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[bookmark: _heading=h.gjdgxs]1. Introduction 
[bookmark: _heading=h.30j0zll]1.1 Context
The hospitality industry is extremely important in both local and international economies, accommodating tourists, business travelers, and events. Unfortunately, the industry faces workforce management problems quite often, particularly in attempts to meet increased demand in urban environments. Below is a research project on Holiday Inn Sunderland, which forms part of the international group InterContinental Hotels Group, popularly known for its comfortable provision of accommodation and reliable services across various locations worldwide. This Holiday Inn was strategically positioned to capture a wide demographic in Sunderland, a city endowed with a tourism base and an increasing business population. While the location of the hotel is considered to be an advantageous one, this hotel still suffers from problems regarding personnel recruitment and retention, which may affect its operational efficiencies and customer satisfaction.
The main focus of this study will be to establish the factors that contribute to staff shortages at the Holiday Inn Sunderland. This project identifies and discusses some of the urban-specific challenges facing Holiday Inn Sunderland, including competition from local employers, a local cost of living, and fewer opportunities for career advancement, as being factors that influence staffing stability within a hotel. Given these problems, the report will seek to state practical recommendations to enhance recruitment and retention with a view of realizing a more viable workforce.
[bookmark: _heading=h.1fob9te]1.2 Aim
The research aims to explore the roots of the problem of staff shortage at Holiday Inn Sunderland and based on the findings of the research would develop some recommendable strategies to improve the status quo for recruitment and retention in the hotel.
[bookmark: _heading=h.3znysh7]1.3 Research Questions
Q1: Which specific factors about staff shortages do Holiday Inn Sunderland currently face and how do these vary across different types of availability within particular job roles?
Q2: Which perceptions of employees on job satisfaction and working conditions influence Holiday Inn Sunderland’s staff retention rates?
Q3: What are some strategies for improving the recruitment and retention of staff within the hospitality industry, particularly at Holiday Inn Sunderland City leading to its current crisis resulting from lack of manpower?
[bookmark: _heading=h.2et92p0]1.4 Research Objectives
1. To understand how local market conditions impact staffing availability in the Holiday Inn Sunderland and to assess how economic factors influence recruitment attempts.
2. To examine the effectiveness of the different training and development programs that exist within Holiday Inn Sunderland, and how these bear on the way staff retention and job satisfaction are maintained.
3. To explore the relationship between the level of workload for hotel staff and the rate of turnover is analyzed to identify the issues in increasing staff turnover in the hotel.


[bookmark: _heading=h.tyjcwt]2. Literature Review
[bookmark: _heading=h.3dy6vkm]2.1 Staff Shortages and Industry Demand in Urban Hotels
Staff shortages remain an overriding concern in urban hospitality as the demand for quality services is on the rise. High turnover, unavailable skilled workforce, and very demanding jobs put extreme pressure on urban hotels as competition is already fierce. Ghani et al (2022), with higher turnover rates and difficulty in staffing generally in customer service-linked roles, place an urban hotel in jeopardy. Sangaran and Jeetesh, (2015) further indicate that city-center hotels often operate in saturated job markets, where candidates have alternative employment options that contribute to acute competition for skilled labor. These shortages will have major implications for service quality and customer satisfaction; inappropriate staff will cause delays, longer waiting times, and low guest experiences (Ntounis et al., 2022). These findings suggest that urban hotels are particularly susceptible to staff shortages due to their higher volume of service demands and increased competition for employment. However, there is still a need for further research regarding how long-term staffing challenges may be influenced specifically by demographic shifts in these urban areas, under changing economic conditions and population dynamics within the urban core.
[bookmark: _heading=h.1t3h5sf]2.2 Recruitment Challenges in the Hospitality Sector
Recruitment and employment in the service industry, especially within the city center, are influenced by both economic and environmental issues. The challenging jobs and relatively low wages constitute a factor that discourages many potential applicants from seeking these types of jobs (Hassanein & Özgit, 2022) However, according to Guimarães (2022), high costs of housing and transportation challenges are the major deterrent factors developed within urban setting areas that decline the available pool of employees for city-center hotels. The problem is further exacerbated by the fact that this industry's reputation is known for an abundance of overtime and low pay, thus lowering its appeal relative to other industries (Kloutsiniotis & Mihail, 2020). Therefore, hotels have A history of resorting to different recruitment methods whereby they partner with educational institutions and participate in job fairs. Glyptis et al., (2021) suggested that a simple partnership with educational institutions has provided urban hotels with access to a consistent flow of young, motivated talent, though evidence regarding effectiveness has been very limited to date.
[bookmark: _heading=h.4d34og8]2.3 Employee Retention and Turnover in the Hospitality Industry
Employee retention remains one of the major challenges in urban hotels due to limited career prospects, low remunerations, and high demands at work. Farahani et al. (2023) comment that the limited upward mobility in many hotel roles traumatizes employees from making long-term commitments; thus, the need for continuous recruitment and training. According to Cole et al. (2024), high turnover rates are often related to dissatisfaction with working conditions, very long hours, and lack of benefits. Chang and Busser, 2020 also note that retention strategies addressed through flexible scheduling, training, and advancement opportunities have the potential to improve retention rates in city-center hotels facing added pressures from urban competition and a high cost of living. For instance, Green et al. (2021) believe that flexible job policies can reduce turnover in cases where such policies address the personal or family concerns of the employees. However, even though some studies have focused on a variety of retention strategies, few studies have taken into consideration the unique needs of hotel staff in an urban context since these contexts present different problems around commutes and housing costs.
[bookmark: _heading=h.2s8eyo1]2.4 Organizational Culture and Employee Engagement
Organizational culture significantly influences employee engagement, job satisfaction, and retention. A supportive workplace culture that fosters respect, inclusion, and growth can help develop a sense of belonging and loyalty among the employees. This aspect is especially desirable in the hospitality industry, which has one of the highest attrition rates among all major industries (Budhwar et al., 2023). Such examples are when Ashton, (2018) found that employees working within supportive environments had a greater degree of job satisfaction and were more likely to stay longer with any given employer. A positive workplace culture engenders better guest experiences because motivated employees who desire to perform will provide higher levels of service, as Mody et al. (2021) discuss. This is all the more crucial in the case of urban hotels, where demand for services is higher, and the staff could be put under greater pressure. Organizational culture becomes all the more important, especially in such contexts, where employees are more likely to quit due to perceived unsupportiveness of the work atmosphere. However, there is a lack of research that prominently explores the role of adjustments in organizational culture to suit the needs of urban hotel employees, who may desire flexibility and work-life balance in contrast to other regions.
[bookmark: _heading=h.17dp8vu]2.5 Compensation and Benefits in the Hospitality Industry
Compensation and benefits form the core of employee retention in the hospitality industry, as its pay is usually lower compared to that of other industries (Anggraeni et al. 2023). In regard to Cole et al. (2024), most hotel employees responded that one of the main reasons they wish to work somewhere else is because of low pay. The studies have indicated that competitive remuneration packages with health benefits and other conditions can help in decreasing the intention of turnover ratios. Dębski et al. say that it is region-specific; hence, urban hotels could consider other benefits like transportation or housing subsidies to offset the cost of living problems in city centers. Alberti and Iannuzzi (2020) state that good salaries, as well as the provision of health insurance and retirement plans, will significantly improve job satisfaction and turnover reduction in the hospitality industry. Furthermore, Ashton (2018) has found that hotels offering performance-related rewards tend to have higher retention rates. However, these are typically limited by a deficient budget, particularly for smaller hotel businesses. More importantly, this constitutes a research gap that needs to be studied in terms of long-term impacts, especially with comprehensive benefits packages that are tailored to employees' urban needs in high-cost areas, characterized by high life costs and extremely competitive markets.  


[bookmark: _heading=h.3rdcrjn]3. Research Methodology
This method of research will, therefore, employ a case study approach-underpinned by a structured survey and thorough literature review to explore staffing shortfalls within Holiday Inn Sunderland. 
[bookmark: _heading=h.26in1rg]3.1 Case Study Methodology
The case study approach is thus most fitting for the research due to the in-depth nature of complex and context-dependent phenomena, an example being staffing shortages within a particular organization. According to Baxter and Jack (2008), case studies have the advantage of allowing researchers to investigate contemporary events in real-life settings wherein the phenomenon and context have no clear boundaries. Case studies are wide in their application in hospitality research because they allow the capture of rich, context-specific insights of real-world challenges (Gerring, 2017). This approach thus allows an in-depth understanding of particular contextual factors that might influence recruitment and retention at Holiday Inn Sunderland, such as location, organizational culture, and workforce demographics. Yet, the case study approach is not without its defects. As Flyvbjerg (2006) considers, one of the major critiques of case studies pertains to generalization; findings from a single case cannot easily be generalized across the industry. 
[bookmark: _heading=h.lnxbz9]3.2 Literature Review
The literature review is, therefore, a core component of this study, enabling a systematic exploration of the issues of staffing within the hospitality sector. According to Torraco, (2016) the literature reviews in case studies provide a theoretical framework for the case in question by synthesizing knowledge, indicating trends, and identifying gaps in research. It will go a long way towards devising a theoretical framework for understanding the findings of the survey and for identifying connections with broader industrial trends, enhancing this study's external validity.
[bookmark: _heading=h.35nkun2]3.3 Survey Methods
In this research, quantitative data will be collected through the use of a structured survey to be administered to employees at Holiday Inn Sunderland. Surveys are efficient tools used in the collection of standardized and quantifiable data that permit comparisons across the responded surveys (Bryman, 2012). In this research, the survey will contain closed-ended questions as well as Likert scale items in developing the variables of job satisfaction, perceived workload, perceptions of management, and retention factors (Field, 2018). According to DeVellis, (2016) structured questionnaires that incorporate closed-ended questions ensure homogeneity and ease of analysis, and most importantly, statistical comparisons can be drawn, whereas in the case of Likert scales, one can obtain nuanced insights into the attitudes and sentiments of employees. The data for this survey would be collected through an online mode, with the use of Google Forms, which is relevant for easy access and convenience for the respondents.  
[bookmark: _heading=h.1ksv4uv]3.4 Data Analysis Techniques
Collected data from the survey will be analyzed using descriptive and cross-tabulation techniques in order to find out the trends and patterns linked with staffing challenges. Descriptive statistics summarize variables, while cross-tabulations enable comparisons across demographics and job roles to specific issues pertinent to different employee groups. Triangulating the findings of the survey with those of the literature review, this study will identify to what degree the localized aspects of the staffing issues in Holiday Inn Sunderland are representative of the challenges within the industry as a whole, thereby adding depth to the case study findings.
[bookmark: _heading=h.44sinio]3.5 Ethical Considerations
The research will be carried out with ethical considerations. Informed consent forms will be provided to the participants elaborating on the purpose of the study; they may withdraw at any time, and all participation is voluntarily solicited. The anonymity and confidentiality of the survey method do not collect any personal information that may lead to identification. These ethical principles will bring trust, honest answers, and protection of privacy.


[bookmark: _heading=h.2jxsxqh]4. Case Study Discussion: Holiday Inn Sunderland
This section provides an appropriate discussion on Holiday Inn Sunderland, along with background information about the company and location, the importance of the hotel to InterContinental Hotels Group, and a critical analysis of key factors impacting the hotel. Other discussions will include a SWOT analysis, PEST analysis, competitor analysis, and netnography, based on appropriate insights from academic literature.
[bookmark: _heading=h.z337ya]4.1 Background of Holiday Inn Sunderland and InterContinental Hotels Group (IHG)
Holiday Inn Sunderland is a part of one of the world-known InterContinental Hotels Group IHG. Luckily, it happens to be among the biggest franchises of hotels with over 5,900 hotels in 100 countries across the globe (IHG Annual Report, 2023). Some of the portfolio brands operating under this group are InterContinental, Crowne Plaza, and Holiday Inn, among others targeting different market segments. The Holiday Inn brand focuses on mid-range, reasonably priced hotels, making them comfortable and convenient options for leisure and business travelers alike (Tran, 2024). Holiday Inn Sunderland is set amidst a culturally rich area, boasting a mix of historical and contemporary attractions, the fact reflected in its diverse clientele.
Sunderland has to be one of the most attractively sited coastal cities not just in Northeast England but anywhere, with a rich cultural heritage that is increasingly appealing to both intra-national and international visitors. Its tourism market is in development, focusing on regeneration and cultural growth, and has a coastline, industrial heritage, and a vibrant arts sector (Campi, 2024). This leads to strategic opportunities for the Holiday Inn brand but also brings challenges relating to staffing, customer expectations, and competition.
[bookmark: _heading=h.3j2qqm3]4.2 SWOT Analysis
It analyzes the internal strengths and weaknesses, together with the external opportunities and threats that Holiday Inn Sunderland faces. This analysis will provide insight into those factors that might have an impact on its competitiveness within the region.
Strengths
Some of the key strengths for Holiday Inn Sunderland include a strong brand association with IHG, which therefore can command very strong customer loyalty and strong global booking systems (Rahimi & Gunlu, 2016). The proximity to major transport links and local attractions makes this hotel appealing to business and leisure travelers (Camilleri & Camilleri, 2018). Holiday Inn has mid-range pricing, which appeals to a wide demographic.
Weaknesses
One of the key weaknesses is high employee turnover, mainly because of the exacting nature of any hospitality industry related work and the limited career progression opportunities existing within the sector (Li et al., 2017). This is a problem that will inevitably affect service consistency from the perspective of disrupting employee training and service quality continuity (Poecze et al., 2018). In addition, such midrange positioning could easily make the hotel hardly capable of competing either at the budget or with the luxury hotels in Sunderland.
Opportunities
This tourism development in Sunderland will provide more opportunities for Holiday Inn to increase its customer segment. Investment in employee development and career routes could help resolve some problems in staffing and reduce retention issues as stated by (Leung & Cai, 2021). Other opportunities may arise with the enhancement of digital services-for example, access to online reservations, or proper social networking- in order to enhance customer service as mentioned by Reichstein and Härting, (2018).
Threats
The competition presented by both local and international hotel brands, coupled with fluctuating tourist demand, is considered to be a serious threat (Tsai et al., 2009). Obviously, economic conditions such as inflation and lack of labor make the operation cost high and damage profitability. Lastly, significant concerns include high labor turnover and skill gaps, as Sunderland's hospitality sector finds itself in competition with many other sectors chasing a limited talent pool (Lee et al., 2021).
[image: YS91-0001.jpg]
Figure 1 SWOT Analysis of Holiday Inn Sunderland

[bookmark: _heading=h.1y810tw]4.3 PEST Analysis
The following PEST analysis looks into the various external political, economic, social and technological factors that have an effect on Holiday Inn Sunderland.
Political
The political environment in the UK has a deep effect on the hospitality industry. Brexit led to a tightening in immigration legislation; ultimately, this reduced the number of EU workers available (French, 2018). This situation has contributed to an increase in staffing shortages within the sector. A minimum wage and labor regulations have a consequence on operational costs (Cengiz et al., 2019).
Economic
In this regard, economic factors, such as inflation and the growth of wages, have influenced operational budgets and profitability. Many UK cities, including Sunderland, have been impacted by cost-of-living increases, which reduce disposable income in wallets across the UK and lead to the inability to retain staff, simply because employees themselves have to try to afford high living costs (Vik & Wallace, 2022). Apart from that, there is wage inflation, strongly relevant within the hospitality industry, competing for qualified labor against other industries (Liu-Lastres et al., 2023).
Social
This increasing interest in cultural tourism and its process of regeneration from Sunderland creates the scope to attract a wide array of clientele (MacLeod et al., 2018). Employees' expectations of the workforce have also changed, with many employees now seeking flexible work environments and career progression opportunities (Gursoy et al., 2022).
Technological
Technology has transformed ways of customer engagement in hospitality: from digital booking systems and contactless check-ins to social media marketing, which lies at the heart of growing guest experiences. (Morrison et al., 2022) established that Holiday Inn Sunderland could use advanced reservation and customer service technologies developed by IHG in order to meet competitive standards and enhance efficiency in operations (Yang & Nita, 2019).

[image: YS91-0002.jpg]
Figure 2 PEST Analysis of Holiday Inn Sunderland
[bookmark: _heading=h.4i7ojhp]4.4 Competitor Analysis (Price vs. Quality)
On the one hand, competitor analysis will define the main competitors operating within the hospitality market of Sunderland and denote their pricing strategies and service quality.
[bookmark: _heading=h.2xcytpi]4.4.1 Price Comparison
Around the middle category, Holiday Inn Sunderland falls between low-budget hotels such as the Travelodge and others in the luxury category like Hilton. Since it differs significantly through its travel experience but with value-for-money pricing, this gives it a segmentation target positioning approach that captures travelers who want an experience but at value prices, with no necessary quality setbacks (Dolnicar, 2022). However, it has to impress its additional services since the low price setting of budget hotels means they operate cheaply.
[bookmark: _heading=h.1ci93xb]4.4.2 Quality of Service
Quality of service remains an important aspect in the industry, as increasingly, guests are in need of personalized yet efficient service. A connection with IHG at Holiday Inn Sunderland supports high standards because of established training programs offered to its employees, loyalty rewards, and digital systems that allow reservations to be made with much speed (Knoblich et al., 2017). Competitors such as Hilton and Marriott have better brand prestige with value-added amenities in order to attract more moneyed customers (Rather & Camilleri, 2019).
	Hotel Brand
	Pricing Strategy
	Quality of Service

	Travelodge
	Budget
	Basic amenities, limited services

	Holiday Inn
	Mid-range
	Consistent quality, loyalty programs

	Hilton
	Luxury
	High-end amenities, personalized service



[bookmark: _heading=h.3whwml4]4.5 Netnography Analysis
The netnography research method is a method used in analyzing customer online behavior-which could give insight into the perceptions of Holiday Inn Sunderland guests through online reviews and social medial interactions.
[bookmark: _heading=h.2bn6wsx]4.5.1 Online Customer Reviews
Analysis of online reviews from sites such as TripAdvisor, Google Reviews, and Booking.com reveals some consistent trends in customer feedback. Most positive reviews promote the hotel's location and the quality of service they received, focusing on how easily accessible the major attractions of the city were from them (Levy et al., 2013). The negative reviews speak to long waiting times and poor housekeeping. These can be associated with staffing shortages (Terziyska, 2024).
[bookmark: _heading=h.qsh70q]4.5.2 Sentiment on Social Media
Sentiment analysis of social media posts for Holiday Inn Sunderland reveals a welcoming service being delivered, with the brand having very minimal laxity in terms of cleanliness and safety measures (Poecze et al., 2018). There were a few instances of delays in responding to customer inquiries, improvement opportunities regarding proper staffing and training.

This extends to the case study analysis of Holiday Inn Sunderland, that, although benefiting from brand association with IHG and being in a strategic location, faces a host of key challenges, significantly in staffing and competitiveness. The SWOT identifies strengths and weaknesses, while the PEST identifies other external factors-identified above-economic pressures and a socially shifting workforce. Competitor analysis puts Holiday Inn in a competitive marketplace differentiated both by quality and value. The Netnography analysis underlines perceptions of the customers and areas for service improvement (Kabel et al., 2024).
To this end, Holiday Inn Sunderland would have to formulate talent attraction and retention policies, such as flexi-work, good remunerations, and a career path. Secondly, investing in digital services and customer engagement through social media will also be crucial in addressing the emerging hospitality needs in Sunderland (Lim and Rasul, 2022).


[bookmark: _heading=h.3as4poj]5. Theme Analysis of Holiday Inn Sunderland
Staff shortages and high turnover are formidable challenges to the hospitality industry, as qualified and consistent human resources are crucial in ensuring smooth service provision and customer satisfaction. High turnover causes disruption in service, results in increased costs for training, and loss of continuity, affecting customers' perception of the hotel performance (Subramony & Holtom, 2012). The Holiday Inn Sunderland is also part of the Inter Continental Hotels Group - IHG, which goes through all the above-mentioned challenges but also has some unique ones particular to an urban setting with high demand and competition. This paper will carry out an in-depth analysis of the nature and causes of the staffing problems, possible effects, and ways to improve the situation by referring to recent literature.
[bookmark: _heading=h.1pxezwc]5.1 The Hospitality Industry’s Staffing Crisis
Employee shortages in the hospitality industry result mainly from very high turnover rates, demanding types of jobs in hotels, and limited career growth opportunities. According to Subramony & Holtom, (2012), long working hours, poor remuneration, and job stress are the contributing reasons for this high turnover rate, particularly in urban hotels. This situation not only lends itself to the frequency at which employees leave the service but also often sees a possible threatening environment for skilled professionals to come into or stay within the industry.
Employee turnover also affects the profitability of hotels to a great extent. Chomitz & Ali, (2022) found that while the costs of recruitment, induction, and training are very high, with such high turnover rates these costs become very unbearable for hotel businesses. With a high rate of turnover, disruptions to service consistency affect customer satisfaction and the brand reputation of the hotel consequently. Therefore, turnover rates will pull down the quality and experience for the customers of Holiday Inn Sunderland, since new employees may well lack the relevant experience to consummate their duties at the highest level.
Besides, the COVID-19 pandemic further worsened this staffing problem. According to Wilcoxson (2023), many left the industry when pandemic-related layoffs occurred and never returned. The talent pool has shrunk further, even though the demand for hospitality services has clearly rebounded. Workforce supply hasn't gone up proportionately to the growth in demand, hence leading to shortages within hotels that hamper their operational capacities (Mukhopadhyay, 2022). For Holiday Inn Sunderland, these limitations have put severe deficits on the service provision of the company in its departments, such as housekeeping, reception, and food and beverages.
[bookmark: _heading=h.49x2ik5]5.2 Causes of Staff Shortages
Low wage remains one of the main causes that create dissatisfaction and eventual quit from hospitality. Wen et al., (2020) established that the pay structure in most hospitality jobs is not consistent with the physical and emotional demands of the job, leading to dissatisfaction and turnover. This can be more serious for Holiday Inn Sunderland as competitors may be more appealing to the workers based on wages. Another factor relevant in Sunderland is the cost of living. While in relative terms it is rather low compared to the rest of the UK cities, inflation and a rise in the cost of living burdens hospitality workers, especially the ones on entry-level wages.
The other vital factor is working conditions. As pointed out by Martins et al., (2021), the jobs in the hospitality industry are generally expected to work for a long hour while including all weekend and holiday work that interferes with the personal life of workers. Among young individuals, work-life balance is increasingly used to promote opposition to unsavory work hours with no benefits or flexibility. This is an area that might receive improvement by Holiday Inn Sunderland, such as allowing flexible scheduling or swaps of shifts. This could allow employees to take more control over their work hours and improve job satisfaction (Yoopetch et al., 2021).
[bookmark: _heading=h.2p2csry]5.3 Retention Strategies
Training and development opportunities are some of the effective ways of talent retention in the hospitality business. According to Nguyen, (2020), if employees believe that employers can offer them a chance for skill development and career advancement opportunities, they become more satisfied with their jobs and tend to stay longer. It is worth mentioning that Holiday Inn Sunderland should consider implementing training programs which would instill transferable skills in the employees, Benaraba et al., (2022) also mentions how such training should be planned for career goals. Such programs enhance the capabilities of not only the individuals but also a culture of professional growth in this hotel, making it a good workplace.
On the other hand, the levels of labor turnover are also lower in workers who are engaged. Workers who are engaged are generally more satisfied and stay longer with their employers than disengaged workers do (Martin et al., 2023). Holiday Inn Sunderland can develop an engaged workforce by practicing team-building, recognition, and regular feedback sessions. An enabling organizational culture, one that gives value to the opinion of its employees, will go a long way in offering increased levels of both engagement and retention.
Holiday Inn Sunderland faces the same issues of staffing as highlighted from the academic literature, further reduced by the unique demands of an urban location and the competitive environment in Sunderland. The shortage of staff impacts customer satisfaction where understaffed departments may not be in a position to meet the expected level of service (Wei et al., 2024). During the peak tourist seasons for instance, or when other special events are organized in Sunderland, housekeeping and front desk operations are normally under immense pressure due to a lack of adequate staffing levels (Choy et al., 2021).
In the exit interview conducted in Holiday Inn Sunderland, some significant themes have been identified regarding low salary, lack of future prospects, and tougher working conditions. The employees mainly complain that they are overburdened, undervalued, and unrecognized by the management due to which they have decided to quit the organization (Mesha, 2023). Thus, the management has to continuously work on increasing intake to replace the vacant posts. Such labor issues can be handled through the development of a retention-based policy providing scope for increasing pay scale, flexible conditions of job employment as well as career growth opportunities (Rijal, 2022).
[bookmark: _heading=h.147n2zr]5.4 Areas for Development and Improvement
[bookmark: _heading=h.3o7alnk]5.4.1 Compensation and Benefits Changes
The first area for improvement is in compensation: adjust the compensation package to industry standard. Here, Subramony & Holtom, (2012) opined that reasonably competitive wages form the bedrock of attraction and retention of employees in hospitality where competition over labor talents is always high. Holiday Inn Sunderland may review its wage structure and adjust entry-level pay rates to retain talent better. Additionally, the provision of health care, means of transport to work, or meal provisions would make Holiday Inn more unique and competitive, offering financial security and motivation for staff (Hu et al., 2021).
[bookmark: _heading=h.23ckvvd]5.4.2 Enhancing Work-Life Balance through Flexible Scheduling
Holiday Inn Sunderland could embark on a flexible schedule that enables the company to deal with work-life balance. The flexible nature of work leads to a positive impact on employee satisfaction; in particular, younger employees emphasize work-life balance (Ferdous et al., 2023). Here, flexible scheduling could be readjusted to part-time schedules, shift swap possibilities, and giving preference over scheduling when possible. The direction of this activity leads to decreased turnover rates because it encapsulates the personal needs of employees, enhances their loyalty, and provides a better opportunity for work-life balance (Timsina, 2024).
[bookmark: _heading=h.ihv636]5.4.3 Implementing Training and Development Programs
Quality in service will also develop employee loyalty. Sangaran and Jeetesh, (2015) conclude that structured career development relates to long-term retention, while employees will be committed to their jobs and their careers in cases where they perceive opportunities for growth. Holiday Inn Sunderland can first of all establish clear paths to advancement, including the possibility of employees' cross-training in different areas, thereby enhancing the diversity of skills and job satisfaction.
[bookmark: _heading=h.32hioqz]5.4.4 Developing a Positive Organizational Culture
Organizational culture significantly influences employee satisfaction and their retention. A supportive culture valuing employees' contribution and recognizing efforts lowers the rate of non-effective turnover and improves performance. Loehr et al., (2021) argue that building an inclusive and engaging culture that enhances Holiday Inn Sunderland might comprise things like regular health meetings, regular feedback sessions, and recognition programs. Acknowledging and celebrating small wins evoke workplace morale to encourage loyalty (Semler, 2024).
[bookmark: _heading=h.1hmsyys]5.4.5 Using Technology to Aid Recruitment and Employee Engagement
Digitalization can improve the potential for better recruitment and on-boarding processes through online platforms. According to Karam et al., (2020), technology reduces the complexity of the recruitment process in hotels, making the brand accessible to a wider audience and making easier judgments about candidates. Holiday Inn Sunderland can use social media and online job sites to reach the desired candidate and develop an employer brand which will be appealing to them. Digital on-boarding and training resources could also be offered to create a better hire experience whereby newcomers will be prepared to face the responsibilities in their positions (Sani et al., 2023).
The challenges faced in staffing at Holiday Inn Sunderland reflect the wider problems faced by the hospitality industry such as high mobility of labor, uncongenial working conditions, and lack of job prospects are all critical barriers to stability of labor (Hack-Polay, 2022). The academic literature would suggest that such challenges are responding only through an approach which can combine competitive salaries, flexibility of shift, career prospect, and work culture (Firman, 2021). The implementation of such strategies could increase the retention ratio, which in turn would create a more willing and motivated workforce that could help Holiday Inn Sunderland with service quality and guest satisfaction.


[bookmark: _heading=h.41mghml]6. Research Survey 
[bookmark: _heading=h.2grqrue]6.1 Analysis 
[image: Forms response chart. Question title: 1. How satisfied are you with your current job role at Holiday Inn Sunderland?. Number of responses: 49 responses.]
Figure 3 Response of Survey Question 1
 This chart shows quite an inconsistent pattern of job satisfaction for Holiday Inn Sunderland. The greater portion, 28.6%, are dissatisfied, which could point to poor management, too much work, or a lack of opportunities to grow. Another 22.4% are satisfied. Adding to that, 20.4% show neutrality, so this majority feels somewhat positive, rather indifferent. The 14.3% who reported being very satisfied reflect a smaller group in which the jobs aligned quite well, while 14.3% being very dissatisfied indicates polarized experiences among the employees. In general, these findings suggest that action needs to be taken to alleviate dissatisfaction to enhance retention and improve workplace morale.

[image: Forms response chart. Question title: 2. What is the primary reason you might consider leaving your current position?. Number of responses: 49 responses.]
Figure 4 Response of Survey Question 2
The below chart shows that 42.9% of employees intend to leave because of limited career growth opportunities, indicating high growth pathway needs. On the other hand, low salary and working hours/stress are reported by a combination of 18.4% as important reasons; hence, compensation and job demand-related issues have been shown. Work-life balance issues take 12.2%, while 8.2% mention unsociable working hours, indicating localized dissatisfaction with scheduling. On balance, the most significant factors-cum-reasons are constraints of career development, followed by compensation and workload-which indicate the areas where changes might be addressed to improve retention and job satisfaction at Holiday Inn Sunderland.

[image: Forms response chart. Question title: 3.  How do you feel about the opportunities for career development and advancement at Holiday Inn Sunderland?. Number of responses: 49 responses.]
Figure 5 Response of Survey Question 3
 From this chart, mixed feelings for career development opportunities at Holiday Inn Sunderland can be ascertained. Whereas 26.5% of the employees are satisfied in this regard, an equal 26.5% show dissatisfaction, thus polarizing the individual opinions. 20.4% were indifferent; hence, no strong opinion about career advancement was evinced from this particular sample. Only 16.3% showed a very satisfied response, while those who were very dissatisfied totaled 10.2%. These results show career development points that need improvement, as the level of dissatisfaction experienced can impact employee retention and motivation. Improvement in opportunities for growth could serve as a means of addressing these concerns and creating an even more positive work environment.

[image: Forms response chart. Question title: 4.   How often do you feel stressed or overwhelmed by your workload?. Number of responses: 49 responses.]
Figure 6 Response of Survey Question 4

This graph represents the level of work-related stress among employees at Holiday Inn Sunderland. For instance, 26.5% feel that they are rarely stressed, whereas 22.4% sometimes feel stressed; thus, some may be moderately experiencing stress. However, 20.4% often feel stressed, while another 14.3% always feel overwhelmed, hence highly stressed; 16.3% report never feeling stressed. These results would suggest that while some employees manage their workload quite well, a remarkable percentage is regularly stressed by it, which may influence job satisfaction and productivity. Workload concerns might be a potential area of improvement in overall employee well-being.

[image: Forms response chart. Question title: 5.  Which of the following benefits would most improve your job satisfaction?. Number of responses: 49 responses.]
Figure 7 Response of Survey Question 5
From these findings, the major factors to enhance job satisfaction among the responding employees are health and wellness benefits at 28.6%, followed by transportation or commuting assistance at 20.4%. Still, within the context of work-life balance, flexible working hours take 18.4%. A higher remuneration ranks low, with only 12.2% choosing it as the primary factor, indicating that monetary compensation may not be enough to raise job satisfaction. Training and development opportunities and recognition and rewards show the least interest in general, meaning that employees look out more for tangible lifestyle benefits rather than professional growth or acknowledgement in this regard.

[image: Forms response chart. Question title: 6. How would you rate the level of support you receive from management?  . Number of responses: 49 responses.]
Figure 8 Response of Survey Question 6
The data portrays varying levels of perceived management support by the employees. Contrasting this, while 36.7% of the respondents view management as "very supportive" and 18.4% as "supportive," indicating the majority having a good experience, 20.4% remain "neutral." On negative notes, 20.4% feel "unsupportive," while 16.3% rate management as "very unsupportive." The distribution thus indicates that while many employees were satisfied with management support, a significant proportion still felt unsupported, an area in need of attention in creating a more universally supportive work environment.

[image: Forms response chart. Question title: 7.  How satisfied are you with the balance between your work and personal life?. Number of responses: 49 responses.]
Figure 9 Response of Survey Question 7
Work-Life Balance Satisfaction Results This is a graph of 49 respondents about the overall satisfaction with work-life balance. The total percentage who are satisfied or neutral is 51% (20.4% very satisfied and 30.6% neutral), while another 42.8% report dissatisfaction  12.2% dissatisfied and 10.2% very dissatisfied. In fact, the identical distribution of responses in satisfaction and neutrality, 30.6% in each, represents a split perception whereby while half experience balance, an equal number report room for improvement. The levels of dissatisfaction highlighted in the grid are areas of potential stress or workload that could release an opportunity for increasing overall work-life balance satisfaction.

[image: Forms response chart. Question title: 8.  How likely are you to recommend Holiday Inn Sunderland as a good place to work to others?  . Number of responses: 49 responses.]
Figure 10 Response of Survey Question 8
This response to recommending Holiday Inn Sunderland as a workplace shows mixed feelings among the 49 respondents. While 40.8% are favorable, 12.2% being extremely likely and 28.6% likely, a large proportion of 34.7% are unlikely to recommend it, with an extra 2% extremely unlikely. Then, 20.4% remained neutral. The split into favorable and unfavorable responses is indicative of a fairly divided perception of workplace experience, with dissatisfaction having the better of the two. Building potential concerns might improve employees' likelihood to recommend it as a good place to work and, therefore, may improve the workplace reputation and morale.

[image: Forms response chart. Question title: 9.  How effective do you find the training programs provided by Holiday Inn Sunderland?. Number of responses: 49 responses.]
Figure 11 Response of Survey Question 9
This chart represents Holiday Inn Sunderland employees' mixed views on whether training programs are effective or not. The positive responses are 59.2% - 30.6% very effective and 28.6% effective - meaning more than half find the training beneficial. However, 14.3% described it as ineffective and a small percentage of 2% as very ineffective, while 24.5% remain indifferent. On the whole, it indicates that the training programs were found considerably pleasing but still left room for improvement. Addressing specific concerns will increase the effectiveness of the training and make employees more confident in the program.

[image: Forms response chart. Question title: 10.  What changes would you most like to see to improve your experience working here?. Number of responses: 49 responses.]
Figure 12 Response of Survey Question 10
Employee interests in improved scheduling flexibility and enhanced health and wellness benefits top the list, selected by 28.6% each. The need for more career development opportunities is a close second at 26.5%, thus showing employees do want to grow with the company. Increased pay is the next priority at a much lower rate of interest: 12.2%. Team-building activities, recognition for achievements, and better communication from management are the least of priorities, all below 5%. It indicates that employees find a supportive and flexible work environment with a chance to develop professionally more important than any financial incentives.
[bookmark: _heading=h.vx1227]6.2 Conclusive Summary 
These survey results identify the key areas for improvement in employee satisfaction at Holiday Inn Sunderland such as flexibility of scheduling, career development opportunities, and health and wellness benefits are more significant factors than increasing pay only. Stress levels appear to be a concern among employees, and their management support awareness seems mixed, which is indicative of the need for an internal communication and support system that has been improved. The divided satisfaction with work-life balance, and recommendation of the workplace, would further suggest a concentration on creating a cohesive, positive work environment. Because these elements are interlinked, addressing them should increase morale, retention, and improve the company's reputation as an employer that truly cares about the growth and well-being of their employees.


[bookmark: _heading=h.3fwokq0]7. Conclusions and Recommendations
In this respect, this report carries out an in-depth analysis of staffing problems at Holiday Inn Sunderland in light of the hospitality industry's high turnover, labor shortages, and operational inefficiencies. Critical analysis of the various factors such as employee turnover, recruitment challenges, compensation issues, and organizational culture raised a number of critical insights and recommendations to guide the hotel in the process of improving staff retention, quality of service, and attaining competitive advantage. Data that was gathered during the research survey suggests that flexibility in scheduling, career development opportunities, and health and wellness benefits rank higher than increasing pay. This would explain that a supportive and growth-conducive environment is more motivating than financial rewards alone. Unduly high levels of stress and mixed feelings regarding support by the management suggest areas for improvement: managerial communication, distribution of workload, and support systems.
[bookmark: _heading=h.1v1yuxt]7.1 Key Findings
General problems in the hospitality industry usually involve high employee turnover and under-staffing, which will also be relevant in the case of urban hotels. Thus, Holiday Inn Sunderland faces operational discontinuity, increased training costs, and an impaired quality of service, all of which will fall on the customer and the hotel profitability.
Post-Brexit immigration restrictions and COVID-19 have been squeezing the talent pools even further and, therefore, exacerbating workforce shortages. Economic and political development has consequently turned into a cause of huge competition for skilled labor forces. The most affected is hospitality, since it offers relatively low wages as compared to other sectors.
Compensation remains an important concern in the hospitality industry. Employees often leave due to low remuneration and lack of career development. Cost-of-living increases in Sunderland burden workers in the hospitality industry, especially entry-level workers; hence, the human resource part becomes increasingly challenging for Holiday Inn.
These are the work conditions, organizational culture, and work-life balance that primarily affect employee engagement and retention. Hospitality work typically involves irregular shifts and weekend shifts that clash with the personal lives of employees. This report also focused on a supportive culture, flexible scheduling, and recognition programs which are helpful in reducing turnover.
Income-increasing technological advances in the hospitality industry, from contactless arrival and digital check-in to digital booking systems, are assuming high importance in enhancing customer experience. With Holiday Inn Sunderland powered by the technology resources of IHG itself, therefore, the capability to capture modern customers' expectations may be complete; however, investments by IHG in better digital engagement may often bring within the organization a hallmark of customer satisfaction.
[bookmark: _heading=h.4f1mdlm]7.2 Recommendations
[bookmark: _heading=h.2u6wntf]7.2.1 Improve Compensation and Benefits
Competitive wages at least for the market value should also be offered. Having examined the wage structure, Holiday Inn Sunderland could offer better wages for entry-level positions by offering better wages in order to improve talent acquisition and retention. The hotel can provide increased financial security to its employees through additional benefits such as health care, transport allowance, and even meal subsidies which would create a differentiation for this hotel from that of the competitors.
[bookmark: _heading=h.19c6y18]7.2.2 Flexible Scheduling and Work-Life Balance Initiatives
Holiday Inn Sunderland hosts can maintain flexible scheduling to meet their work-life balance requirements. Facilitating the visitors' shift swapping, preferred shifts, and part-time work would boost job satisfaction, reducing labor turnover. It would be brilliant if the hotel provided wellness programs and mental health support.
[bookmark: _heading=h.3tbugp1]7.2.3 Invest in Training and Career Development
Structured career paths and training programs should be developed in order to increase employee engagement and retention. Holiday Inn Sunderland should train its employees with cross-departmental growth opportunities, transferable skills, and more mentorship and leadership development programs that motivate long-term commitment, especially from the younger staff who seek a career progression route.
[bookmark: _heading=h.28h4qwu]7.2.4 Foster an enabling and inclusive organizational culture.
Retention arises when building a positive organizational culture that recognizes employee contributions. Holiday Inn Sunderland can, therefore, consider recognition programs, celebration of small successes, and regular feedback. An inclusive environment will make them feel valued, possibly leading to higher loyalty, reduced turnover, and higher morale in general.
[bookmark: _heading=h.nmf14n]7.2.5 Expand Digital Engagement and Service Offerings
Investing in additional digital tools, such as mobile check-in, guest service applications, and personalized marketing, can help Holiday Inn Sunderland keep pace with technological trends. These tools not only improve guest experiences but also streamline employee workflows, reducing workload pressures in high-demand periods. Active engagement on social media platforms could also strengthen the hotel’s online presence and attract a younger customer demographic.


[bookmark: _heading=h.37m2jsg]8. Reflective account
[bookmark: _heading=h.1mrcu09]8.1 Reflective Account on Shortage of Staff and Retention Challenges in Hospitality
During my placement in Holiday Inn Sunderland, I had a chance to develop valuable insights into the operation of the hospitality industry and the diverse challenges the latter faces, including staffing shortages and inability to retain employees. The experience has thus enabled me to understand operational needs in a hotel and the huge role that human resource strategies play in the pursuance of quality service and work culture.
[bookmark: _heading=h.46r0co2]8.2 Initial Observations and Challenges
One of the first observations I made at Holiday Inn Sunderland was the direct impacts of staff shortages on service delivery and overall guest satisfaction. The staff turnover has created a situation in which there is constant hiring and training, with gaps in service continuity, especially during periods of peak seasons or high demand for services. The immediate impacts of these shortages were longer waiting times for guests, lesser availability of employees for personalized service, and the overall impact this places on existing staff, often working overtime or juggling more responsibility.
This is further reiterated by the fact that, while working with its management in the same hotel, it could be seen that immense pressure to meet high standards is evident for a few employees. Indeed, this experience resonated with that of literature reviewed indicating how the demanding nature of hospitality work, coupled with relatively long hours and low wages, often contributes to high turnover. The instinctive notion from my own experiences is that such high turnover disrupts service flow and may result in decreasing customer satisfaction. In my observation, though management was very proactive in terms of responding to customer complaints, the need for recruitment and retraining undermined consistency in the provision of service.
[bookmark: _heading=h.2lwamvv]8.3 Observing the effects of economic and industry trends
It is in the hospitality industry that it has been particularly tempting to notice the economic pressure of inflation, wage increases, and labor shortages. In recent years, Sunderland welcomed more tourists and businesspeople, which helped increase the number of hotels in this market. However, the strongly competitive local job market, in which retail, logistics, and even entry-level jobs often promise at least as much, if not better, wages, performs hardly any less expensive in recruiting and keeping workers. It was interesting to see how these factors in operation impinged on daily operations at Holiday Inn Sunderland. Observation allowed the researcher to develop a deeper appreciation of how economic conditions can impinge on labor's supply and employees' morale.
Another key feature I noticed is how technology is playing a deep-set role in the operationalization of the work and adding to better guest experiences. In most hotels, including Holiday Inn Sunderland, contactless check-ins have been provided and made easier with mobile bookings and a digital concierge. While these tools definitely facilitate routine task management and ease the load off the staff, I thought this could not replace the personal touch of humans in a service-oriented industry. Meanwhile, the hotel made an effort to balance efficiencies through technology, yet retain personalized service, which was one of the challenges of adjusting to today's customer realities while attending to labor constraints.
[bookmark: _heading=h.111kx3o]8.4 Reflections on Employee Satisfaction and Organizational Culture
The most important aspects of my learning on this placement had to do with the factors contributing to employee satisfaction and, through those, retention. Work-life balance was one of the big issues I came upon, especially for staff members working irregular hours or covering others' shifts because of a shortage. Apart from that, inability to maintain work-life balance was another key factor that had dissatisfied most of the employees here. Some even looked for other companies because of this. Through interaction with colleagues, I also found flexibility, competitive wages, and career growth opportunities to be major priorities of most employees.
Generally speaking, the work culture in Holiday Inn Sunderland is supportive, and managers try to recognize and reward effort. I observed that sometimes team-building activities and engagement initiatives take a backseat to operational needs due to high employee turnover. This thus gave me an opportunity to appreciate how so much importance is attached to fostering a supportive organizational culture. A well-entrenched culture would contribute much toward the level of morale of employees and retention. Without question, an employee would want to remain with a company in which he feels valued and appreciated.
[bookmark: _heading=h.3l18frh]8.5 Personal Development and Lessons Learned
One thing I took away from this placement and shall remember is that people's management is all about empathy and flexibility. Having worked with both management and operation teams, I realized that managers who gave a try to their employees through listening to them, trying to understand their problems, and catering to their preferences proved beneficial. Simple things, like being able to adjust shifts or just recognizing the employee's contribution to certain projects, made a huge difference in morale. Watching this helped me to realize how important flexibility and proactive care by the leader-precepts that I will likely carry with me through work life.
It was these challenges that identified staff shortages and indeed taught me things like resilience, problem-solving skills. Many times, I have had to step in and assist with everything from guest check-ins down to answering queries, helping me develop a hands-on approach in managing situations that are quite unpredictable. I learnt to anticipate necessity, manage time, and think critically of how to optimize work to soften the impact of staff shortage. This was a lesson for me to realize that flexibility and one's disposition to accommodate changes are key features in any customer-oriented field, most especially amidst the dynamism of an industry such as hospitality.
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6. How would you rate the level of support you receive from management?
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8. How likely are you to recommend Holiday Inn Sunderland as a good place to work to others?
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9. How effective do you find the training programs provided by Holiday Inn Sunderland?
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1. How satisfied are you with your current job role at Holiday Inn Sunderland?
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