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Executive summary
This research project aimed to understand the influence of staff shortage on the service quality of Holiday Inn. In the project, it has been stated that the current literature goes over the challenges, issues and their impacts on service quality from An industry point of view, but it lacks research on a specific level that this project addresses. A wide range of strategically chosen methodologies including qualitative data, secondary collection technique, deductive approach, case study strategy and content analysis has been utilised. It has been stated that the research showed staff shortage at Holiday Inn creates overall operational inefficacy due to employee burnout and turnover which also led to inconsistency of quality and customer dissatisfaction. The situation affected the make value and reputation of the company. It has been also stated that the company is actively integrating coping strategies such as the streamlining process, training employees and so on which are proving to be effective as employee turnover has decreased and customer retention has increased. Despite that, the project has stated a few recommendations including the implication of a guest feedback system, sustainability practices and so on to ensure service quality and improve the overall performance of the company. 
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[bookmark: _Toc189647379][bookmark: _Toc189648496][bookmark: _Toc189919724]Chapter 1: Introduction
[bookmark: _Toc189648497][bookmark: _Toc189919725]1.1 Introduction
The topic of the research is the Impacts of staff shortage on service quality at Holiday Inn. To get started, in this chapter of the research project, the aim, objective and questions of the research will be specified. Furthermore, the background about employee shortage will also be discussed along with a brief company overview discussion about the placement organisation and the issue it is facing. 
[bookmark: _Toc189647380][bookmark: _Toc189648498][bookmark: _Toc189919726]1.2 Research background
Employees or staff are the core element of an organisation as they are the ones responsible for fulfilling the activities of a company (Arthur, 2020). Due to the potential influence of employees, a company goes through a comprehensive process of selection, hiring and training which is resource-intensive. Shortage of staff on the other hand can severely limit the capabilities of a company to operate effectively (Melissen and Sauer, 2019). One of those companies that is currently facing this issue is Holiday Inn, specifically the Sunderland branch. This is affecting the performance, market value and profitability of the company. This research will allow to understand the key challenges that the company faces, the impacts of those challenges, the mitigation strategies used by the company and their effectiveness (Smith et al., 2021). So, this research will not only be for Holiday Inn Sunderland but also for other companies facing similar issues in the hospitality industry of the UK. 
[bookmark: _Toc189647381][bookmark: _Toc189648499][bookmark: _Toc189919727]1.3 Research aim
The research aims to analyse the impact of staff shortage on service quality at Holiday Inn.
[bookmark: _Toc189647382][bookmark: _Toc189648500][bookmark: _Toc189919728]1.4 Research objectives
The objectives of the research are:
· To identify the key operational challenges caused by Staff shortage at Holiday Inn Hotel.
· To analyse the impacts of the operational challenges on service quality at Holiday Inn Hotel.
· To analyse the coping strategies used by Holiday Inn hotels to reduce the impacts of Staff shortage.
[bookmark: _Toc189647383][bookmark: _Toc189648501][bookmark: _Toc189919729]1.5 Research questions
The questions that will be addressed via the research are:
· What are the key operational challenges caused by staff shortages at Holiday Inn Hotel?
· How do these operational challenges impact service quality at Holiday Inn Hotel?
· What coping strategies does Holiday Inn Hotel use to reduce the impacts of staff shortages?
· How effective are these coping strategies in maintaining service quality at Holiday Inn Hotel?
[bookmark: _Toc189647384][bookmark: _Toc189648502][bookmark: _Toc189919730]1.6 Company overview
Holiday Inn is a hotel chain based in Atlanta founded in 1952 via Kemmons Wilson. The company belongs to IHG Hotels & Resorts parent company (aedifion.com, 2024).
[image: Holiday Inn Hotel Victorville, CA | Clean Comfortable Rooms | Great Rates]
Figure 1: Holiday Inn.
Source: (Holiday Inn, 2025).
The journey at Holiday Inn started with Wilson taking a road trip to Washington, D.C. and being disappointed by the quality of motels there. After that, he established his first four hotels currently the company has hotels in over 1,100 different locations. The company operates in 100 different countries offering quality experience to customers (Holiday Inn, 2025). It has been operating with great profitability over the years, however, it has only 10,000 employees which indicates an issue of employee shortage (ivypanda.com, 2025).
[bookmark: _Toc189648503][bookmark: _Toc189919731]1.7 Summary
[bookmark: _Toc189647385][bookmark: _Toc189648504]To summarise, Holiday Inn is not one of the top hotel chains internationally. With an operational experience of over 70 years, the company sustained its profitability. However, a shortage of staff can be considered a problem in the company. That is why the research will highlight the issue they are facing, its effect on its customers and the effectiveness of the mitigation strategies used by the company which will not only be for Holiday Inn but also similar companies in the hospitality industry of the UK. 

[bookmark: _Toc189919732]Chapter 2: Literature Review
[bookmark: _Toc189648505][bookmark: _Toc189919733]2.1 Introduction
A literature review is a process of going over and analysing existing literature in order to find relevant information on the chosen topic (Booth et al., 2021). It can be an effective way of gathering information for research, however, it can be time-consuming. In this chapter, an extensive review of existing literature and the implication of possible theoretical frameworks will be done in the context of research objectives and questions. Furthermore, after the review discussion about the literature gap will also be done. 
[bookmark: _Toc189647386][bookmark: _Toc189648506][bookmark: _Toc189919734]2.2 Review of literature
Key operational challenges caused by staff shortages in the hospitality industry
Employees or staff are the core assets of any organisation, the reason being a company invests in the employees as they fulfil different responsibilities that keep an organisation operational. That is why Morosan and Bowen (2022), stated that ensuring an adequate quantity of employees with relevant skills is the key to operational sustainability. However, many companies in the hospitality industry of the UK are facing the issue of staff shortage (Kaushal and Srivastava, 2020). It is the phenomenon of an organisation not having an adequate level of employees. According to the survey by Thams et al. (2020), of 100 different organisations of the industry in Sunderland around 35% of them face the issue of staff shortage. 
[image: ]
Figure 1: Resource-Based View Framework.
Source: (El Nemar et al., 2022).
The RBV framework states that skilled and appropriate levels of staff are tangible assets to a company which allows it to ensure sustainable performance and gain a competitive advantage in the market (Morosan and Bowen, 2022). However, if a company suffers from a shortage of staff it can lead to different operational challenges such as increased workload on the exiting employees leading to low satisfaction, longer response time affecting customer experience negatively, high turnover rates and employee burnout which can reduce the overall performance of the company. According to Kaushal and Srivastava (2020), the issue of staff shortage can reduce the overall operational efficiency of a company by up to 40%.
The impact of operational challenges on service quality in the hospitality industry
The hospitality industry of the UK is one of the biggest and most contributing to the GDP. According to the research of Kokkranikal, Calinaud and Baum (2024), the hospitality industry of the UK is currently valued at over £93 billion. The valuation of the industry depends on the performance of the companies in it. However, the performance of those companies is decreasing as customers are getting increasingly dissatisfied due to the loss of service quality over the years. 
[image: ]
Figure 2: Service Quality (SERVQUAL) Framework.
Source: (Berry, 1988).
According to the Service Quality (SERVQUAL) framework, the quality of service depends on 5 different factors which are reliability, assurance, responsiveness, empathy and tangibles. Research by Ali et al. (2021), stated that the operational challenges can slow down the delivery of service, increase customer dissatisfaction, lead to high amounts of complaints, inconsistency of delivery across shits and create errors. This violates factors of the framework which include reliability, assurance, responsiveness and empathy. Indicating that the operational challenges faced by the companies in the hospitality industry of the UK lead to poor service quality. This decreases customer retention and the performance of a company leading to profitability degradation and a reduction of the overall contribution of the national GDP (Chiang and Trimi, 2020). 
Strategies used in the hospitality industry to reduce the impacts of staff shortages
The negative influence or impacts of operational challenges created via staff shortage is clearly visible in the service quality of companies operating in the hospitality industry of the UK. According to Kwok (2022), poor service quality leads to many issues such as reduced brand value, customer retention, engagement and profitability. Such influences not only impact the organisations within the industry but also the overall economy. That is why many organisations within the industry have implicated different strategies to cope with the issue of staff shortage. They seem to utilise situational leadership there which is referred to as adapting to the situation by changing approaches (Rodriguez-Anton and Alonso-Almeida, 2020). So, based on the situation that the company is in using tactics or strategies such as offering facilities overtime, and bonuses depending on the contribution of employees. Many companies also develop and implement training programs for employees which address their overall competency. According to the research by Liu-Lastres, Wen and Huang (2022), companies such as Bloc Hotels, Snoozbox, Umi Hotels and so on have been able to mitigate the issue of staff shortage via the implication of these strategies. These coping strategies address the needs and wants of exiting employees creating satisfaction to improve retention. Furthermore, it also encourages new employees and top talents to join the companies leading to the mitigation of staff shortage issues. 
Effectiveness of the implicated strategies in maintaining service quality in the hospitality industry
The issue of staff shortage is huge and it creates many operational challenges and problems with service quality (Greetham, 2014). The primary factors that create those issues via exiting employees are motivation loss. An employee with low motivation will not be able to operate and fulfil their responsibilities effectively. So, Sanabria-Diaz, Aguiar-Quintana and Araujo-Cabrera (2021), stated that employee motivation can lead to effective enhancement of the service quality of the hospitality industry of the UK. The reason is, that a highly motivated individual will be able to operate more effectively leading to the enhancement of service quality. 
[image: Herzberg's Two-Factor Theory Of Motivation-Hygiene]
Figure 3: Herzberg’s Two Factor Theory.
Source: (Herzberg, 1964).
The Two Factor Theory of Herzberg showed that there are two different factors to employee motivation which are hygiene factors and motivational factors (Cottrel, 2014). Hygiene factors include salary, conditions, policies, supervision and so on that do not offer additional motivation but ensure no motivation loss. On the other hand, motivation factors such as requests, interest, achievement and so on can make employees more engaged. So, motivated employees will be able to execute activities with greater efficiency and accuracy indicating the effectiveness of the initiatives that are implicated by companies in the hospitality industry of the UK. Research by Diplacido (2022), shows employee motivation can lead to 20%-30% operational efficiency which can effectively improve service quality. 
[bookmark: _Toc189647387][bookmark: _Toc189648507][bookmark: _Toc189919735]2.3 Literature gap
There is a lot of literature available on the subject of staff shortage in organisations operating in the hospitality industry of the UK. They effectively discuss different challenges in the operational context faced by organising in the hospitality industry due to staff shortage (McGiven, 2006). It also identifies all the impacts including the possible impacts of those challenges that can have on the service quality of the company. On top of that, different strategies used by companies in the hospitality industry of the UK and their effectiveness are also accurately specified. However, all of the information that is presented and analysed is based on a wider context (Richter et al., 2020). There is a lack of studies on a specified organisation or location which can have different influences on companies, their challenges and implicated strategies (Ghani et al., 2022). Furthermore, there is limited research done on the long-term impact of staff shortage on service quality on the companies in the industry. This creates a research or literature gap which this particular research will address.
[bookmark: _Toc189648508][bookmark: _Toc189919736]2.4 Summary
In summary, there is plenty of industry-centric literature available on the topic of staff shortage's influence on service quality. It has been found through the review that staff shortage creates challenges such as increased workload, longer response time, employee burnout and so on. Those challenges can lead to slower service delivery, reduced guest dissatisfaction and many other negative factors on the quality of service. The strategies that current companies in the hospitality industry use such as offering bonuses and training have been proven to be highly effective in mitigating the issue of staff shortage. However, the is a gap that persists in the current literature regarding limited studies on a specific organisation or location and limited research on the long-term impact of the issue. 
[bookmark: _Toc189647388][bookmark: _Toc189648509]

[bookmark: _Toc189919737]Chapter 3: Methods
[bookmark: _Toc189648510][bookmark: _Toc189919738]3.1 Introduction
The term methodology refers to the system of methods that are used to complete a particular study (Cottrell, 2014). Selecting the right methods can inflate the quality and possibility of success of a research project. In this chapter, all of the selected methods including the approach, strategy, data type, collection technique, analysis method and others will be critically evaluated. 
[image: ]
Figure 1: Research Onion.
Source: (Saunders, Lewis and Thornhill, 2012).
[bookmark: _Toc189647389][bookmark: _Toc189648511][bookmark: _Toc189919739]3.2 Research approach 
The research approach is the general plan or process of conducting research for which the deductive research approach has been utilised. It allowed the utilisation of hypotheses or theories regulating staff shortage and service quality and ensured a structured study (Collis and Hussey, 2014). Due to its ability to enhance quality and relevancy, encouraged to use it over the inductive approach. However, it creates limitations in terms of theoretical implications the amount of information portrayed may be limited. 
[bookmark: _Toc189647390][bookmark: _Toc189648512][bookmark: _Toc189919740]3.3 Research strategy 
There are a variety of strategies which can be used for research about certain scenarios, however, for this research project, the case study research strategy has been used. It is a method that includes analysis of specified individuals, groups, events, industries or organisations with a real-life context from multiple sources (Yin, 2003). The use of a case study research approach allowed for gaining deep insights, rich and relevant data and real-world context. On the other hand, it can sometimes limit generalisability and create bias in the study (Robson, 2016). 
[bookmark: _Toc189647391][bookmark: _Toc189648513][bookmark: _Toc189919741]3.4 Research method 
A mono method has been utilised for this reach from qualitative, quantitative and mixed available methods. Qualitative methods have been used to collect non-numerical data such as text, images, videos and audio (Marshall, 2015). A wide range of routes such as books, journals, articles, reports and so on has been used to obtain data. The use of this method and a wide range of resources allowed to gain a huge quantity of data with minimum strain on the resources. 
[bookmark: _Toc189647392][bookmark: _Toc189648514][bookmark: _Toc189919742]3.5 Data Collection Technique
The data collection technique that has been used to collect the required data for this research is the secondary data collection method. This method allows to utilise the existing literature or contributions of the author to collect data relevant to staff shortage and its impact on service quality (Denscombe, 2010). The use of this method along with netnography, the method of using the internet to collect data from databases such as Google Scholar which allowed the research to be executed cost-effectively. However, it made the data collection process time-consuming creating a risk of failing to complete the research within the specified timeline (Bryman, 2008). 
[bookmark: _Toc189647393][bookmark: _Toc189648515][bookmark: _Toc189919743]3.6 Data analysis
The method that has been used to analyse all the collected data is content analysis. Content analysis refers to a systematic method which uses themes, words and concepts in qualitative data to fulfil research objectives (Grbich, 2006). This method is known to be cost-effective, structured and able to generate historical insights. However, it is also a very time-intensive method and creates subjectivity as well as bias (Diamantopoulos and Schlegelmilch, 2002).
[bookmark: _Toc189647394][bookmark: _Toc189648516][bookmark: _Toc189919744]3.7 Ethical considerations
Ethics has been prioritised during the research ensuring no human, animal or trees are harmed during the research. The collected data were secured with limited assets to only the researchers ensuring adherence to data protection law. However, issues with managing and accessing all the information were witnessed which was mitigated by using secured cloud systems (Silverman, 2011).
[bookmark: _Toc189648517][bookmark: _Toc189919745]3.8 Summary
[bookmark: _Toc189647395][bookmark: _Toc189648518]In summary, the carefully selected methods for the research allow to ensure a balance of quality and cost-effectiveness. The use of a deductive approach, case study strategy, qualitative data, secondary collection method and content analysis allowed to gain accurate and relevant results however it was time-consuming due to certain activities. 

[bookmark: _Toc189919746]Chapter 4: Case Study Hotel Overview and Findings
[bookmark: _Toc189648519][bookmark: _Toc189919747]4.1 Introduction
The hospitality industry of the UK which is currently valued at over £90 billion (Ntounis et al., 2024). According to the research of Ali et al. (2024), there are currently over 9,800 hotels in the UK actively serving guests. It has been found via research that each year over 30 million people use accommodation services from some sort of hotel (Statista, 2021). However, over the years the number of hotels has decreased due to loss of profitability as a decrease of 0.9% can be seen compared to 2022. The primary cause is the organisation in the hospitality industry of the UK is facing the issue of staff shortage (Pallant, 2010). Holiday Inn being one of such hotels will be discussed in depth in this chapter in the context of the issue. Furthermore, SWOT, PEST and Competition analysis will also be done to provide a critical overview of the company and its situation. 
[bookmark: _Toc189647396][bookmark: _Toc189648520][bookmark: _Toc189919748]4.2 Overview of Holiday Inn case study
Company overview
As there are over 9,800 there are only a few hotels that are top of the industry, one of those hotels is Holiday Inn (Ali et al., 2024). Holiday Inn is a chain of hotels based in Atlanta, Georgia it is owned by the parent company IHG Hotels & Resorts. The company was founded in the year 1952 via Kemmons Wilson. It currently operates in over 1,173 locations in around 100 different countries of the world making it an international business (Holiday Inn, 2025). The company has hotels in many different major nations including the UK. Especially Sunderland which is a port city creating thousands of footsteps of new individuals from overseas. The Holiday Inn Hotel Sunderland creates a statement of comfort homely feel and modern ambitions ensuring high customer satisfaction and retention over the years (Zhang et al., 2020). The establishment has been situated in such a location that makes it an ideal choice for leisure as well as business travellers. It offers high-quality services with a modern touch that not only satisfies the customers but also attracts new customers. 
[image: HOLIDAY INN SUNDERLAND, AN IHG HOTEL - Updated 2025 Prices & Reviews  (England)]
Figure 1: Holiday Inn.
Source: (Holiday Inn, 2025).
Descriptive information
Holiday Inn has been operating effectively for over 74 years now ensuring excellent service with greater profitability. The company’s average annual turnover is considered to be from £2 to £3 million which reflects the capabilities and financial stability of the company (Bi et al., 2022). The current client base of the company is very strong as they have a good market reputation, valuation and retention levels. Specifically, the establishment at Sunderland is booked for corporate events, parties and also individual booking. A total of a little over 10,000 employees currently work at Holiday Inn and only 60 staff at the outlet in Sunderland (Holiday Inn, 2025). The management, housekeeping, front desk personnel, food service staff and so on are all included in the 60 staff. This indicates that not only the hotel of Sunderland but also the entire Holiday Inn company is suffering from employee shortages. However, the employees are motivated to ensure a high standard of service quality and operational efficiency (Veal, 2006). 
[bookmark: _Toc189647397][bookmark: _Toc189648521][bookmark: _Toc189919749]4.3 SWOT analysis
The issue of staff shortage is not something that can be taken lightly as recent literature has indicated that it not only affects the overall profitability of a company but also negatively affects the entire economy (Cottrell, 2011). However, the current literature lacks specified information on a company or location. That is why to understand the impacts of employee shortage it is crucial to first understand the capabilities of the chosen company (States, 2020). That is why the SWOT framework has been selected to analyse the influence of internal factors on Holiday Inn. SWOT is a framework that allows to identify the strengths, weaknesses, opportunities and threats. Implications of the framework are given below. 
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Figure 2: SWOT Framework.
Source: (Vanek, 2022).
Strengths
Holiday Inn has been operating for over 70 years now so they have adequate experience, knowledge and understanding of the market which allows it to overcome many threats and grasp opportunities effectively (Permata Putri, Liauw and Mutiara, 2021). Over the years, the company has ensured excellent customer service and unpetalled quality which has allowed it to gain a high brand presence which can also be considered one of its strengths. The company has segmented its offering into different categories from economic to luxury which ensures something for everyone allowing it to grasp more customers (Hussain et al., 2023). The presence of the company in over 100 countries creates a high reputation as an international brand and establishes brand value in the market (Holiday Inn, 2025). Holiday Inn is actively implicating many coping strategies such as training, enhancement of the hiring process, rewarding and so on to ensure employee attraction as well as retention. 
Weaknesses
There are undeniably many strengths of Holiday Inn, but there are some weaknesses as well. The primary weakness of Holiday Inn is increased competition which is offering accommodation services for cheaper prices which is affecting the possible sales of the company. The company is heavily dependent on the local economy as an economic downshift can affect the purchasing power of customers leading to a sales and profitability fall for the company (Mahan and Nelms, 2020). However, the major weakness of the company is the shortage of staff. The company is heavily understaffed compared to its scale as it only has around 10,000 staff (Holiday Inn, 2025). This is affecting the overall operational capabilities as well as service quality. That is why in recent years, the company has faced negative reviews. 
Opportunities
Over the years due to the shift of consumer preference changes the trend in the hospitality industry has also changed. This created many opportunities for Holiday Inn one of which is the possible use of sustainable practices such as bio-degradable material, renewable energy sources, waste management and so on which can lead to company valuation growth and higher customer retention (Ozen et al., 2024). Over the years, the unemployment rate in the UK has increased by 1.4% which can be an opportunity for the company as it will be able to gain new employees with minimum effort and resources (Mayhew and Anand, 2020). The company can also partner up with local establishments and businesses to promote their business and ensure better awareness as well as sales. 
Threats
The hospitality industry of the UK is considered to be one of the highly sustaining industries with no sudden change (Zhang et al., 2020). However, the company Holiday Inn faces the threat of consumer preference changes which can render the offerings and activities taken by the company useless creating financial losses. There are currently over 9,800 hotel activities operating in the UK and the number of hotels is slowly but steadily rising (Li, Yao and Chen, 2021). This is a threat to the company as the competition is rising each year making more threats such as loss of customer base. 
[bookmark: _Toc189647398][bookmark: _Toc189648522][bookmark: _Toc189919750]4.4 PEST analysis
Holiday Inn is one of the major hotel chains in the UK operating for over 70 years. The company has been able to develop its assets and resources over the years, however different external environmental factors still have influence over the company (Hossain, Kannan and Raman Nair, 2020). This can also be related to the core issues of staff shortage that the company is facing. So, to understand the causes of its influence on the company, an external environmental analysis is done below with the help of the PEST framework (Perera, 2021). This particular framework goes over 4 different environmental factors including political, economic, social and technological. 
[image: What is PEST Analysis?]
Figure 3: PEST Framework.
Source: (Roy and Chowdhury, 2021).
Political
The government of the UK has initiated various policies in favour of companies in the hospitality industry which makes obtaining investment and attracting investors easy and effective. The reason is, that this industry contributes a lot to the overall economy. So, Holiday Inn also gets to gain more investment faster allowing it to take necessary measures to fulfil goals (Wszendybyl and Panasiuk, 2024). The government of the UK is very strict about its labour law regarding employment and the working class. The government ensures policies of offering fair wages, extra facilities, bonuses, a safe working environment and so on for the employees (Holiday Inn, 2025). Making sure of all those requirements can be sometimes difficult for Holiday Inn which can lead to a shortage of employees. 
Economic
The UK is considered to have one of the strongest economies which can be proven by the positive growth rate of its economy. This indicates the individual incomes of people are also rising allowing them to enhance their purchasing power (Khan, 2023). This means Holiday Inn has more chances to have reservations now compared to other years. On the other hand, the rate of unemployment has greatly lowered over the years, which can be positive from an economic point of view (Statista, 2024). However, from the point of view of Holiday Inn, it has made the activity of hiring competent and skilled employees harder. This can also be one of the causes of employee shortage for the company. 
Social
The lifestyle of the people in the UK and around the globe is changing rapidly especially after COVID-19 were people had to stay at their homes and avoided travelling to places. Now, more people each year are travelling to different places including the UK (Bi et al., 2020). This has greatly increased the chances for Holiday Inn to ensure full reservation of their accommodation services around the globe and gain greater profitability. On the contrary, another cause of staff shortage at Holiday Inn can be the change of career attitude of individuals (Ali et al., 2021). Similar to consumer preference, the preference of employees regarding careers is changing as well, as they now want to be a part of a desk job which is comfortable. This is making it harder for Holiday Inn to find competent employees for their establishment. 
Technological
One of the factors that was revolutionised the most over the years is the technological environment of the UK. Over the years more and more useful and beneficial technology has been developed which can be interesting in the operation of Holiday Inn. This will allow the business to ensure greater customer service quality while mitigating possible operational issues (Ghani et al., 2022). This can help the business to gain better performance sustainability, market position and even competitive advantage. 
[bookmark: _Toc189647399][bookmark: _Toc189648523][bookmark: _Toc189919751]4.5 Competitor analysis
Holiday Inn is one of the major hotel chains in the globe it has been operating in the UK for several decades now. However, the company has to face competitors from various brands within the industry which includes Hampton Inn, Fairfield Inn, Comfort Inn, La Quinta Inn & Suites, Premier Inn and Travelodge (Guerra-Montenegro et al., 2021). A perceptual map portraying the market position of each of those companies is given below.
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Figure 4: Perceptual map.
Source: Own.
The company Holiday Inn uses a value-centric approach via which they offer the highest possible quality services at the lowest possible price (Holiday Inn, 2025). They include a modern touch; comfortable stay and excellent services make Holiday Inn a default choice for the travellers. However, the company Premier Inn has a similar value-centric approach making it a direct competitor of Holiday Inn. However, the quality and price of Premier Inn are not similar to Holiday Inn making the company fall behind (Melissen and Sauer, 2019). There are other companies such as Travelodge and Fairfield Inn that use a luxury pricing strategy offering high-quality services for a premium price creating a royal impression for the customers. The service price at Holiday Inn may be low, but the quality of those services is similar to the top luxury companies such as Travelodge (Wszendybyl and Panasiuk, 2024). Other companies such as Hampton Inn and La Quinta Inn & Suites have an economic approach of offering low-quality services at a low price which is suitable for individuals with specific needs. On the other hand, the company Comfort Inn is losing market position as they are trying to sell low-quality services to customers at a higher price.
[bookmark: _Toc189648525][bookmark: _Toc189919752]4.6 Summary
To summarise, Holiday Inn has been operating for over 70 years and in that period of time, the company has been able to develop a good market reputation, brand value and customer base ensuring quality and comfort. These attributes of the company now act as its strengths along with the value-centric approaches that set it apart from competitors such as Premier Inn, Hampton Inn and so on, making it the obvious choice for customers. The company has many weaknesses however the primary weakness is staff shortage which can be related to strict labour laws, reduced unemployment rates and changes in career attitudes. Although the company faces the threat of high market competition due to the increasing number of competitors it has the opportunity to attract new customers, obtain required investments more easily and have possible more occupancy for accommodation leading to greater profitability. 
[bookmark: _Toc189647401][bookmark: _Toc189648526]

[bookmark: _Toc189919753]Chapter 5: Discussion
[bookmark: _Toc189648527][bookmark: _Toc189919754]5.1 Introduction
Business operation is the concept of creating value for the customers can gaining value in return. However, unlike the definition operating a business is not simple as the inclusion and management of different elements make it difficult (Christiansen and Branch, 2022). A business has to effectively manage all of its assets, most importantly employees to ensure effective performance as well as growth. However, if a company faces issues with employee or staff shortage it not only affects the operational capabilities of the business but also the quality of their service leading to profitability losses (Butler, 2020). So, in this chapter, the literature review and findings will be discussed aligning with the research aim, objectives and questions to understand the impact of staff shortage on the service quality of Holiday Inn. 
[bookmark: _Toc189648528][bookmark: _Toc189919755]5.2 Discussion
What are the key operational challenges caused by staff shortages at Holiday Inn Hotel?
As mentioned earlier, business operation is a complex subject but it is more complicated to operate a hotel business in the hospitality industry of the UK due to its need of employees. Employees are the primary asset and element of a business. In the case of Holiday Inn, employees directly engage with the customers to fulfil their needs and requests which indicates that the operational performance of the company depends on the employees of the company (David, Joshua and Peggy, 2021). However, the research showed that Holiday Inn has only 10,000 which indicates a shortage of staff in the company. The issue of labour shortage can create many different issues, however, the issues regarding operation such as operational challenges are most concerning. The literature review showed that staff shortage can drive a company to increase the workload on the exiting employees which can lead to increased response times for the customers (Walker, 2021). Such a situation can lead to employee burnout and high employee turnover making the operational execution of the company inefficient. The findings about Holiday Inn also showed that the company is facing issues or challenges with operational efficiency. This indicates that the company is facing several challenges which are causing operational delays in the company. The primary operational challenge that Holiday Inn is facing is decreased morale of the employees leading to productivity losses (Holiday Inn, 2025). Due to being understaffed, the exiting employees at Holiday Inn have to work longer hours which is affecting their job satisfaction and reduces productivity so the operation of Holiday Inn is now more resource intensive. There are peak times in the day when the company has to manage a lot of customers at the same time, for being understaffed especially the Sunderland with only 60 staff, the establishment struggles to keep the management pace and ensure smooth check-ins (John, 2022). The overall rate of turnover has also increased in the company which can be considered as a cause of staff shortage all of which is negatively affecting the overall operational efficiency of the company. 
How do these operational challenges impact service quality at Holiday Inn Hotel?
The value that a company offers to a customer can be divided into two parts products and services. Comparatively offering maintained quality of service is more difficult than maintaining the quality of a product due to its dynamic nature (Malik et al., 2023). Ensuring high quality of service is mandatory for companies, especially in the hospitality industry of the UK where the satisfaction of the customers depends on the experience they have with a company. The Service Quality framework indicates that there are five factors to service quality which include responsiveness, reliability, assurance, empathy and tangibles. However, the existing literature indicates that the issue of operational challenges due to staff shortage creates degradation of service quality of companies in the hospitality industry which has also been identified for the company Holiday Inn through the findings (Mouzaek et al., 2021). Exiting literature showed that operational challenges can effectively lower the efficiency of service delivery making the customer wait for a while to obtain the requested service. This leads to customer dissatisfaction and they usually register companies which affects the reputation of the company as well as reduces the future possible occupancies. Furthermore, inconsistency in the level of quality across different shifts can also be seen due to operational inefficacy caused by staff shortages (Alzoubi et al., 2021). All of these do not fulfil the requirements such as responsiveness, reliability, empathy and assurance mandated by the Service Quality model indicating poor service quality. The finding also showed that Holiday Inn’s service quality has been degrading recently. The reason is, that the likelihood of operational errors has increased in the company which can lead to unexpected scenarios and create the risk of customer dissatisfaction. Due to the primary issue, Holiday Inn struggles to maintain proper cleanliness in the place which creates an unhygienic and unhealthy environment for the guests also contributing to their dissatisfaction (Chiang and Trimi, 2020). The increased pressure on the existing staff affects their performance, willingness and loyalty affecting reliability, responsiveness, assurance and empathy negatively which indicates a degradation of service quality via the Service Quality framework. 
What coping strategies does Holiday Inn Hotel use to reduce the impacts of staff shortages?
The issue of staff shortage undoubtedly affects the service quality of companies leading to customer base loss and dissatisfaction which can also have a negative impact on the overall profitability of the company. With the help of existing literature, it has been found that the industry has become aware of the impacts that staff shortage has on service quality which is why different coping strategies are being implicated by different companies (Winter, Schreyogg and Thiel, 2020). One of those strategies is offering bonuses as well as overtime facilities to the employees, it allows the employees to earn more for their hard work which contributes to improving their job satisfaction leading to improved willingness to work efficiently and performance assurance. Existing literature also shows that companies create and implement comprehensive training programs which identify and address the skill and knowledge gap of the employee. This is done to enhance the overall competency of the employees which can lead to improved efficiency and performance of employees leading to faster service delivery and improvement of service quality (Griffiths et al., 2021). Research shows that Holiday Inn is also actively implicating certain strategies to mitigate issues related to staff shortages. The company offers rewards to the employees based on their dedication and hard work which motivates them to work more effectively. The company also offer training facilities to its employees which is not only beneficial for the company in this hard time but also for the employees themselves improving chances of retention. On top of that, Holiday Inn has been enhancing its hiring and recruitment process by making it more streamlined yet accurate allowing the business to hire the most suitable candidates without straining the resources (Holiday Inn, 2025). There are other strategic implications which can be seen in Holiday Inn as well including technological integration, rescheduling of shifts and fostering a positive work environment. These mitigation strategies address the key issues that the company is suffering from that negatively affect the quality of service at the establishment. The succession, sustainability and growth of the company depend heavily on these coping strategies (Hofmeyer, Taylor and Kennedy, 2020). 
How effective are these coping strategies in maintaining service quality at Holiday Inn Hotel?
The issue of staff shortage is increasing in the hospitality industry of the UK, which is why many organisations are incorporating different coping strategies addressing each of the issues they are facing. The success or failure of those organisations heavily depends on the effectiveness of the mitigation strategies that are being implicated in the industry (Murphy, 2020). With the help of a literature review, it was found that the majority of the coping strategies target the motivation level of the employees. Motivation is the concept of the willingness that an individual or employee has to fulfil their duties. So, the more motivated an employee is, they will be able to perform that better (Wu, Wang and Ling, 2021). The hospitality industry of the UK uses achievement, interest, responsibility and rewards to motivate employees which can be considered effective as proven by Herzberg’s Two Factory theory which states that motivational factors such as rewards, responsibilities, interests and so on motivate employees (Herzberg, 1964). Meaning, that the implementation of these strategies can effectively improve the performance and willingness of employees leading to operational effectiveness and efficiency growth thus improving service quality. According to the findings, the company Holiday Inn also implicates certain coping strategies to reduce the negative impacts of operational challenges created due to staff shortage. Those strategies not only address the level of employee motivation but also their level of job satisfaction as well. Improvement of employee motivation addresses the performance and productivity issues of the company which could lead to delays in addressing customer needs, inconsistency in shifts and so on (Nikolskaya et al., 2020). On top of that, addressing the level of employee satisfaction allows Holiday Inn to keep the employees in the company, prevent them from leaving and effortlessly attract new employees which addresses the issue of staff shortage as well. The company has been able to improve the employability rates and reduce the employee turnover rates. Furthermore, the satisfaction of customers has increased over the years well as all of which indicates the improvement of service quality at Holiday Inn.
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In summary, despite years of experience operating in the hospitality industry of the UK, Holiday Inn is currently facing the issue of staff shortage. Research indicates that his issue is affecting more than half of the organisations in the industry creating operational challenges which impact the service quality negatively. This has also been the case for Holiday Inn, as the company is facing inefficacy in operation due to employee burnout, high turnover rates and so on leading to degradation of service quality and customer dissatisfaction. However, similarly to other companies in the industry, Holiday Inn is actively incorporating coping strategies including training, streamlining the recruitment process and so on which not only affect employee motivation but also job satisfaction. Theoretical framework and recent data show that the issue of staff shortage and all the related issues are decreasing for the company, proving the effectiveness of the implemented strategies. 
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Holiday Inn has been operating for over 70 years now, still, currently they are still facing the issue of staff shortage after COVID-19 and Brexit (Holiday Inn, 2025). Though the company is actively implementing different coping strategies, there are certain other strategic initiatives that they can take for further improvement of the company. Some recommendations for further improvement and a conclusion of the research report are discussed below.
[bookmark: _Toc189648533][bookmark: _Toc189919759]6.2 Conclusion 
To conclude, the issue of staff shortage is rising each year which leads to operational challenges and loss of service quality. There is current literature supporting the claim and portraying different challenges such as employee burnout, efficiency loss and so on faced by companies in the hospitality industry of the UK and it leads to service quality loss due to longer response time, inconsistency and so on. However, companies use different mitigation strategies as well which address the motivation of employees leading to effective performance growth. However, the literature gaps any specific insights of companies or locations which makes it not acceptable universally. With the help of qualitative data collected via secondary data collection methods from a variety of different sources and analysed by content data analysis technique, allowed to gained insight into the challenges, issues and higher impact of service quality on a specific organisation of the industry called Holiday Inn. The research showed that Holiday Inn has been actively operating for over a century now however it has a major staff shortage issue, especially at the Sunderland location. This led to different operational challenges such as high employee turnover, loss of productivity, inconsistency in level of service and so on which has been affecting the overall quality of service of the company. However, Holiday Inn has implemented different mitigation strategies such as offering employee training, streamlining the hiring process and offering bonuses which have allowed them to reduce the level of employee turnover and improve talent attraction indicating their effectiveness in ensuring service quality. However, the company should implement strategies such as customer feedback, technological advancement and so on to further enhance the performance of the company. 
[bookmark: _Toc189648532][bookmark: _Toc189919760]6.3 Recommendations and practical strategies 
Strategic practices are the activities that are created and implicated with logical reasoning in mind often time addressing different issues faced by a company (Chan, Gao and McGinley, 2021). The selected company Holiday Inn is struggling to be consistent with the quality of service as they are facing different challenges and issues. To mitigate those challenges and issues, and to improve the overall performance of the company few recommendations are given below.
Implicate guest feedback system: Ensuring quality of service is crucial for any business, especially for businesses in the hospitality industry where service is provided to the customers. Holiday Inn is facing issues with service quality indicating customer dissatisfaction. So, the company should offer customers the facility of writing or giving feedback to the company on how their experience was staying at the hotel and what could have been better (Narayan et al., 2022). This critical information can help Holiday Inn to identify any possible issues they have and address them leading to the overall improvement of the service quality and performance of the company. 
Technological integration: Over the years technological development has been significant around the globe via the innovation of different machinery and new technologies. The innovations made for the hospitality industry are also revolutionary. So, Holiday Inn should implicate technological enhancement in booking, check-in and out, and inventory management. Doing so will allow the company to ensure a unique customer experience reflecting on its commitment to offering high-quality services (Dalgic and Birdir, 2020). This can also aid with ensuring consistency of service quality across shifts and mitigate the issue of service quality loss due to operational inefficiency. 
Sustainable practices implication: Sustainability is a new trend and one of the essentials in the hospitality industry of the UK. Customer preference can change at any time, currently, it is shifting towards companies that are aware of the environment and society and take decisions accordingly. So, Holiday Inn should also implement sustainable practices within the organisation such as establishing eco-friendly policies, reducing the use of plastic, effective waste management and use of renewable energy (Prakash et al., 2022). This will not only improve the reputation of the company but also help it to gain and retain more customers leading to a better market position and profitability. 
Focus on customer experience: Customers are the core factor of any business; this is especially the case for Holiday Inn as they offer services to the customer which ensures profitability. As the current quality of service at the company is not great indicating uneven customer experience. That is why the company should empathise more with offering a unique and excellent customer experience by tailoring the preferences of guests, offering personalisation options, offering welcome amenities and so on (Chan, Gao and McGinley, 2021). This will help the company to retain customers and attract a new customer base. It can also aid the company in attracting top talents in the industry as well. 
[bookmark: _Toc189919761]6.4 Summary
In summary, Holiday Inn is facing service quality issues due to operational challenges caused by staff shortages. Though the company has been actively implicating effective mitigation strategies, there are some other strategic approaches which can be helpful for them. Holiday Inn should implement customer feedback facilities, make technological integrations, implement sustainable practices and so on which will not only help the company to cope with current issues but also enhance the overall performance and profitability. 
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