The case study analysis has mentioned a detailed analysis of the organisation along with its location staffing, internal strengths and weaknesses. Besides this, the macro-environmental factors that regulate the organisation have been analysed here, which ultimately affect their operational and business efficiency. The customer review regarding Premier Inn has mentioned in this analysis the exact issues that the mentioned company has faced due to staff shortages. The thematic exploration has highlighted the current situation of the Premier Inn and suggested some strategies based on it. Some recommendations have also been mentioned in this section, following which Premier Inn will improve their service delivery and business efficiency through improved staff shortage issues. 
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[bookmark: _Toc191657890]Chapter One: Introduction
[bookmark: _Toc191657891]1.1 Research Background
Employees play a crucial role in managing service quality in the hospitality sector, which ultimately assists businesses in maintaining their business efficiency. However, different hotels documented that they faced staff shortage issues, which ultimately affected the service delivery to guests. These organisations are required to overcome these complexities to maintain their market standing and ensure profitability for the long term (Coleman, 2021). Due to employee shortage, the customer satisfaction of hotels is affected along with they experienced operational inefficiency and undermining overall business performances. Based on these aspects, the study collects some evidence from Premier Inn. This hotel has experienced similar kinds of difficulties in retaining skilled staff and recruiting new individuals. Due to this, the organisation also faced potential decline in guest services as well as service disruptions (Buchholz, 2023). This study tries to outline the factors that instigate the staff shortage and the complexities that the hotel has experienced due to these issues. 
[bookmark: _Toc191657892]1.2 Research Aim 
The impact of staff shortages on the delivery of the different services to the customers within Premier Inn.  
[bookmark: _Toc191657893]1.3 Research Objectives
1. To examine the various types of issues which are faced by Premier Inn for the delivery of adequate services to the customers due to the shortage of staff. 
2. To assess the reasons behind the occurrence of the staff shortages within Premier Inn which reduces its overall performance. 
3. To suggest the various types of mitigation measures that can be applied by Premier Inn to solve the challenges related to the staff shortage and improve overall business efficiency. 
[bookmark: _Toc191657894]1.4 Research Questions
1. What are the various types of issues which are faced by Premier Inn for the delivery of adequate services to the customers due to the shortage of staff?
2. What are the reasons behind the occurrence of staff shortages within Premier Inn, which reduces its overall performance?
3. What are the various types of mitigation measures that can be applied by Premier Inn to solve the challenges related to the staff shortage and improve overall business efficiency?
[bookmark: _Toc191657895]1.5 Project Scope and Structure
The research will outline the effect of staff shortage on the hotel sector and the way it undermines the business efficiency of the hotels. Efficient staff members act as the backbone of any hotel, and they boost guest satisfaction as well as gain operational success (Adams, 2021). The research project will focus on Premier Inn and highlight the staff shortage issues of theirs and the way workforce limitations affect customer experience, service quality, and brand perceptions. The context will include analysis of staffing challenges, industry overview and the consequence on performance. The context will explore preventive measures based on the issues faced by the hotel corporations. The project will aim to deliver actionable recommendations by which hotel businesses boost staff management as well as maintain service excellence.  


[bookmark: _Toc191654001][bookmark: _Toc191657896]Chapter Two: Literature Review
[bookmark: _zgyz3xhx44bf][bookmark: _Toc191654002][bookmark: _Toc191657897]2.1 Theoretical Framework
Maslow's hierarchy of needs: Maslow’s hierarchy of needs is a framework which is based on various concepts of human psychology. As stated by Gross et al. (2022), this model highlights five basic needs of human beings and meeting these needs is essential for keeping them engaged and motivated. The levels of needs mentioned in this hierarchical framework are physiological needs, safety needs, belongingness, esteem and most importantly, self-actualisation. In case organisations fail to meet these needs, they face various challenges like staff dissatisfaction, a less motivated workforce, employee turnover and the shortage of required staff. Maslow’s hierarchy of needs can be utilised to investigate factors that influence staff shortage and the potential strategies that are fruitful to resolve such difficult situations. 
Human capital theory: The human capital theory is known as an economic concept followed by organisations. According to Fix (2021), this theory explains the fact that building an efficient as well as productive workforce becomes possible with the help of proper training and education. The theory further explains the supportiveness of a workforce in generating the economic value of a business. The overall explanation of this theory highlights the importance of building a well-skilled workforce to resolve vital issues like skill gaps and employee turnover. For these reasons, training, health, experience and other relevant aspects are the key considerations to enhance human resources as mentioned by the theory. The concept of human capital theory can be used to study and analyse the challenges caused by staff shortage in hotel businesses of the United Kingdom. 
[bookmark: _Toc191654004][bookmark: _Toc191657898]2.2 Examination of the issues which are faced by the UK-based hotel businesses for the delivery of adequate services to the customers due to the shortage of staff
The issues of staff shortage create different problematic circumstances for hotel businesses and this factor is harmful not only to their image but also to their entire profit margin. Human capital theory explains the necessity of a productive workforce in enhancing the competency of a business and improving its profitability. However, on the other side, the lack of well-skilled employees or staff shortage can similarly affect the business operations of an entity. Depending on this concept, some key challenges encountered by the UK-based hotel companies are explained briefly in the following section. 
Guest dissatisfaction: As explained by Papadopoulos et al. (2021), staff shortage is a critical problem that results in high customer dissatisfaction within a hotel business. Due to the less availability of staff, organisations lose the ability to deliver the services on time. The areas of an organisation that get majorly affected by these problems include check-in, room services and assistance needed to resolve customer queries. In contrast, staff shortage also affects the availability of various amenities which creates problems in managing guest experiences and retaining a good customer base of potential travellers. 
Operational challenges: According to Giousmpasoglou and Marinakou (2024), staff shortage develops problematic circumstances for which ventures encounter different kinds of operational challenges. First of all, this thing impacts their overall quality of services negatively. This is also a fact that the overworked employees become incapable of delivering the services on time and meeting the demands of the guests. Along with these, the cases of manual and potential errors increase for the excessive workload on present employees. Maintaining proper cleanliness is a basic necessity within a hotel business which gets impacted negatively due to the presence of insufficient workers. 
Problems to attract job applicants: As per the views of Ntounis et al. (2022), the problem of staff shortage results in further issues to attract new job applicants required to fill the skill gap and inadequate employees within the workplace. The problems faced by workers in a hotel company, their negative reviews on different job searching online platforms and other relevant factors create a negative brand image of the ventures in the job market.
[bookmark: _p3t337ehcnwc][bookmark: _Toc191654003][bookmark: _Toc191657899]2.3 Identification of the reasons behind the occurrence of staff shortage in hotel businesses that impact their overall performance
Employees are known as the most essential components of a business due to the support provided by them to an organisation to meet both short-term and long-term objectives. However, different factors develop some challenging situations that ultimately cause the issues of staff shortage within the workplace. Making an alignment with Maslow’s hierarchy of needs, this can be explained that hotel companies’ failure to meet the basic and vital needs of their employees are the major factors which instigate the shortage of workers. Some of the most significant factors that result in such problematic situations affecting the service delivery and brand reputation of hotel organisations are discussed in the following section. 
Hectic work schedules: As stated by Liu-Lastres et al. (2023), the working schedule in the hotel industry of the UK is quite unpredictable. Employees face issues to balance their personal and professional life due to this problem. In fact, during peak seasons, many employees need to work on their holidays. On the contrary, the working hours in the hotel organisations are generally long which causes employee burnout and dissatisfaction. As a result of these things, workers start getting affected both mentally and physically, leading towards the decision to leave the companies which also results in the increasing cases of absenteeism. The difficulties of staff shortage caused by it affect the overall quality of offered services and harm the brand’s reputation in the job market and in front of the customers. 
Compensation issues: Based on the views of Carlbäck et al. (2024), the salary structure of the UK’s hotel industry is lower than other sectors in the country and this thing also influences situations like staff shortage within a business. On the contrary, the compensation packages offered by many ventures are not adequate enough to meet their financial safety needs. Apart from this, the lower salary packages offered by hotel businesses are not effective in matching the requirements of the job applicants in the market. The problems of understaffing caused by these aspects affect the quality of the services and harm the business reputation as well. 
[bookmark: _hfr1gsckb48n]Lack of growth opportunities: The scope for effective professional growth is the major priority of people while working for an organisation, as explained by Acikgoz et al. (2024). However, the chances for boosting career growth are limited in many hotel ventures situated within the UK. In contrast, the industry also has a gap in providing effective training and advancement opportunities to the workforce. Simultaneously, the presence of these issues creates challenges to attract talented people for building an efficient workforce and resolving staff shortage problems. Due to the lack of adequate as well as efficient workers, businesses become unable to deliver their services on time which leaves negative impacts on customer satisfaction and organisational identity.  
[bookmark: _6qggeq8pnzeb][bookmark: _Toc191654005][bookmark: _Toc191657900]2.4 Assessment of the preventive measures taken by hotel companies to manage their staff shortage issues and improve overall business efficiency
The presented factors causing staff shortage issues and the effects of the problems represent the fact that hotel ventures must focus on implementing preventive measures to resolve the problems. Aligning with Maslow's hierarchy of needs, this can be explained that by meeting the basic needs of the employees through various strategies, the issues of staff shortage can be resolved easily. Some popular strategies used by the existing companies in the UK’s hotel industry are discussed in the following section.  
Prioritising open communication: According to Perramon et al. (2022), hotel businesses prioritise open communication to interact with their employees. Through this factor, they easily understand the problems faced by the workers, their basic demands and expectations from the companies and other relevant sections. Through such understanding, ventures develop better strategies to make certain improvements regarding staff management, hiring process and many more. 
Offering training and development opportunities: As stated by Garrido-Moreno et al. (2021), many organisations arrange training for their workers to guide them in their skill development and professional growth. With the help of such noteworthy opportunities, businesses maintain the efficiency of their workforce, retain talented employees and attract more knowledgeable job applicants. 
Acknowledging employees for their hardwork and efforts: As mentioned by Kwok (2022), employees prefer to work for a company that gives value to their efforts and hardwork. For this reason, many businesses apply incentive plans, rewards and other similar ways to acknowledge the contributions of their staff. Such strategies work effectively in enhancing employee satisfaction and resolving staff shortage issues. 
[bookmark: _u8gfa9ndlt8l][bookmark: _Toc191654006][bookmark: _Toc191657901]2.5 Literature Gap
During the completion of the literature review, a literature gap has been identified regarding the availability of information that aligns the influencers of the mentioned issues of staff shortage, their impacts and the respective mitigation strategies. This gap will be filled with the support of the research findings of this project. 

[bookmark: _Toc191657902]Chapter Three: Research Methods
[bookmark: _Toc191657903]3.1 Introduction
Research methodology defines the process of designing a study to capture valid and reliable results. It helps the researcher of identify the most appropriate research design, collection of valuable data, sampling technique and analysis methods. This research will navigate the stages of research onion by addressing the application of relevant methods for capturing a comprehensive understanding from the subject matter.
[bookmark: _Toc191657904]3.2 Research Onion
[image: ]
Figure: Research Onion
Source: (Schührer and Sandiford, 2025)
Research onion is a conceptual model that visually describes different layers of the methodological process where each layer progressively uncovers detailed aspects of research design. It serves as a framework to assist the researcher through the process of establishing a comprehensive research approach that starts with philosophical assumptions and moving towards data collection techniques (Schührer and Sandiford, 2025). 
[bookmark: _Toc191657905]3.3 Research Philosophy
Research philosophy is associated with a set of beliefs, knowledge, assumption and nature of the study. This process is classified into three types such as interpretivism, realism, pragmatism and positivism (Mbanaso et al., 2023). Here, the researcher has followed an interpretivism approach for investigating Premier Inn’s staff shortage issues and its impact on hampering service quality and brand image.
[bookmark: _Toc191657906]3.4 Research Approach
Research approach describes as the essential plans and procedures that used to identify and analyse valuable information from a specific research topic. Inductive, deductive and inductive are the primary types of this process (Mulisa, 2022). An inductive method has been followed to understand the key factors that influences staff shortage problems and come up with essential strategies to mitigate those issues and upscale brand revenue growth.
[bookmark: _Toc191657907]3.5 Research Strategy
Research strategies are considered as essential methods and approaches that a researcher mainly use to address study objectives and questions. This approach is differentiated into key types like qualitative interviews, quantitative survey, case study and action-oriented research (Lavarda and Bellucci, 2022). Within the study, a case study strategy has been conducted through the help of theme-based analysis by reviewing Premier Inn’s experience towards staff shortage. It has been captured via a secondary research by addressing relevant data patterns and trends about the effect of high staff turnover hindering staff service quality and brand reputation.  
[bookmark: _Toc191657908]3.6 Research Methods
Research methods are explained as essential techniques, procedures and strategies that applies in the data collection process as evidential analysis to produce in-depth understanding from the study. Mixed, mono and multi methods evolve as the essential methods that aims to answer study questions comprehensively (Marshall, 2015). A mono-method has been performed through implementing a qualitative method for identifying recurring patterns and trends to extract key themes about the effect of staff shortage on service quality. 
[bookmark: _Toc191657909]3.7 Data Collection and Analysis
Data collection refers to the tools and techniques which are utilised to collect raw data from different sources and analyse them to draw meaningful conclusions. There are mainly two types of data collection, primary and secondary and from them, the researcher has undertaken secondary information (Marra and Nielsen, 2025). It includes collecting insights from industry reports, publications, books, articles and many more. Since those data were already collected, it helped the researcher to save a lot of time and resources. This way, the researcher was able to collect necessary information from diverse sources to analyse them from thematic patterns that enriched the study to acquire generalised and flexible understanding (Coe et al., 2021). 
[bookmark: _Toc191657910]3.8 Time Horizon
Time horizon refers to the complete timeline or time frame during which a research work gets done. Here, the researcher has opted for a cross-sectional time horizon that consists of gathering data from a specific point in time and analyse trends or patterns which take place at that moment. Such a procedure was not that expensive and was done quickly by comprising multiple variables. Similarly, preliminary evidence was gained which could be utilised to plan future studies while comparing differences between groups to understand necessary patterns on staff shortage. 
[bookmark: _Toc191657911]3.9 Ethical Consideration
Every researcher has to follow specific rules and guidelines before starting an investigation on a topic and those regulations are called ethical considerations. While performing this secondary study on the hotel, the researcher has adhered to all ethics and protocols to ensure the work is done properly by abiding all laws. All the sources from where necessary information have been taken were carefully cited to give credit to the authors. Data protection laws and regulations have also been followed to prevent breach and loss of sensitive information (Åkerfeldt and Boistrup, 2021).


[bookmark: _Toc191654007][bookmark: _Toc191657912]Chapter Four: Case Study Hotel Overview and Findings
[bookmark: _cjc2ayorltr4][bookmark: _Toc191654009][bookmark: _Toc191657913]4.1 Overview of the placement hotel 
Geographical location
[image: ]
Figure: Location of Premier Inn
Source: (Google Maps, 2025)
The Premier Inn is situated in city centres and near motorways and major roads, from Thurso in Scotland to Helston in Cornwall. It is one of the largest hotel chains in the UK, and it has more than a hundred hotels all across Ireland and the UK and is owned by Whitbread Plc. Its hotels are generally considered to be 3-star hotels. This organisation has received great popularity in the UK for delivering exceptional service. The city centre locations of Premier Inn in the UK are Premier Inn London County Hall Hotel, Premier Inn Liverpool City Centre and Premier Inn Edinburgh City Centre Royal Mile Hotel. Apart from city centres its hotels also are located near airports and suburbs to provide its customers with accessible services. 
Products and services
[image: ]
Figure: Services of Premier Inn
Source: (Premier Inn, 2025)
The hotel offers its guests a variety of rooms, including twin rooms, family rooms, double rooms and accessible rooms. Within the hotel rooms of Premier Inn, solid wood furniture, a muted color scheme and contemporary decor can be found to satisfy the guests and enhance service quality. Apart from accommodations, the hotel also offered its guests food and beverages. A lounge bar can also be found at Premier Inn that has increased its popularity among the guests. Free Wi-Fi, 24x7 room service doctor on call, car parking, dry cleaning, security and others are their notable services that help in satisfying guests (Premier Inn, 2025). 
Staffing and turnover
The employees of Premier Inn are professional, helpful and friendly, which has been suggested by their previous guests. On the other hand, few guests have also identified its staff to be attentive and efficient. The hotel currently has 36 thousand employees responsible for providing exceptional service to the guests. This hotel recruited these employees from all over the UK, while people living in London and Swindon are preferred more by the employer. The company has focused on positive employer branding, accessible recruitment channels and a structured recruitment process to meet the staffing needs of the business. The total annual revenue earned by the hotel was nearly £2.5 billion in 2023, which was a 50% increase from the previous years. The organisation also has increased the average revenue for each room by 54%, from £38.69 to £59.45 on a year-on-year basis (Sweney, 2023). 
[bookmark: _Toc191654010][bookmark: _Toc191657914]4.2 SWOT
Strengths
Great choice of location and quality rooms
The Premier Inn hotels are situated at a great location that has acted as one of its crucial strengths. It has helped the hotel to make their services easily accessible to the guests, especially to the leisure and business travellers as it is close to Heathrow airport and M40 motorway. The hotel also has free parking and WiFi, with facilities designed for disabled guests. The rooms of this hotel can be identified as big and clean that has greatly helped in satisfying the guest. Apart from that the availability of fitness centres, meeting rooms and restaurant bars has made it a centre of attraction among the business and leisure traveler. This has helped the company to maintain its reputation in the UK hospitality market and to maintain its competitive edge (López-Gamero et al., 2023). 
Positive brand image and higher occupancy rates
Premier Inn has established a positive brand image over the years by providing diverse accommodation and fooding services to its guests. The bike-friendly and kid-friendly image of its hotels, along with the free 24x7 Wi-Fi, has acted as its USP in the UK hospitality industry. Premier Inn also has received various awards at the British Travel Awards that further has enhanced its brand image. This has further contributed to increasing its occupancy rates to over 68.3%, which has provided it with a good position in the UK hospitality industry (Sweney, 2023). 
Weaknesses 
Increased dependency on the UK market
The Premier Inn has a limited global presence compared to the other hotel brands and depends highly on the UK market. This has restricted the ability of the company to serve a diverse range of customers that has been available in the global market. Apart from that, the hotel also prefers to source employees from the UK and mainly from Sweden and London, which has exposed it to a limited number of qualified and skilled staff. This issue has also further contributed to the shortage of staff issues faced by the hotel currently (Varelas et al., 2023).
Past criticisms related to hygiene issues 
The reviews and ratings of past customers of Premier Inn have suggested that its rooms have been criticised for having hygiene issues due to a lack of cleanliness. Several years ago, a report published by channel 3 has highlighted that the housekeeping staff of premier Inn has utilised the same guest towels to clean both bathroom and toilets. This mainly happened due to the lack of skilled and experienced staff, indicating the staff shortage issue faced by the hotel. On the other hand, a concern has been posed by the trade union Unite regarding the exploitative work practices of Premier Inn that have further contributed to creating difficulties in retaining and engaging staff (Patafta and Milohnić, 2022). 
Opportunities
Expanding to other markets
Premier Inn has the ability to tap into different markets and run successful businesses due to its excellent high brand reputation and strong financial position. Entering into new markets can help the hotel by opening new revenue streams and providing it with access to a diverse global workforce that can mitigate its staffing issue. Apart from that, the company can also be exposed to the use of advanced technologies by entering into new markets that can further enhance the service quality at its hotels (Duric and Potočnik Topler, 2021). 
Utilising talent management practices
The introduction of digital technologies has opened new paths of talent management that can be utilised by Premier Inn to resolve its staffing issue, increasing operational efficiency and enhancing the quality of services. The organisation currently has strong technological capability that can further help in strengthening its talent management strategy. Utilising diverse recruitment channels, for instance, social media and online job boards, can provide access to candidates. Tailored training programs and developing a continuous learning program can further help the organisation to develop talent within its existing workforce. The company can also conduct regular performance reviews and performance-based recognition to manage the performance of its employees. Therefore, to retain top talents, the organisation can develop career development plans and employee engagement initiatives and provide competitive benefits and compensation. 
Threats
Market competition
The market competition in the UK hospitality industry is intense and poses challenges to Premier Inn in terms of attracting and retaining talent and increasing the customer base. The Holiday Inn, Hilton Hotels and Easyhotels are the nearest competitors of Premier Inn. The organisation has previously been criticised for hygiene issues arising from the staffing shortage that can further reduce its guest satisfaction and loyalty. This can further affect the overall competitive edge of the organisation in the UK hospitality market (Adeyefa et al., 2023). 
[bookmark: _Toc191654008][bookmark: _Toc191657915]4.3 PEST Analysis
Political
Government Stability: The government stability can affect a company externally while impacting their growth and operations. Premier Inn can also face an impact to this aspect while considering the governmental stability within the country, affecting the hospitality industry effectively. These include damage to the property, harm to guests, as well as disruption in further operations. Premier Inn has to maintain its state within the country with a stable political system and available support, which will reduce the risk of getting exposed to such problems (Vatavu et al., 2022).
Trade regulation: The regulations, including the amenities or the food trading, can fluctuate within the market as per government rules and regulations. As a hotel, Premier Inn provides the best service to its customers, the changing trade tariffs and regulations related to the trading of foods and further amenities can affect the growth of the company efficiently. The increased price in the trade can also affect Premier Inn, where the operations cost of the company will be raised at a significant rate (Redondo Alamillos and De Mariz, 2022).
Economic
Inflation rate: The inflation rate within a country can affect the overall operation of any business, which increases the cost and limits the engagement of the customers. As the inflation rate is rising at a significant rate, Premier Inn can face a problem with providing effective service to their customers and an exceptional experience to them. This will also affect the company based on the involvement of the customers, where they will be hesitant to spend money with raised prices and daily essentials being sold at a high price (Hart, 2022).
Economic Health: A hotel might face a larger investment in their business where the travellers are engaging from specific countries. For such travellers from 3.87 United States are engaged with the UK each year, where the number is increasing significantly. This showcases how some of the specific location visits can be beneficial for a hotel. This can further act positively for the company, increasing their overall revenue and investing in their further growth. The economic health of the country is higher when targeting specific audiences works most effectively for the company, and increases its operational strength in the market (statista, 2025).
Social
Consumer Preference: The changing consumer preference is an external factor which transforms with a given time and purpose of the travellers. Traditionally, the initial travellers were engaging with a destination on vacation in mind, where the number may vary but stays on top in number. Currently, business travels are more initial to the individuals who are engaging with the destination, where the intention of vacation comes secondary to them. This can provide both opportunity and threat to Premier Inn where managing services mainly catering to the business residents can be efficient, however, the changing preference can affect the company at the time of the change, requiring a significant change at that time (Tien et al., 2021).
Seasonal Fluctuation: The tourist numbers fluctuate each year and, in each season, the number may vary, which affects the organisational operational power and revenue. In most cases, the number of travellers has started to be extremely low in April and January. This might affect Premier Inn, which is having a great issue in maintaining its revenue and operations. However, on the other hand, the traveller numbers have started to be at the top in the month of August, which can provide a greater source of income to Premier Inn at that time. However, this can impact the company in a negative way, considering a limited number of staff to handle all the operations (statista, 2025).
Technological
Accessibility: In the current generation, technology has allowed businesses and consumers to engage most effectively through digital means. The businesses here are working with the technology and showcasing their operations through websites and applications, allowing the customers to engage most effectively. Maintaining this process allows Premier Inn to increase its overall market reach and enhance its revenue most effectively. The technological aspect has and can affect Premier Inn in the most positive way in the future, which provides a greater opportunity for further expansion and growth in such a competitive market (Dana et al., 2022).
Data analytics: With the current technological advancements, data analytics have also provided Premier Inn with the opportunity to target potential customers for their business. The data analytics also allow the organisation to maintain their competitive edge in the market and cover the shortage of staff. The data analytics provide a better view of the organisational targeting process of their customers. This directly increases the sales of the company while evaluating an understanding of the consumer change leading to making a refined and reformed decision for further success (Ancillai et al., 2023).
[bookmark: _Toc191654011][bookmark: _Toc191657916]4.4 Competitor Analysis (Price vs Quality)
Porter’s Five Forces
Bargaining power of the customers
The bargaining power of the customers of Premier Inn can be identified as medium due to several reasons. The switching cost to other hotels has been identified as high, which restricts the free movement of customers among different hotel brands. The dynamic pricing strategy utilised by Premier Inn may offer low-priced services to the customers, though during peak seasons, its services can be identified as costly by the customers, which further may encourage them to move to other brands. 
Bargaining power of the suppliers
Supplier power can depend specifically on different businesses where their unique selling point lies, and where else to find the products. For Premier Inn. This can be low as their service is mostly based on high-quality services and products where numerous suppliers are currently operating in the market, which forces the company to meet the tasks (Perramon et al., 2022). 
The threat of substitute products
The substitute products of Premier Inn can be the local accommodation providers and restaurants in the UK. These local businesses may have low bargaining power as providing similar services matching the quality and service efficiency often becomes difficult for them. Premier Inn also has high brand recognition that helped the organisation to retain loyal customers who are less likely to go to the local businesses for availing accommodation and fooding services. 
The threat of new entrants
The potential of the new entrants in such a competitive industry is low where the existing competition and economic instability make it harder for the company to run their business functionally. The capital required to maintain such a business in a competitive and unstable market is significantly high, which limits the proper growth and entry of new businesses in the market benefiting Premier Inn effectively (Belias and Trihas, 2022).
Competitive Rivalry
The number of competitors in a sector like tourism is extremely high, which can affect the operations of Premier Inn. Considering the industrial growth and millions of customers engaging annually, the exit barrier of the other companies is extremely high where top companies such as Marriott and Hilton can attract a large volume of customers towards them (Kaveski Peres and Pacheco Paladini, 2021).

[bookmark: _Toc191657917]Chapter Five: Theme Exploration and Discussion
[bookmark: _Toc191657918]5.1 Theme Exploration
Theme 1: Key factors instigate staff shortage impacting their service delivery and market reputation of Premier Inn
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Figure: Factors influencing staff shortage in Premier Inn
Source: (Drenik, 2021)
Staff shortage evolve as an enormous challenge for the hospitality and foodservice sector. During the pandemic, a major percentage of hospitality workers were furloughed that majorly affecting their operations and overall guest experience. Most authors have discovered about the reasons of labour shortage including demands in benefits and flexibility, health and safety concerns and holding out for higher wages. This hectic environment leads to poor work performance and build a sense of control over their rapid increasing workload. It develops a vicious cycle as businesses losses experienced staff and needs to constantly train and recruit new ones (Drenik, 2021). Lack of skilled talent, demographic shifts, low wages, poor working conditions, changing economic conditions, intense burnout and limited career development opportunities brings significant challenges for retaining and attracting qualified workers. According to various data-sources, almost 79% of employees were unable to fill open positions and 13% of reported about being understaffed that affect hotel capabilities to operate in this market. Apart from that, a survey report has observed revealed that 54% of staff shortages attributed to unsociable hours aligned within the hospitality sector (nowsta, 2024). Additionally, 55% of workers planned to switch their jobs which widely affected staff motivation levels while making informed decisions. Hence, it becomes a challenging task for hotel brands to prioritise existing talents not just for mitigating staffing crisis but also undertake preventive measure to handle future shortages. 
Challenges Premier Inn has experienced due to their staff shortage issues
[image: ]
Figure: Effect of staff shortage affecting service quality of Premier Inn
Source: (bbc, 2021)
Staff shortage gradually evolve as a major concern within the hospitality industry that significantly disrupts service quality, decreased client satisfaction and a general decline in consumer service. This strain produces real-time challenges including limitation in productivity, decrease staff morale and result in a diminished quality of service that massively affect client satisfaction and retention. The impact of shifting preferences towards industries with better work-life balance majorly impacted the hospitality sector. This industry’s demanding hours and work conditions becomes less appealing to potential workers. Effect of wage and hour violations makes a huge impact by undermining their earnings and well-being (bbc, 2021). The failure to pay for overtime work becomes challenging for meeting individual expectations to work beyond regular hours without achieving legally mandated overtime pay. Collecting relevant reviews from TripAdvisor and Booking.com, it has been inspected that staffing issues and its negative consequences emerge as biggest concern of Premier Inn. Even few travellers provided better reviews by explained their great stay and staff attention, still some of them described about room service and cleanliness challenges. The hotel does not have a housekeeping department or a particular management team to carry out these tasks proactively. Travellers first visit noticed a limited standard of cleanliness in bathroom poor and the carpets in vacuumed. Apart from that, the paid for breakfast was disgusting and coffee machines can only be used by paying additional charges. Second visit of the rooms had no towels, dirty bathroom and an extension leads to make up for no plugs near the bed. The others have described about damp, dirty and noisy room which is really a major problem for consumers to stay in this hotel for a longer-period of time. With the target of combating these issues, it is important for hotel brands to explore innovative solutions to promote flexible working options for mitigating the staffing issues (tripadvisor, 2025). They also need to focus on implementing robust recognition programs and establish a positive workplace environment for retaining potential workers in the marketplace. Additionally, to combat such measures, Premier Inn focus on adopting effective strategies to foster reliable communication channels and deliver adequate support systems for encouraging workers to envision long-term career prospects. Through facilitating internal mobility, hotels can motivate workers to commit to their roles for transforming service quality and preventing burnout levels. 
Theme 3: Mitigation measures that can be applied by Premier Inn to solve the staff shortage challenges. 
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Figure: Maintaining hygiene during the cleaning process in Premier Inn
Source: (Dempsey, 2023)
The hospitality industry faced many complexities due to staff shortage, which undermined the service quality that ultimately affected their business efficiency. Hotels are required to maintain some preventive measures for managing and improving service quality and enhancing the workforce. They are required to work on their staff shortage and hire talented individuals whose expertise aligns with their requirements. Besides this, the hotels need to provide their staff with the necessary training so that they do not face difficulties in performing their job roles. The hotel sectors are required to address staff shortages by hiring individuals (Dempsey, 2023). Premier Inn is also required to recruit workers to manage their staff shortage based on the right expertise during their seasonal pressure. This way, the organisations can maintain consistent service delivery and maintain operational efficiency. The mentioned hotel needs to maintain a talent pool through collaborating with different hospitality schools and utilising online platforms. Besides this, they need to deliver competitive salaries along with career development opportunities to retain their workforce. Training and developmental programs are also necessary to groom the individuals as per the hotel’s values and norms. Performing this, Premier Inn can manage its service delivery and inform the newly hired individuals regarding the work process. Apart from this, the hotel is also required to deliver them career progression pathway, which makes the hotel an attractive workplace for workers. The hotel, after hiring, is required to train their workforce with different skills for maintaining exceptional guest services, managing operational excellence, emergency responses and operational procedure. This way, Premier Inn can prepare its workforce to combat various scenarios and maintain its business efficiency. Besides this, with getting such training and development process employees feel confident and involved in the work process and it minimises the efforts. 
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Figure: Training sessions organised in Premier Inn
Source: (BBC, 2024)
Another critical matter that the hospitality industry is required to work on is maintaining proper hygiene and cleanliness standards. These processes directly affect the health safety as well as guest satisfaction. Premier Inn is required to follow proper sanitation practices and maintain a routine cleaning schedule. The compliance related to staff training as well as health regulations need to be followed by the hotel to manage the proper hygiene as people in recent times prefer secure and hygienic places to stay in (BBC, 2024). The organisation is required to train their workforce about these safety protocols, based on which they become aware and provide similar services and treat their guest well. Besides this, the mentioned hotel required to invest in high quality cleaning equipment as well as maintain frequent monitoring. This way, the organisation also delivers a welcoming and sootless environment to their guests. Again, hotel sectors need to focus on their food services as well as maintain the environment of public areas. People come to these places to experience a calm and aesthetic essence with good food. Premier Inn is required to oversee these aspects and analyse the services and food quality of their hotel and analyse the customer review crucially. Premier Inn needs to invest in retention strategies which help the organisation to sustain its service quality as well as minimise turnover rates. Due to this, the corporation is required to provide effective employee recognition programs, bonuses and career growth opportunities. This ultimately boost the staff satisfaction as well as motivate them to work beyond their potential (Coughlan, 2024). Internal promotion, along with cross-training workers regarding different roles, improves the operational flexibility of the corporation. Premier Inn, through incorporating these mitigation strategies, may manage their staffing issues and expand the hotel's operational efficiency by delivering guests extensive service delivery. 
[bookmark: _Toc191657919]5.2 Discussion 
The hospitality sector has experienced many complexities related to the staff shortage issues, which affect the management and the business efficiency of the hotels. The operational efficiency as well as service delivery has also affected due to lack of staff and inadequate services. The literary analysis mentioned that the hotels faced staff shortage issues due to high staff turnover as employees do not get enough scope for growth and development. Due to this matter, the organisations experienced many complexities like bad reviews and reputational damage, that affected their service delivery. Due to this, the corporation is required to take some preventive measures like improving the hiring and training processes of workers. The project has focused on gain the information and hazards that Premier Inn has experienced and lead towards a right path. This literary assessment has provided some general data that require some real-time information, which this project has gathered from the thematic analysis of Premier Inn. The said hotel has faced staff shortage issues and negative reviews on Booking.com and TripAdvisor related to the room services, cleanliness and food quality. These issues are due to understaffing. The organisation does not have proper management and dedicated housekeeping issues, which highlighted the service inconsistencies. These are occurred for staff shortage and the prime reasons behind it is extensive workload of employees in seasonable period. Workers in the hotel sector do not get career growth opportunities, unsociable hours, minimum wages and burnout. Due to this, the hotel workers became completely demotivated, and they left the organisation in search of better opportunities. This creates a vicious cycle where Premier Inn experiences struggle to retain their staff as well as constantly recruit and train new ones. Based on the issues and reasons of the staff shortages, the Premier Inn need to follow some mitigation strategies where the organisation needs to focus on hygiene issues, improve service delivery, hire new experts and train them as per the company policies and work processes. The organisation is required to make these new hires aware of the work processes and necessary things by which they can provide effective services to their guests. The organisation is also required to provide competitive salaries to their workforce and additional benefits to retain them and engage in the work process. Incorporating these strategies, Premier Inn may overcome the staffing issues, boost their service delivery, and maintain operational efficiency.  



[bookmark: _Toc191654012][bookmark: _Toc191657920]Chapter Six: Conclusion and Recommendation
[bookmark: _1nvy3o6kgyp6][bookmark: _Toc191654013][bookmark: _Toc191657921]6.1 Conclusion
The research project has been completed by investigating the impacts of staff shortage on the delivery of the key offerings of a business using the case example of Premier Inn. In order to complete the research work, a well-designed research methodology has been used focusing on the application of a mono research method. The needed data has been gathered through certain secondary sources and it has been found that Premier Inn have faced different problems including hygiene and food quality issues due to staff shortage. Poor talent management and more dependency on specific regions for recruitment are the key reasons behind the staff shortage issues faced by Premier Inn. With the help of theme exploration, it has been identified that offering necessary training, collaborating with several hospitality schools and improving recruitment strategies can help the venture in this context. Including competitive salary packages and offering better career growth opportunities can also guide the business to mitigate the problems of staff shortage. Based on the analysis of the gathered data and the information from the literature review, some recommended strategies have been added which can help organisations like Premier Inn to deal with the challenges of staff shortage efficiently. 
[bookmark: _Toc191654014][bookmark: _Toc191657922]6.2 Recommendation
Improve recruitment practices
Understanding the shortage of staff, the organisation can further improve their hiring process, which will help the company maintain such issues. The hiring process can further be integrated with technology, which will provide relevant data about the recruits, which can be analysed and further chosen to select the best candidate for the specified role, which will increase the staff shortage within the company. Recruitment is the direct recommendation to the organisation, which can affect the staff shortage effectively.  A statistical hiring will also let the company get top talents on their side, which will help them to provide an adequate service to the customers. This will also allow Premier Inn to stay at the top of the market while addressing the relevant issues within the company and giving it more opportunities to grow. Assigning the hiring process will provide an idea to further improve while broadening the candidate pool and streamlining the application process effectively (Shaaban, 2021).
Offer flexible work arrangements
Benefits and additional features of the organisation also play a crucial role in maintaining the staff condition within the company. Premier Inn can provide flexible working arrangements to their employees, which will let the staff feel more valued, and the work aligns with their daily necessities. The flexible working schedule allows the employees to contribute to the organisational requirements highly, providing better productivity overall. The flexibility can also be surely helpful in the hiring process where the candidates will be provided with the benefit of work-from-home arrangements, which will lead to a betterment of the company image. The work-from-home arrangements in a flexible manner can also mitigate some of the issues which the company is facing with the staff shortage effectively. It also involves the employees showcasing a better commitment to the organisational goal and the daily work, which leads to better staff retention. The flexible working arrangement helps Premier Inn to focus on both sides, covering new recruits and current staff shortages, which meets the same goal to maintain and increase the staff number within the business.
Reinitialise company benefits and perks
Company benefits and perks also play a role in maintaining and effectively keeping the condition of the staff at a high quality. It directly targets employee recognition and overall productivity within the company.  The company working in such a process can increase their perks and benefits, which will help to maintain the current employee turnover and future recruits. The candidates who are applying to the company are introduced to such benefits and perks, which will effectively join the company, which will let the company manage their staff shortage effectively. The staff shortage the company has faced in attracting the right candidates to the company can be mitigated with such a strategy. The heightened benefits and perks will allow participants in the sector to approach the company on their own accord, which allows the organisation to maintain their staff shortage effectively. It also maintains the current issue of staff retention and turnover, which will be managed effectively. This process will also let the company provide a better service to its customers, which will enhance the overall experience of the customers, leading further to a better revenue stream. With an enhanced revenue stream, the company will be further investing in the better management of their employees and their hiring process effectively (Shifrin and Michel, 2022).
Reassigning teams
Premier Inn can also manage its team in a flexible yet adaptable way to ensure better staff retention and productivity levels. The company has reassessed its teams and understands the current expertise and knowledge, which will provide a better idea of how the members can be managed. This will also provide an opportunity for the teams to share their issues and any concerns faced by them. Reassignment of the team will also be performed by the team leads, where each leadership style can be effective in its own way and can influence a different type of members. While reassessing the leads, the team can be adjusted with the members who are suitable to work with the leadership model effectively. This will let the employees feel more connected with their team and the company as well, which reduces the turnover rate more effectively. It will also help the new entrants to feel more engaged and provide an opportunity for them to showcase their full potential and manage the service provided to the customers effectively. 
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