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Abstract 
The operational implications of kitchen staff shortages on the quality of food and beverage (F&B) services, customer satisfaction, and operational efficiency in Novotel Southampton, a midscale hotel in an urban area, are investigated in this placement research project. The study will be carried out during May-July 2025, and it will be based on the qualitative study method and single case study, which involves direct observations of placements, focus and secondary literature, academic, industry reports, and sector benchmarks. The study was to investigate the effects of the implementation of staffing cuts in the kitchen on menu, waiting time, and perceived service quality and to come up with feasible mechanisms to counter the operational problems brought about by staffing cutoffs. Results have shown that there were considerable shortages in staffing which in turn limited the menu diversity especially in the peak seasons. The kitchen often reduced the menu and focused on low-preparation foods like burgers and fish and chips and eliminated complex or high-preparation food. In terms of customer choice, although the reduction of menu kept it operationally viable, it restricted it, and in certain instances, could not keep up with the expectations of a four-star hotel. It was also noted that the waiting time was extended, estimated 15-30 minutes during the busy times, something that adversely impacted the perception towards reliability and responsiveness by the guests who are the main concern of the SERVQUAL framework. It was also evident that staff were stressed and fatigued which affected the way food was presented, service delivery, and overall operational effectiveness.
Management used a number of mitigation measures to ensure continuity of service delivery, such as menu engineering, cross-training and flexible staff rotation and checking with guests about delays. Although such measures have been a partial solution, the study notes that operational changes cannot be able to completely offset an understaffing. The study highlights the essence of covering the workforce planning, operational foresight as well as the technological solutions to maintain the quality of services at the labour constraints.
The study has recommended that the core menu of high items, seasonal or specialty items, structured cross-training programmes, operational planning based on relevant data, exploring technology integrations, including display system in the kitchen, online ordering systems, and AI-driven forecasting, should be adopted. Secondly, employee welfare should be promoted by means of stress management programs, professional growth, and feedback on employees on a routine basis to maintain a competent workforce and maintain the quality of service.
This research adds to the knowledge of the effects of kitchen staffing shortages on the work of midscale urban hotels and offers evidence-based and practical approaches to optimising F&B operations within the limited labour conditions. Its results can be generalised not just to Novotel Southampton but also to other hotel environments aiming to trade between the operational viability, customer satisfaction, and employee strength.
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[bookmark: _akn5p2aa1d22]1.0 Chapter 1: Introduction 
[bookmark: _ppmyx36skqzm]1.1 Background
Hospitality staff shortages are a chronic and endemic issue that has a direct impact on the guest experience, hotel reputation and revenue performance (Pandey, 2023). This placement research project will study the operational implications of staff deficits in the kitchen and how this impacts the quality of F&B services at Novotel Southampton, an Accor-managed property in central location that caters to both leisure and transit/port clients (Tveita and Hustad, 2025). Novotel Southampton has a hotel restaurant and bar which serves breakfast and an all day menu; during the placement period (May-July 2025), the visible staff restraints in the kitchen defined the day to day activities.
[bookmark: _fqrm50v583ro]1.2 Research Aim 
To examine how staff shortages in the kitchen affect food and beverage service quality, customer satisfaction and operational efficiency at Novotel Southampton.
[bookmark: _a15b9o48gqb0]1.3 Research objectives
· To evaluate the impact of reduction in kitchen staff on menu availability and customer waiting times during peak service hours.
· To identify the relationship between staffing shortages and customer satisfaction levels regarding food quality and service speed.
· To recommend at least three practical strategies for improvement in food and beverage operations under staffing constraints.
[bookmark: _41c0bo3iorar]1.4 Rationale 
Placement experienced observed a materially decreased kitchen roster. On several evenings the food provision of the hotel had been limited: the menu of the bar/restaurant was limited to simple meals (especially burgers and fish and chips) instead of a restaurant menu and waiting time was longer than usual and several of the customers were unsatisfied (Corbett, Johnston and Bezuidenhout, 2025). The issue of insufficient staffing in the UK hospitality sector is commonly highlighted by the industry associations and is an operational risk that has to be addressed at a strategic level by the hotels (Tveita and Hustad, 2025). Comprising details about how exactly shortages will influence service delivery at Novotel Southampton will generate specific suggestions that will likely turn into operational changes as well as improved customer performance at the establishment and other midscale city hotels (Bucak and Yiğit, 2021).
[bookmark: _29o419rlgn5t]1.5 Scope and boundaries
The current study is dedicated to the issue of kitchen staffing and the F&B operational performance (menu availability, waiting time, perceptions of food quality and customer satisfaction) of the Novotel Southampton in May-July 2025. The research highlights qualitative data on first-hand placement observations and locates them in the secondary data (reports of the industry, and academic literature). The study does not seek to make quantitative generalisations with large-sample on the case, but does offer practical and evidence-based suggestions that can be applied in numerous other such hotel environments (Ko and Lu, 2021).
[bookmark: _538d5mikjgfl]1.6 Key limitations (briefly) 
The main information is observational (no quantitative measures are structured); in those cases when there are no necessary accurate numerical measurements (e.g., the waiting time at all services), qualitative coding and sector benchmarks were used to analyse the data (Cousins and Weekes, 2020). These shortcomings are recognised and taken care of by methodological transparency and triangulation with sector texts.
[bookmark: _9my1gp6a1qfc]

[bookmark: _mrhb5jzes03o]Chapter 2: Literature review 
The literature review summarises the research and business publications regarding (1) labour gaps in hospitality and their causes; (2) the impact of staffing levels on the quality of F&B services, waiting time and customer satisfaction; and (3) management measures (menu engineering, cross-training, automation and forecasting).
[bookmark: _x94sfcbvzyxo]2.1 Kitchen Staff Shortages, Menu Availability, and Customer Waiting Times
The shortage of labour in hotel kitchens is becoming an acknowledged structural issue in the hospitality industry, and has both direct and indirect impacts on menu diversity and guest experience. Cousins and Weekes, (2020) pointed out as labour economics points out, the fact that the supply of skilled chefs limits has been increased due to Brexit migration restrictions and the COVID-19 pandemic has made the recruitment challenge in the hotels of the UK even more difficult. On the other hand, resource-based perspective (RBV) human capital is one of the strategic resources and a deficit in human capital compromises competitive advantage by limiting the level of service quality and differentiation (Yilmaz and Şahin, 2021). The simplification of menus has been a widespread reaction to the shortage of staff. According to Afifi, Healy and Mac Con Iomaire, (2023), hotels having staffing ratios from 20-30 percent scaled menus to cope with workload, which is also reflected in the urban and rural hotels. Although this deprives customers of choice, other scholars insist that a smaller menu can contribute to a better decision-making because it helps to diminish decision overload. As stated by Susilowati, Yuwono and Leonnard, (2021) in hotel restaurants, however, especially brands in four stars, shorter menus can be dangerous because they may not correspond to the expectations of customers with respect to variety and sophistication.
However, the other effect of understaffing is the waiting time, which increases especially during the rush hours. Demir and Dincer, (2020) emphasise that lower manpower in kitchen results in bottlenecks in the preparation process, which has caused dissatisfaction among the guests. However, waiting time is a determining factor on customer ratings, and delays destroy the perception of reliability and efficiency, two parameters of the SERVQUAL model. E.g. Marriott and Hilton properties have solved the shortages due to the introduction of rotating core menus and the introduction of digital kitchen display systems that helped them alleviate congestion of orders and the introduction of digital kitchen display systems helped them to reduce their offerings to basic dishes like burgers and fish and chips stated by Shaheen et al., (2021).
According to a PESTEL analysis, the changes in politics (Brexit), economic factors related to inflationary pressures, and technological potential (AI-based forecasting, online ordering) influence the way hotels can evolve (Ivanov and Webster, 2023). Concurrently, a SWOT lens helps to understand that though menu shrinkage keeps everything operating (strength), it has the potential to destroy brand image and loyalty among guests (weakness).
In general, the literature comes to a common point that lack of kitchen staff limits menu diversity and increases waiting time, however, management options, such as menu engineering, technological adoption, or workforce planning, moderate the degree of adverse influence on customer experience and turnover.
[bookmark: _p6mf36nyz1e]2.2 Staffing Shortages and Customer Satisfaction in Food and Beverage Service
Osman et al., (2022) stated that Hotel F&B food and beverage customer satisfaction is influenced by various elements, such as menu attractiveness, quality of food, speed of service, and value. However, the lack of staff interferes with all these aspects by putting pressure on the ability of kitchens and service staff. The effect can be explained with the help of the SERVQUAL framework: reliability and responsiveness decrease due to the increase in waiting time; the presence of tangibles and assurance is undermined as the overstretched workforce affects the presentation and consistency of the service.
These links are confirmed. Elgammal, Baeshen and Alhothali, (2022) discovered that once service delays are worse than expected, the level of satisfaction may decrease despite no change in food quality. In a similar vein, a study by Bell et al., (2020) suggests that understaffing erodes the aspect of hygiene and consistency, which affects the consumer trust. Although operationally efficient, limited menus also have a risk to ruin the brand perception because customers will feel that there is a gap between the provided services and the four-star hotels promises (Okumus, 2025).
The example of the Novotel Southampton explains such a mismatch: fewer menu options and longer waiting times contradicted the four-star norms introduced by the Accor group, and the clients were not pleased. Tourky et al., (2020) stated that Hilton and Marriott, by comparison, have tried to cushion the impact of shortages by cross-training their workforce and employing mobile ordering to help them protect the experience of their guests.
In addition to impact on the guests, employee wellbeing is also a casualty of shortages. As Rosin et al., (2024) emphasise, understaffing leads to burnout and turnover, and the process of further reducing the quality of the service creates a vicious circle. However, employees can be considered as strategic resources based on a resource-based perspective; the high stress levels undermine this strategic position and lead to long-term competitive self-destruction.
These dynamics are also present in industry reports. Camilleri, (2025) found a significant decrease in F&B earnings per room in hotels in the UK and one of the causes of this is the service inconsistency due to staff deficit. On the othner hand, customer dissatisfaction is felt not only in the direct spheres of experience that influence brand loyalty and repeat visits, but also in the income of hotels (Dani et al., 2022).
All in all, the literature is converging towards the fact that staff shortages are cumulative: they negatively affect operational efficiency, employee stress, and erode the service aspects that have the strongest impact on guest satisfaction (Cakranegara et al., 2022). Customer satisfaction in F&B services therefore is also maintained through sufficient staffing or through compensatory measures.
[bookmark: _4pz03fszpugh]2.3 Recommendation Strategies for Improving Food and Beverage Operations Under Staffing Constraints
Staffing shortages pose a tremendous problem, the literature has indicated that there are a number of strategies that the hotels may pursue in order to reduce their effects. They can be divided into technological integration, workforce planning and multi-skilling and menu engineering.
Madeira, Palrão and Mendes, (2020) stated that the adoption of technology is becoming the focus of resiliency. Kitchen display systems (KDS), automated ordering, and demand forecasting powered by AI can help reduce waiting time by streamlining workflows (Tian, 2024).  Hilton and Marriott have also implemented mobile ordering and QR-code menus to alleviate the workload on front-of-house staff, and even some Asian hotels have implemented robotics in more simple food preparation duties stated by Cleveland, (2022). These innovations are consistent with Contingency Theory which states that the superiority of an organisation relies on flexibility on adaptability of strategies to environmental circumstances (Donaldson, 2001).
The aspects of workforce planning and multi-skilling are also featured in scholarship. Salama and Mansour, (2022) demonstrate that training the servers on simple food preparation and cross-utilisation of chefs according to the sections of the kitchen make them more flexible in times of shortage. However, the fact that Marriott uses the flex-team system in which staff members alternate between F/B and front office demonstrates a resource-based perspective in which the flexibility of the employees serves as a strategic competence. Nevertheless, this strategy should be implemented with great caution in order to not overburden the staff and deteriorate quality.
Another way is through menu engineering. Hotels can prioritize profitability by simplifying operations by concentrating on high-margin and high-demand items. stated by Okumus (2020). Dani et al., (2022) reported that in the COVID-19 recovery, numerous hotels embraced menus that are seasonal and simplified to meet the operational manageability and the expectations of the guests. This is equivalent to Choice Overload Theory (Iyengar and Lepper, 2000) that states that fewer and well-edited options may result in an increase in decision satisfaction.
Using the PESTEL analysis, these strategies are influenced by external forces, including new technological developments that allow automation; demographic shifts restrict the availability of labour; and convenience and speed are also demanded by the customers. As stated by Cleveland (2022), in the case of Novotel Southampton, there are possibilities of incorporating digital ordering, cross-training employees, and revamping menus to be efficient and customer-satisfying. Altogether, literature indicates that staffing shortages do not necessarily cause the failure of service. Rather, by means of creative technology application, labour flexibility, and menu structure, hotels can sustain quality services, customer satisfaction, and revenues even when labour markets are limited (Huang et al., 2025).
[bookmark: _zf1rjgijugxk]2.4 Gaps and justification for the case study
Despite the generalisations of sector reports and scholarly research, there are fewer studies that offer richly contextualised, place-based case studies of midscale urban hotels where the lack of kitchen staff has caused ad hoc menu contractions and observable guest dissatisfaction (Demir and Demir, 2025). This study will be used to bridge that practical gap through a combination of direct placement observations conducted at Novotel Southampton with thematic analysis and literature in the sector to generate property level recommendations in an actionable way (Ntwakumba, 2022).

[bookmark: _3um92p5pjtdo]

[bookmark: _ib4i1c2mtv31]Chapter 3: Methods 
[bookmark: _rk5x6vn41dix]3.1 Chapter Introduction
This chapter explains the research methodology of the study with particular focus on the case study approach, its justification, strengths, and weakness, and also minimally touches on the alternative methods to show awareness and justify the method used.
[bookmark: _wsp7vodlzkik]3.2 Research Type: Qualitative
The study uses a qualitative method to measure meanings, experience, and contextual influences as opposed to measurement of variables. The approach is appropriate to the comprehension of the complex and real-life hospitality functions and labour problems, which involve dynamical relations between employees, management, and visitors (Long, Cooke and Mavondo, 2025).
[bookmark: _tt6l0w7m3036]3.3 Research Approach: Inductive
An inductive approach was taken and findings emerged as a result of data and not hypothesis testing. This will help to find the patterns and themes that will aid exploratory research and provide insights to the idea of how staffing shortages influence food and beverage results (Esmaeili, Sheydayi and Jamalabadi, 2025).
[bookmark: _ak4g78554nvx]3.4 Research Design: Case Study
The research design uses a case study of Novotel Southampton, which allowed for engaging in the comprehensive investigation of the effect of kitchen staffing on food and beverage performance. This design has guaranteed methodological rigour, transparency of analysis and feasibility under investigating contextualised organisational processes guided by Senek et al., (2025).
[bookmark: _bb4rkgmu8l0k]3.5 Research Philosophy: Interpretivism
The research philosophy is interpretivist, considering knowledge to be a product of the experiences of the staff and guests. As a placement student, the researcher views observations and interaction through the prism of the subjectivity of social reality and the importance of insider approaches to comprehend operational practice (Petersen et al., 2025).
[bookmark: _3xn0w1nvczaf]3.6 Data Collection
The sources of data were academic journals, books, and industry reports, supported by the personal observations of the researcher when in the placement of Novotel Southampton. This mix allowed the triangulation and gave a working context and increased credibility, reliability, and scope of the information about the shortage of hospitality staffing (Mrabti and Alaoui, 2025).
[bookmark: _87hd981th9fc]3.7 Data Analysis
Data analysis was conducted using the six steps of thematic analysis developed by Braun and Clarke familiarisation, coding, theme identification, reviewing, defining/refining themes and output of the narrative (Kondaveeti and Simhadri, 2025). A structured and flexible approach, it fits the interpretivist approach to qualitative research, which describes patterns and meanings in the data (Masullo, 2025).
[bookmark: _lc169ks1ren6]3.9 Ethical Considerations
Ethical issues were to use secondary data, and non-identifiable placement observations, and to use anonymity of the staff. Quality of sources was made a priority in terms of authenticity, accuracy, and reliability. The scholar contemplated on the insider positionality through reflexive notes where he also upheld transparency, respect and methodological rigour without any official permission (Xiao, Dong and Li, 2025).
[bookmark: _4xjo48tcec97]3.10 Limitations of Methods
The research is a qualitative and single case study where depth is more important than breadth. Results can thus not be statistically generalised but are useful in theory-building and practice. Data were obtained through observations, and thus interpretive, and not numerical, restricting precision (El Karkri, Quesada and Romero-Ariza, 2025). 
[bookmark: _45frydmoe4b]3.11 Chapter Summary
The chapter provided the methodological framework of the study: a qualitative and inductive approach, interpretivist one based on a single-case study of Novotel Southampton. The secondary sources and placement-based data were thematically analysed, which minimised the ethical and methodological constraints and allowed exploring the problem of hospitality staffing issues contextually.


[bookmark: _qw3eoeaywqt6]

[bookmark: _6k92srwsaclw]Chapter 4: Findings and Discussion
[bookmark: _jqkmpml7bsni]4.1 Introduction
The chapter is a presentation of the findings of the placement research in Novotel Southampton that studied the impacts of understaffing in the kitchen on the quality of food and beverage (F&B) service, customer satisfaction, and operational efficiency. The data were based on the place observations facilitated by an external source such as the secondary literature and industry reports. Results are structured based on the research aims and themes: (1) how staffing cuts affect menu availability and waiting times; (2) how staffing shortages relate to customer satisfaction; and (3) how to address operational issues working in staffing constraints and the topics Benefits of AI / Digital solutions, Workforce resilience and wellbeing and Post-COVID service adaptation and recovery. These findings are then interpreted in the discussion by critically comparing them with the literature, and outlining practical implications to midscale urban hotels.
	Keywords / Short Findings
	Citation of Articles Used
	Full References
	Codes Generated
	Final Theme

	Digital solutions, technology adoption, operational efficiency, alleviating staff shortages
	Enes, (2024); de Souza et al., (2022); Goh et al., (2022)
	Enes, K. (2024). Can digital transformation or metamorphosis alleviate staff shortages?. Worldwide Hospitality and Tourism Themes, 16(5), pp.627-633. de Souza, T.S.P., Miyahira, R.F., Matheus, J.R.V., de Brito Nogueira, T.B., Maragoni-Santos, C., Barros, F.F.C., Antunes, A.E.C. and Fai, A.E.C. (2022). Food services in times of uncertainty: Remodeling operations, changing trends, and looking into perspectives after the COVID-19 pandemic. Trends in Food Science & Technology, 120, pp.301-307. Goh, E., Okumus, B., Jie, F., Djajadikerta, H.G. and Lemy, D.M. (2022). Managing food wastage in hotels: discrepancies between injunctive and descriptive norms amongst hotel food and beverage managers. British Food Journal, 124(12), pp.4666-4685.
	Technology adoption, staff shortage mitigation, workflow efficiency
	Theme 1:
Benefits of AI / Digital solutions

	Workforce resilience, crisis management, emotional exhaustion, operational sustainability
	Bhattacharya et al., (2021); Abd Hadi et al., (2023); Nanu and Howard, (2022)
	Bhattacharya, A., Zutshi, A. and Bavik, A. (2021). Building resilience for food service businesses in times of crisis: a Four-F action plan. International Journal of Contemporary Hospitality Management, 33(10), pp.3400-3441. Abd Hadi, A., Talhah, H.F.T., Md Nor, N. and Mohd Karim, N.L. (2023). The impacts of low pay and work overload on emotional exhaustion among hotel food and beverage staff. ESTEEM Journal of Social Sciences and Humanities, 7, pp.66-80. Nanu, L. and Howard, A. (2022). Outsourcing Hotel Kitchen Labor during Turbulent Times. Journal of Hospitality & Tourism Cases, 10(4), pp.44-51.
	Staff wellbeing, resilience, operational continuity, crisis management
	Theme 2:
Workforce resilience and wellbeing

	Post-COVID operational adaptations, changing service trends, skill development, sector recovery
	Singh et al., (2022); Pandey, (2023); de Souza et al., (2022)
	Singh, A.M., Mohanty, P., Hussain, S. and Gavinolla, M.R. (2022). COVID-19 and changing realities in the food & beverage sector: Exhibiting the Indian chefs' perspective. In Crisis Management, Destination Recovery and Sustainability (pp. 206-216). Routledge.
Pandey, S., 2023. The Dynamics of Food and Beverage Service: A Contemporary Analysis. Int. J. Multidimens. Res. Perspect., 1, pp.59-75. 
de Souza, T.S.P., Miyahira, R.F., Matheus, J.R.V., de Brito Nogueira, T.B., Maragoni-Santos, C., Barros, F.F.C., Antunes, A.E.C. and Fai, A.E.C. (2022). Food services in times of uncertainty: Remodeling operations, changing trends, and looking into perspectives after the COVID-19 pandemic. Trends in Food Science & Technology, 120, pp.301-307.
	Operational adaptation, skill development, service innovation
	Theme 3:
Post-COVID service adaptation and recovery


[bookmark: _akt42fmscjxk]Table 1: Themes and sources
(Source: Self-Generated)
[bookmark: _sydl663ttq90]4.2 Findings
[bookmark: _inprce5vcwbz]Theme 1: Benefits of AI / Digital Solutions 
AI and digital tools are permeating the food and drink industry and is one of the newer ways to boost the efficiency of the work and avoid the headache of staffing. Another point of the digital transformation according to Enes (2024), is the order handling system and presentation system, which was best managed by machines at the kitchen level to ease the process and boost the number of human labour employed on busy days. Equally, de Souza et al. (2022) stipulated post-COVID operations, which called for technology development for continuity of service, reduction of error and optimization on kitchen level. In addition, the authors noted that digital monitoring systems in the kitchen would be implemented to limit the amount of waste, while, when it comes to resources, management would be conducted to promote sustainable operation of the kitchen (Goh et al., 2022). Collectively, these studies suggest that the technology can not only be used to alleviate the operational pressure due to staff shortages but also to increase the consistency and accuracy of service delivery. Digital tools can help to establish real-time communication between front- and back-of-house employees, minimise delays and help managers monitor the distribution of workloads efficiently. Also, AI-based analytics has the ability to forecast high demand times and optimise both staffing and menu planning (de Souza et al., 2022). Such solutions are especially worth integrating with in midscale urban hotels where the need to employ limited staff to sustain service standards is a common issue. Altogether, the literature demonstrates that AI and digital adoption can be used to achieve several operational advantages, including enhancing efficiency and decreasing human error or promoting customer satisfaction and sustainable operations, which makes technology a thesis of modern food service management in crisis-prone environments (Goh et al., 2022).
[bookmark: _bquycftbmqgw]Theme 2: Workforce Resilience and Wellbeing 
The wellbeing and resilience of workforce is essential to maintaining the quality of service delivery to the hospitality industry especially when crisis hits or there are shortages in the number of staffs. Bhattacharya, Zutshi, and Bavik (2021) suggest a Four-F action plan comprising of flexibility, foresight, and focus to develop organisational resilience and continuity in operations in the food service business as well as these researches point out the complexity of the task to ensure service efficiency and at the same time protect the wellbeing of staff (Bhattacharya et al., 2021). Resilience operations involve more than adaptive measures like cross-training and rotations, monitoring the workload and psychological stress of employees in advance is also necessary (Abd Hadi et al., 2023). Motivating employees with proper payment, workable shifts, and training programs boosts morale and will lessen the chances of burnout and make the teams provide uniform service even in difficult circumstances (Nanu and Howard, 2022). Abd Hadi et al. (2023) show that low wages, workload, and long-term stress are the factors that cause emotional exhaustion in hotel food and beverage employees that can have a direct influence on the quality of services and customer satisfaction. Nanu and Howard (2022) observe that outsourcing and flexible staffing plans can provide a short-term solution but they should be handled properly to avoid overworking the workers. 
[bookmark: _bu6vzpocx8n0]Theme 3: Post-COVID Service Adaptation and Recovery 
Service adaptation of Post COVID and their recovery studies indicates that recovery after the pandemic included the working process being reconsidered, protocols of safety and sanitation being introduced, and the staffing had to be adjusted to ensure that the quality of the offered service would be guaranteed (Pandey, 2023). The necessity to introduce new processes and offer effective service meant that the staffing was to be trained. In addition to that, the digital integration, such as the mobile ordering system and system of tracking the kitchen, became a significant enabler of service adaptation (de Souza et al., 2022). Overall, the literature indicates that recovery of services after a COVID does not necessarily involve recovery of previously pre-pandemic marketing operation but the creation of organisational flexibility and growth of personnel capacity and implementation of technological solutions to meet evolving market demands. This theme highlights the transformation that is happening within the hospitality industry underlining that to recover, both planning and constant adjustment are necessary.
[bookmark: _11a6wc6jxtoa]4.3 Discussion
[bookmark: _jc3thnditui1]4.3.1 Interpretation of Findings in Relation to Objectives
Objective 1: Customer Satisfaction
Staff wellbeing affected customer satisfaction in Novotel Southampton as it did operational constraints. Casual dining/breakfast visitors were usually accommodating to the lack of menu choices and slight wait times, but dinner patrons who wanted a full-service experience complained of unavailability of foods or a long wait to be served (Bell et al., 2020). It has been observed that some of the major SERVQUAL dimensions, especially reliability and responsiveness, were undermined in case the service became sluggish or when menu items were unavailable (Yilmaz and Şahin, 2021). Employee burnout and heavy workloads had additional impacts on the quality of interactions with staff being unable to meet the standards of presentations and promptly answer questions, confirming the results of  (Susilowati, Yuwono and Leonnard, (2021) about burnout and quality of service. The downsising list was not taken into account yet the reception area workers intervened before the customer got disgruntled, which is indicative of the fact that transparency and expectation management partially compensate the negative perception on the customer side. Overall, the limitation in operation was intertwined with customer satisfaction because of the staffing issue and the human capacity to operate under the pressure (Demir and Dincer, 2020). The findings indicate the dual significance of the workflow and employee welfare management since employee morale is a predeterminer of the service delivery and the customer satisfaction (Shaheen et al., 2021).
Objective 3:  Implementing Practical Strategies in food and beverage operations
The hospitality industry employs services like the GAIA 2.0 and even collaborations with WWF to enhance sustainable operations and efforts in saving the ocean. Accor property Novotel Southampton is advancing in the sustainability projects with energy intensity (269 kWh/m2) decreased by 4 percent, and single-use plastic eradication (88 percent) in 2024. Having 78 percent of Accor hotels monitoring their water consumption, and 36 percent of all hotels eco-certified, it conforms to 2030 goals of decreasing carbon emissions by 46 percent and food waste by 60 percent (Accor, 2024). The method is also aligned with the contingency theory (Donaldson, 2001), which is concerned with the ability to respond to the constraints of the environment and operation through adaptation to the circumstances.  But the results do show the boundaries of what can be done operationally: simplification and cross-training were able to sustain the level of service at the base, but could not be entirely relied upon to make up the sustained staff deficit, and guest satisfaction reflected that to a certain degree (Shaheen et al., 2021). The possibility of digital solutions, including display systems in the kitchen and orders made on a mobile phone, were also noted as potentially helping to improve efficiency, stream workflow, and minimise errors, although not completely applied to Novotel Southampton (Osman et al., 2022). Good mitigation, in turn, involves a holistic methodology, which involves strategic menu planning, workforce flexibility, instantaneous communication, and technological adoption (Elgammal, Baeshen and Alhothali, 2022). Notably, the wellbeing of the staff should be preserved in the process of mitigation, since overworked employees are prone to burnout, and when this happens, it will automatically affect the quality of service delivery (Bell et al., 2020). The thesis shows that operational resilience within midscale city hotels rely on procedural adaptations and consideration of human factors, where performance must consider efficiency, customer demands, and employee needs to balance and maximise the overall performance with limited conditions (Cousins and Weekes, 2020).
Objective 2: Menu Availability and Waiting Times
The observations during the placement show that shortages in staffing the kitchen directly influenced menu availability and speed of service at Novotel Southampton (Nand et al., 2025). The menus were reduced to simpler versions during peak times and dishes that were in high demand and easy to prepare like burgers, fish and chips and certain desserts were retained and the more complicated or high preparation ones were set aside in the meantime. This change in operation is in line with the observation of Gara, (2025) that staffing shortage often requires the menu to be shortened. Insight into streamlined menus also helped reduce the bottlenecks in the preparation and even the sustainability of the flow of service, but the longer wait times of 15-30 minutes were observed during the high-demand periods, which the authors also explain by the insufficiency of manpower in the kitchen, as they presume the continuation of the waiting line (Camilleri, 2025).  Feedback among the staff indicates that menu planning was done in a strategic manner that sought to balance the workload in the kitchen and the continuity of the services. The results can be applied to highlight the importance of scheduling in advance, such as seasonal or daily changes in menus, observing peak demand, and non-rigid staff shifts, to make sure that the speed of service and the variety of menus were maximised (Yilmaz and Sahin, 2021).
[bookmark: _tv7g12fyq9mg]4.3.2 Limitations and Areas for Future Research
Although the study has valuable information about operational challenges and mitigation strategies in the face of kitchen understaffing, various limitations are to be noted. The study used a qualitative, single case study which used the Novotel Southampton hotel as the research subject thus restricting the extrapolability of the research results to other hotel types, destinations, or operating business models. The interpretation of data was based on observational data, not on specific numerical measurements, and that could lead to the lack of objectivity and comparability of the findings, especially the waiting times and service efficiency (Cousins and Weekes, 2020). Moreover, the study had a limited scope to a particular time frame and failed to capture the seasonal or long-term change in demand; this restricted the knowledge on the long-term operational effects (Camilleri, 2025).
The limitations can be overcome by means of incorporating structured quantitative indicators, like time-stamped service logs, customer satisfaction rating, and the availability of menu items, to offer a more accurate measurement of operational performance in the future (Osman et al., 2022). External validity could be improved by the comparison of several hotels or chains and the ability to examine the contextual variables that impact the mitigation strategy. The longitudinal study would look at how the issue of staffing shortage has long-term impacts on staff wellbeing, staff retention, and guest satisfaction (Afifi, Healy and Mac Con Iomaire, 2023). Also, the assessment of the digital solutions implementation and efficacy when applied to real-life hotel activities would provide information on the option of technological interventions as an auxiliary measure to enhance the efficiency and quality of service when staffing is limited.
[bookmark: _nj3xm3xn49js]4.3.3 Practical Implications
The results of the research have a number of implications in practical use by midscale urban hotels that want to be able to maintain operational efficiency and service quality under the conditions of staffing shortages in the kitchen (Jeon, 2025). It is necessary to plan the workforce actively; the hotels have to consider the peak periods and to balance the number of employees based on past data, booking, and predictive analytics to streamline their staffing (Patwary et al., 2025). Efficient menu design also assists in efficient operations by ranking high demand products and temporarily simplifying the menu, ensuring the flow of service without necessarily lowering perceived variety (Fathy et al., 2025). In addition to improving information flow from front-of-house to back-of-house, cutting down on mistakes, and reducing time to process orders, digital solutions, as well as kitchen display systems, mobile ordering, and order tracking, can also help improve guest experiences (although not all are fully utilised in this study) (Rahman, Akter and Ashrafi, 2025). All these activities highlight the importance of an integrated approach to operations to balance workforce planning, menu management, technological adoption, and staff welfare, with the help of which hotels could ensure the quality of services provided and improve both the welfare of the staff and customer satisfaction (Okumus, 2025).
[bookmark: _mpac2z4zekcy]4.3.4 Contribution to Knowledge and Practice
The study addresses a gap between the sector-level research of labour shortages in the hospitality industry and the placement-level observations, and empirically relates the kitchen staffing limitations and their implications on menu availability, speed of service, and customer satisfaction (Elgammal, Baeshen and Alhothali, 2022). Through the recording of operational tradeoffs, including simplifying menus, cross-training and rotating staff between flexible shifts, the study reveals operational problems that midscale urban hotels have to contend with when having lower workforce capacity (Yilmaz and Şahin, 2021). The results on the correlation between the wellbeing of the staff and the satisfaction of the guests contribute to the human touch on the areas of quality of the services and strengthen the concept that technology can be employed to support the effective functioning, reduce errors, and streamline the communication between the front- and back-of-house employees (Afifi, Healy and Mac Con Iomaire, 2023). The results also serve a practical purpose to practitioners in the field of strategic plan menu planning, it can be planned in advance, cross-train, and selective use of digital tools (Susilowati, Yuwono and Leonnard, 2021). The combination of these contributions can be both of theoretical and practical significance: they validate the applicability of the current frameworks, such as SERVQUAL, and contingency theory to the real-life context of a hotel but also offer managers of the hotel facilities evidence-based methods to guarantee service quality, enhance employee welfare, and work effectively in the context of perpetual staff shortage (Shaheen et al., 2021).
[bookmark: _1orw1o9858gy]4.3.5 Alignments with Secondary Literature 
The main results of the placement in Novotel Southampton agree well with the available literature on staffing shortages, operational flexibility, and quality of services in the hospitality industry. Noticed simplifications on the menu, increased wait times, and the operational pressure on the part of the kitchen staff is evidence of the challenges highlighted by de Souza et al. (2022) and Singh et al. (2022), who note how COVID-19 and the varying workforce presence created the need to adjust the workflow and prioritise high-demand items. Cross-training, adaptable rotations, and immediate communication with guests are some of the management strategies that support the recommendations in Bhattacharya, Zutshi, and Bavik (2021) and Nanu and Howard (2022), which focus on building resilience and maintaining operations despite limited staffing. Moreover, the advantages of digital tools mentioned during the placement observations, which have not been applied in their full extent, are justified by Enes (2024) and Goh et al. (2022), who suggest the adoption of the technologies to facilitate operations, minimize errors, and address the workforce shortage. The concept of staff wellbeing turned out to be another major contributor to service quality, and it is in line with Abd Hadi et al. (2023), who assert the interrelationship between workload, burnout, and customer satisfaction. On balance, the triangulation of primary observations on the case of Novotel Southampton, with a secondary literature confirms that the operational compromises and mitigation strategies employed by Novotel Southampton mirror wider sector trends, which indicates the consistency between empirical and academic evidence of workforce management, service delivery, and technological integration in the contemporary hotel operations.


[bookmark: _9xqyq1h08dpb]

[bookmark: _t6wtfajcbk9x]Chapter 5: Conclusion and Recommendations
[bookmark: _nj3f0cl4z5rs]5.1 Conclusion
The present paper has highlighted the operational impact of the absence of kitchen staff in the quality of services, consumer satisfaction, and operational performance of the Novotel Southampton - Food and Beverage (F&B) department (Mac Con Iomaire, Afifi and Healy, 2021). The research was carried out during the placement by using the single case qualitative research design and by using the method of direct observation. This was justified using the secondary data of academic publications, industry reports and industry standards. The purpose of this study was to investigate the effects of the low staffing level of kitchen on food inventory turnover, quality of service and wait time (Pittman and Choi, 2024). It also sought to establish whether any relationship exists between manpower in the kitchen and customer satisfaction and management to be effective in a context of manpower constraint, the findings revealed that the understaffing in the kitchen had great and direct influence on performance of operations (Yates and Brown, 2025). This led to less efficient workflow, delays in service delivery, increased workload for employees which, in turn, led to fatigue and low morale. The huge demand in the kitchen that was not met by the few human resources available led to a decline in the quality of preparation and presentation (Cook et al., 2023). The restaurants were sometimes understaffed, and the menu was reduced and restaurants became monofood establishments, which is easier to prepare. While it was able to contribute to service delivery (timeliness), it also sacrificed culinary variety and creativity of service delivery in the midscale hotel context; the researcher also reported that the addition of workload and stress to kitchen workers had a ripple effect on service delivery and customer satisfaction (Filimonau et al., 2024). A study of one food service company found that employees working overtime were more likely to make mistakes and were less likely to fill orders correctly and with more detail. The results are supported by the literature which states that understaffing is a reason for burnout, employee turnover, and inconsistencies in services provided within the present backdrop of the hospitality industry (Yates and Brown, 2025). Employee health, therefore, was one key quality of working life index. The research found that when staff morale was impacted by workloads, so was the guest experience - but the human aspect of service delivery in Novotel Southampton was able to neutralise this through a series of strategically targeted interventions that were designed to counter the negative impact of staff shortages (Hanvey, 2025). One of the more important strategies was menu engineering: The hotel capitalized on the most popular items that could be prepared in a short amount of time with limited resources. In addition to helping to de-stress the kitchen, it ensured that operations continued at the peak of interest. Moreover, cross-utilisation of personnel resulted in greater chances of flexible utilisation of personnel. Had cross-training of various sections been practiced, the management would have been able to maintain a service cover even in case some of the sections were understaffed (Song et al., 2025). Host staff were also very important in controlling the guests' expectation levels by communicating wait time and interacting with guests to ensure positive dining experience. The adaptive measures were based on theory of contingency and resource-based view (RBV) of management (Şimşek and Doğan, 2025). Contingency theory, organisations need to be flexible and tailor their approach to fit the context, for instance Novotel's management change the way they run their business to fit the constraints of the labour market. Moreover, the RBV framework makes possible that the internal resources (employee quality, human capital, process quality, etc.) available in the organization could be used to create competitive advantage even in negative conditions, but the study also showed that such adaptation responses were not enough (Filimonau et al., 2024). Menu engineering and staff rotations are helpful short-term fixes, but are no replacement for the operational stability that good staffing provides. The understaffing situation also contributed to the accumulation of fatigue in the employees and limited their innovativeness and development of the services provided by the hotel in F&B (Song et al., 2025). The implication of this discovery is that workforce planning in the hospitality industry, and human resource development in the industry, should be planned in a sustainable manner, and in the long run. The study confirms one of the major business issues in midscale urban hotels to be the labor shortage of kitchen personnel (Yates and Brown, 2025). These shortages are putting pressure on menu variety, wait time per guest, quality of service and employee stress. However, the paper also reveals that the negative effects are partially offset by strategic management practices (menu rationalisation, cross-training of staff members, active communication to guests)  (Cook et al., 2023). The study confirms the proposal for a progressive operation planning, extensive staff training, technological solutions (predictive scheduling, kitchen automation, etc.), which will contribute to maintaining the quality of service during the labour shortage (Pittman and Choi, 2024). Third, this paper also highlights the need for the human resource deficiency to be resolved as part of a solution between short-term adaptation and long-term human resource viability so that the quality of the operation and the customer experience can remain competitive and voltage in the hospitality context (Giousmpasoglou et al., 2025).
[bookmark: _hsu7mhhvvjsn]5.2 Recommendations and Practical Strategies
Following the findings, a number of practical recommendations are made to help Novotel Southampton to optimise F&B operations within the context of staffing constraints (Elizabeth, Notosudjono and Hamzah, 2025). These suggestions are based on menu planning, human resource management, operational planning, and technological integration, all based on the lessons learned during the placement experience, and complemented by the theoretical literature and the best practice in the sector (Golden, 2025).
	Recommendations
	Details

	Menu Engineering and Strategic Simplification
	Keep a list of the most popular dishes that need minimal preparation and change them by seasonal or specialty items to keep the menu fresh (Mac Con Iomaire, Afifi and Healy, 2021). Apply analytical statistics regarding the patterns of orders to focus on dishes that are the most profitable and the simplest to prepare (Giousmpasoglou, Ladkin and Marinakou, 2024). Instead of keeping the menu changes secret, inform customers about them and set expectations, so as to keep the perceived quality and ensure some balance between operational efficiency and customer satisfaction (Cook et al., 2023). Strategic simplification minimizes the stress in the kitchen, minimizes the preparation time, and enables the team to concentrate on what is performing well as it continues to offer alternatives of variety and innovation (Pittman and Choi, 2024).

	Cross-Training and Workforce Flexibility
	Conduct formal cross-training programmes between kitchen and front-of-house employees to cover in times of high demand or employee absence (Filimonau et al., 2024). Elaborate a Flex-team strategy so that employees can be transferred to and work in different stations effectively which will help in enhancing responsiveness and mitigating bottlenecks (Yates and Brown, 2025). It is necessary to monitor the wellbeing of the staff to prevent burnout by planning rest time and redistribution of work loads during shortages (Yentür, 2025). This flexibility enhances those operations that are resilient, sustain service quality, and equip staff with a wide range of skills, all of which contribute to a more effective collaboration and productivity of teams and improve morale and minimise use of temporary employees (Şimşek and Doğan, 2025).

	Operational Planning and Peak Management
	Predict peak occupancy and F&B demand using historical occupancy and F&B demand data to make resources and staffing decisions in advance (Hanvey, 2025). Standard operating procedures in peak time response needs to be established, such as pre-preparation of popular dishes, and given priority to time-sensitive orders (Firmansyah and Kurniawan, 2025). Enhance interaction between front-of-house and kitchen teams to give real-time reports on order status and the wait times (Song et al., 2025). Good operational planning eliminates delays, decreases guest dissatisfaction, and optimises employees in their deployment, making service flow seamlessly even in peak demands that are unpredictable without compromising the quality and performance (Giousmpasoglou et al., 2025).

	Technological Integration
	Install kitchen display systems (KDS) and online order systems to make work processes more efficient and minimize delays (Cook et al., 2023). Use mobile ordering or QR-code menu to streamline the work of the staff and speed up serving (Pittman and Choi, 2024). Think AI-based forecasting tools to predict demand, optimise inventory and reduce waste in times of staffing shortage (Song et al., 2025). Utilizing technology reduces operational efficiency by improving operational efficiency because it can be used to make evidence-based decisions and overall guest experience (Hanvey, 2025). Modern systems can be integrated to enable the staff to concentrate on the quality of the service, and predictive analytics and automation can enable the maintenance of the consistency, the decline of the number of mistakes, and the facilitation of the sustainable operations of the F&B in a high-demand hospitality setting (Filimonau et al., 2024).

	Employee Wellbeing and Retention Strategies
	Introduce personnel support programmes, such as stress control training, recognition programmes and career development (Giousmpasoglou et al., 2025). Also hold frequent feedback meetings to determine the issues and areas to improve in its operation. By prioritising employee wellbeing, turnover is minimised, a competent workforce is retained and the standard of service is ensured in the long run. An effective working environment enhances motivation, interest, and strength at times of peak demand (Cook et al., 2023). Loyalty is built through retention programs, operational efficiency is improved and the hotel is in a position to count on the experienced employees to provide the standards, to adapt to change and to provide consistently high-quality experience to guests (Yates and Brown, 2025).

	Continuous Monitoring and Review
	Periodically evaluate the F&B performance based on qualitative reports, guest satisfaction reports, and operational reports (Awad et al., 2025). Assess mitigation measures and modify practices according to the trends in results and the changes in labour markets (Zhu et al., 2025). Establish a culture of constant improvement to allow the company to become more resilient in operations and keep delivering its services despite staffing issues (Rahman, Akter and Ashrafi, 2025). Continuous monitoring enables the appropriate detection of inefficiencies in time, informal decision making, and adaptive management (Lee et al., 2025). The constant review makes the hotel be flexible to change, streamline operations and enhance performance even under dynamic or limited operational conditions (Nand et al., 2025).


[bookmark: _zbguory4xhkr]Table 2: Recommendation and Practical Strategies
(Source: Self- Generated)
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