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Abstract
Purpose and objectives
The purpose of this research was to examine the topic of staff shortages considering the case study of Hampton by Hilton, Luton. It aimed to explore the key causes behind staff shortages and their impact on organisations like Hampton by Hilton. The purpose of this study was to understand the reasons behind issues such as staff shortage and explore strategies that can help the company mitigate the issues. It was noted that the research has contributed to developing strategies to mitigate staff shortages.
 Key findings
Multiple critical outcomes have emerged from the completed research assignment dealing with the topic of staff shortage and its impact on the operations of the Hampton Hilton Luton Hotel. For example, the hotel has been found to employ 12 new starters in 2022 for different job roles like housekeeping and food and beverage (F&B) assistance. This is indicative of the fact that the hotel has not been fully capable of offering quality guest services and managing high-quality operations due to staff shortages. It has also been found from multiple reviews of the hotel employees that aspects like work-life balance, salary and career progression opportunities. Each of these reviews has generated a rating of less than 3.5 stars which indicates that none of these employee-friendly practices are properly sought in the hotel. As a result, the employees suffer from burnout and demotivation due to increasing workload. One of the outcomes has shown that the receptionist soiled the only jacket that a guest wore by spilling beer on the jacket which made it troublesome for the guest to wear the jacket for a flight the next day. 
Recommendations
The company was recommended to foster transparent career development opportunities for its staff and incorporate AI technology for effective HR management. The company was also recommended to foster feedback mechanisms as well as foster flexible work arrangements and it was also suggested to leverage incentive programs and a competitive salary system while focusing on enhancing staff training and apprenticeship programs.
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1. [bookmark: _Toc189511797]
Introduction
Staff shortages have become a pressing issue in the hospitality industry, especially post-Brexit and COVID-19. Issues such as staff shortages can hinder the organisation from attaining its desired goals and customer satisfaction. This research report seeks to explore the theme of staff shortages within Hampton by Hilton which is strategically located near the Airport. Hampton by Hilton is a mid-range affordable brand which has been a part of Hilton serving leisure travellers as well as business travellers (Hilton, 2025). This enables the brand to have efficient employees to maintain consistent guest satisfaction and service quality.
The hospitality industry is heavily dependent on a motivated and well-trained workforce in order to deliver high-quality customer experience to maintain its performance. However, the industry has been experiencing persistent shortages of staff due to various factors such as labour restrictions due to Brexit, post-pandemic, changing employee dynamics and increased market competition. It can be inferred that these challenges have been impacting hotels like Hampton by Hilton despite the strong support of its parent company, which is Hilton. This reflects the broader issues and trends in the hospitality industry of the United Kingdom. Hampton by Hilton is Hilton’s internationally operating powerhouse brand with more than 3000 properties across the globe. This brand has always been dedicated to innovation and friendly services (Hilton, 2025). However, as reported, after the COVID-19 restriction has eased, the company has been trying to attract staff since staff shortages have been impacting optimal recovery. In addition, Brexit has also led to the loss of foreign workers (Pegden, 2022). It was found that in 2023, there was a significant shortage in UK hospitality with more than 132,000 vacancies which is 48% more than pre-pandemic (UKHospitality, 2023). These issues have been hindering the operations and efficiency of hotel brands. Considering Hampton by Hilton as a case study in this research, the report will highlight the theme. The report will include a systemic analysis of the literature and identify the gaps. It will also present an overview of the case study and findings will be discussed to draw conclusions. At the end of the report, practical strategies will be recommended in order to support the hotel's placement to improve its operations and performance.
Aim: To explore the key causes behind staff shortages and their impact on organisations like Hampton by Hilton.
 Objectives:
· To investigate the impact of staff shortages on the overall organisational performance
· To evaluate the causes behind staff shortages within the hospitality industry.
·  To recognise potential strategies to mitigate staff shortages and enhance hotel operations.
Research Question:
· How do issues like staff shortages impact customer satisfaction and operational efficiency, and what strategies can be incorporated to mitigate the challenges?
Thus, by exploring these, the report seeks to offers valuable insights into human resource management, and contribute to the identification of actionable practices. These would help in overcoming the workforce challenges, especially within the hospitality industry and enhance workforce strategies.
[bookmark: _Toc189511798]2. Literature Review
[bookmark: _Toc189511799]2.1 Reason behind staff shortages and workforce challenges
According to the interpretation of Džakula et al. (2022), workforce shortages are referred to as not having the right number of staff with the right skills at the right time and right places in order to provide the right services to the people. As further elaborated by Oliinyk et al. (2021), there are different social as well as macroeconomic factors that contribute to the issues of staff shortages. Factors such as a lack of career progression opportunities or low wages contribute to an increase in turnover intention. There are various reasons that make employees leave the firm such as lack of training and feedback, and few opportunities for progress. Furthermore, many employees when they feel undervalued and under-recognised. One of the reasons include the stress of overwork and the imbalance between life and work. As highlighted by Al-Suraihi et al. (2021), Herzberg two two-factor theory of motivation links employee motivation and commitment to the organisation by two distinct factors. There are two motivating factors such as satisfiers and dissatisfiers. Satisfiers include the need for recognition, achievements work advancements and responsibilities, whereas dissatisfiers factors are working conditions, relationship with colleagues, salary, organisational policies and supervision. These factors are seen to affect the employee's commitment to stay. As reported, it is also noted that the primary cause of labour shortages is considered to be workload by 73%. Issues such as burnout are one of the issues within hospitality due to long working hours and stress levels by 69 and 68% respectively (Onrec, 2024). As stated by Sumption et al. (2022), many employers in the UK were heavily reliant on EU workers. After Brexit, they were not able to recruit due to visa restrictions, and on the other hand, they lost existing EU workers. Furthermore. Many employers in the hospitality sector are unable to recruit skilled employees due to a lack of skilled employees in the industry. Thus, job-related factors as well as macroeconomic factors have contributed to staff shortages.
[bookmark: _Toc189511800]2.2 Impact of staff shortages on organisational performance 
According to Alhashedi et al. (2021), the workforce is a significant asset of an organisation, with many firms highly investing in staff hiring, development and management. Modern organisational theory highlights that a satisfied employee is key to organisational success. It is inferred that motivated employees and satisfied and committed employees tend to perform better for the organisation. When there are issues like shortages, the workloads and responsibilities of the existing members increase as a result leading to inefficiencies and errors. It also contributes to hurt customer care, individual performance, and ultimately organisational performance. As commented by Gabriel and Aguinis (2022), staff shortages can lead to the development of issues such as burnout. This also has negative consequences such as decreased individual performance and hinders creativity and innovation. Ma et al. (2024), highlight that Human Capital theory demonstrates the need for skilled staff for organisational performance. It also focuses on the need to educate and train the workforce to attain optimal benefits for its skilled workers. In this aspect, it can be stated that a lack of skilled employees can affect operations leading to a reduction in customer satisfaction. As elaborated by Ntwakumba (2022), understaffed workplaces within hospitality are not only seen to impact the existing staff with workloads but also compromise service delivery. This can potentially reduce customer satisfaction. Many restaurants and hotels face issues such as longer waiting times, limited service offerings, potential errors and loss of revenue. The reduced capacity is seen to have a direct impact on the organisational performance.
[bookmark: _Toc189511801]2.3 Relation between customer satisfaction and motivated Workforce
As opined by Gabon (2024), issues such as staff shortages have a high impact on employee motivation which also links to their lower morale and motivation. Motivated employees are considered to have a significant impact on customer satisfaction as they will reciprocate through their performance. Ahmad et al. (2023), demonstrate the social exchange theory developed by George Homans emphasising reciprocity and social exchanges over economic or negotiated changes. For instance, when the employees are valued, motivated or benefited, in return they tend to perform better for the organisation. In this aspect, staff will be more obligated and committed to employers which offer them growth opportunities, fair treatment, rewards or recognition. As stated by Rane et al. (2023), a motivated workforce is vital to ensure that customers receive consistent and high-quality services. Organisational success heavily relies on employee satisfaction as they will be more hardworking and get more involved with the organisation. As reported, staffs by 59% when staff are too strained and demotivated, the customer experience is affected in hospitality (The Catererm 2024). According to Demircioglu (2021), employee satisfaction and customer satisfaction are positively correlated. It is noted that employees when given an adequate level of tools and skills improve their ability to provide high-quality services. Thus, it can be inferred that hotel companies like Hampton will be required to focus on these factors to mitigate the issues of staff shortages.
[bookmark: _Toc189511802]2.4 Existing strategies leveraged by businesses in retaining staff and mitigating shortages
As stated by Groenewald et al. (2024), the hospitality industry has more labour shortages than any other sector due to irregular working hours and poor remuneration. However, there are various factors that help organisations retain staff and mitigate shortages such as giving employees a chance to be promoted. It also includes providing training and tools to adapt to the organisational needs. Furthermore, effective strategies such as opportunities for career development of the crucial needs of employees. A supportive work environment is seen to be an important factor for staff retention. As highlighted by Hasan et al. (2021), factors such as competitive salaries, and better working conditions are seen to be in demand among the workers to stay committed. As reported, in the hospitality industry, 58% consider flexible working conditions as a crucial component while an attractive wage is preferred by 52% (Onrec, 2024). Urme (2023), many employers are strengthening their recruitment process and are highly investing in training and development. Furthermore, many organistaion are promoting diversity by recruiting diverse groups to boost staff satisfaction and retention. However, as argued by Dabić et al. (2023), mitigating employee shortage not only requires cultural change but also requires adaptability at the macro-economic level. For instance, the incorporation of advanced technology can mitigate shortages. Many hotels are seen to replace staff with automatic technologies such as Artificial intelligence, Internet of Things (IoT) or machine learning. These help firms streamline their operations. However, the use of technology would impact lower-skilled workers shaping the aspects of the global market. According to Innerhofer et al. (2022), overcoming labour shortages requires a multifaceted approach which addresses staff wellbeing, recruitment as well as technological solutions. Organisations are required to emphasise fostering a supportive environment where they are motivated, engaged and supported. On the other hand, they must also ensure leveraging technology to stay competitive and provide training, and rewards to contribute to a sustainable workforce.
[bookmark: _Toc189511803]2.5 Research gaps
As revealed by Innerhofer et al. (2022), in literature, studies on employee shortages have primarily been focused on the supply and demand side of the employees or the employer’s demand side. However, less attention has been given to the hospitality sector as well as shortages of skilled workers. Thus, this research will address the gap by examining the impact of staff shortages and the reasons while focusing on the hospitality industry. It will emphasise practical hotels. It will consider Hampton by Hilton as the case study to evaluate the reason behind the staff shortages and how it has impacted the organisation.
[bookmark: _Toc189511804]3. Methods
[bookmark: _Toc189511805]3.1 Case study approach 
The research will employ a case study methodological approach in this research considering Hampton by Hilton as the case study. According to Priya (2021), a case study is an increasingly growing approach in qualitative research. Case study research is an analysis and investigation of collective or single cases, which are examined to capture the complexity of the research object. This allows the researcher to explore contemporary and real-life issues. Thus, this case study approach in this study will help in exploring the real-life phenomena by considering Hampton by Hilton. This will also deeply explore the issues of staff shortages and explore how the company has been affected by the issues. This will also further support the areas of improvement for the company to mitigate staff shortages. However, as demonstrated by Walker and Carr (2021), the case study approach is often limited by its low generalisation ability and low reliability. Despite its relevance, the case study approach is often ignored by many researchers. It is important to ensure the concept is correctly evaluated and internal validity is adhered to. Since the current research is focused on analysing a single case study, it may limit its applicability to other sectors or brands. It can also be inferred that the case study approach is one of the effective tools to leverage theoretical knowledge to practical application and it may also help in developing reasoning skills (Råbu and Binder, 2024). Thus, this will help in fostering an in-depth understanding of the theme while developing actionable skills for the company.
[bookmark: _Toc189511806]3.2 Netnography 
Along with the case study approach, the report will also include a netnographic approach. As stated by Kabel et al. (2024), ethnography is one of the effective data collection strategies for investigating the virtual landscape, especially on a sensitive subject. It is inferred that traditional qualitative research often poses limitations to the research, however, the netnograhic method was developed to assess virtual spaces. It is also considered an online ethnography. Thus, this strategy will help this research to focus on the analysis of experiences of people, and actions sharing the same interests. Insights from the online platforms will be taken rather than fostering surveys or reviews which will potentially help in reducing biases. This will assess platforms such as TripAdvisor, Skyscanner, Indeed and so forth to better understand the theme.
[bookmark: _Toc189511807]3.3 Secondary research 
The study employs secondary research as it will collect data from the existing resources. The data will also be assessed from industry reports, online news articles, government publications as well as academic journals and articles to capture deeper insights into the issues while contemplating a case study of Hampton by Hilton Luton. The official websites of Hilton will also be assessed to collect data relevant to the case study. As stated by Collis and Hussey (2014), secondary data are received from already published sources instead of setting target audiences. It is one of the effective ways to collect data while allowing the researcher to save cost and time in terms of collecting data. However, the researcher does not have control over the quality of the data.
[bookmark: _Toc189511808]4. Case study hotel overview and findings 
[bookmark: _Toc189511809]4.1 Overview of Hampton Hilton Luton Hotel 
The location of Hampton Hilton Luton Hotel is quite good because of the accessibility benefits. For example, it is situated next to the DART transit system. As a result, the nearby Luton Airport can be reached in less than 5 minutes (Hilton, 2025). This is because Luton Airport is situated just 1 mile away from the hotel's location (Hilton, 2025). Furthermore, the hotel is also located adjacent to Luton Parkway Station (Travelweekly, 2025). This means that a train service is also available to reach this hotel. Hence, there is no issue for customers to reach this hotel since the airport and train station are quite nearby.
[image: ]
Figure 1: Information on Hampton by Hilton
(Source: Hilton, 2025)
Hampton by Hilton is a big hotel enterprise which is spread across 3,000 different locations in more than 40 countries and territories (Hilton, 2025). Furthermore, 800 hotels are currently being developed. Hampton by Hilton has been found to be one of the top-performing hotels for quite a few years. For example, according to Allianz’s and IdeaWorksCompany’s 2022 Report, the hotel had the highest room revenue of €9.97B (O’Neill, 2023). It was followed by second-placed Hilton Hotels and Resorts generating a revenue of €9.02B and the third-placed Marriott generating €8.57B in revenues. 
With regard to culture, it can be said that the hotel possesses a healthy work culture. For example, the human rights policies and governance of the hotel are quite strong. As per the Responsible Sourcing Policy, malpractices like bonded labour, child labour, slave labour and human trafficking and recruitment fees are not a part of the hotel's social practices (Hilton, 2020). Functionalism Theory necessitates society to be considered as a structure with interrelated parts where the biological and social needs of individuals are met (Lumenlearning, 2025). It is visible that the hotel is able to respect social needs as per the theory's dictums because negative practices like bonded, child and slave labour are prohibited.


[bookmark: _Toc189511810]4.2 SWOT analysis of Hampton Hilton Luton Hotel 
Strengths
One of the strengths of Hampton Hilton Luton Hotel is its food quality. This is because the hotel offers a variety of meal options like continental vegetarian, gluten-free, buffet, breakfast-to-go and full English (Booking, 2025). Hence, the food-to-go market growth prospect for the hotel is quite strong. Furthermore, the hotel is also able to post regular job vacancy posts to fill up employee gaps. For example, at present, 484 vacancies exist for which job ads are being posted over online job ad websites (Jooble, 2025). This indicates the ability of the hotel to make a planned approach to filling up staff shortages. 
Weaknesses
[image: ]
Figure 2: Different employee rating areas of Hampton Hilton Luton Hotel
(Source: Indeed, 2025)
One of the visible weak points of Hampton Hilton Luton Hotel is the salary. For example, as seen in the above figure, the overall rating is 3.6 stars where the lowest rating (3 stars) is for the salary element (Indeed, 2025). This indicates that the employees at the hotel are unable to earn a proper income. Hence, low salary is one of the contributing elements to the issue of persisting staff shortage at the hotel. It is also seen that the managers of the hotel are not supportive. This is because work hours are long and managers are unable to provide enough time to complete tasks (Indeed, 2025). Hence, this is another weakness which contributes to the issue of staff retention inability of the hotel.   
Opportunities
[image: ]
Figure 3: Food-to-go market growth scenario of the UK
(Source: Jooble, 2025)
As per the prediction of the food-to-go market trend in the UK, each of the three different projections portrays a strong pound growth. For example, while the low growth will be £27.8B by 2028, the high growth will be £32B by 2028 (Williammurray, 2023). This outcome is indicative of the fact that as Hampton Hilton Luton Hotel is trying hard to overcome staff shortage and is offering a variety of food options, the hotel will be able to conduct a more profitable business in the future supported by the sustained UK food-to-go market growth.
Threats
The average payment for a hotel sector employee in the UK is £8.15 per hour (TUC, 2019). In contrast, hotels like Travelodge pay their directors a salary between £1.2M and £5.4M. As a result, most low-level staff who comprise the maximum workforce in the UK's hotel industry are quitting jobs which is hampering operations. Similarly, Hampton Hilton Luton Hotel is also facing a similar threat because its salary rating is the worst, i.e., 3 stars. Furthermore, as per the UK government’s report concerning the hotel industry, managers take no responsibility for violations and inform workers that any action taken against the hotel is meaningless (Gov, 2019). This leads to frustration and employees quit jobs leading to staff scarcity issues in this sector. A similar threat looms over Hampton Hilton Luton Hotel because managers are unable to offer enough time to complete jobs which leaves the employees at a risk of being forced to work overtime which is a violation of job rules. 
[bookmark: _Toc189511811]4.3 PEST analysis of Hampton Hilton Luton Hotel 
Political
Politically, the support to the hotel sector which falls within the hospitality sector is quite bad in the UK at present. This is because as per the latest budget announcements in 2024, some changes in rules and recommendations for the UK hospitality sector will lead to a total increase of taxes by £40B (Stevens, 2024). In terms of cash, this is the largest tax-raising budget in UK's history. Hence, the impact of this decision on the UK hotels including the Hampton Hilton Luton Hotel will be quite destructive. Already, the hotel is facing staff shortages and an increase in tax will mean continued staff shortage because the hotel will not be able to pay an ideal wage to the workers due to increased taxation.
Economic
As per Mintel's 2024 forecast, the foodservice market will reach £166B by 2028 (Mintel, 2025). This is indicative of the fact that the hotel industry in the UK region is expected to witness constant and continual economic growth till 2028. This is one of the reasons behind Hampton hotels including the Hampton Hilton Luton Hotel contributing to the highest €9.97B room revenue in 2022 (O'Neill, 2023). This economic development of 2022 hints at the fact that the overall trend of increasing revenues in the food service market is aiding the hotel to earn more. 
[image: ]
Figure 4: Different areas of expenditure in the UK
(Source: AHDB, 2020)
Furthermore, 58% of the British spend 25% of their annual income on dining out (Opentable, 2025). This practice is present among 58% of the British. It is further supported by the above figure displays an 11% spending on food and 9% spending on restaurants and hotels. As a result, the situation of the Hampton Hilton Luton Hotel will be further strengthened as more and more UK citizens will prefer to dine out like visiting the hotel's restaurant. 
Social
The social situation of the UK hospitality sector is quite bad. At present, 132,4000 vacancies exist which is roughly 48% of the pre-pandemic levels (Ukhospitality, 2025). In this regard, hotels are witnessing a 10% staff shortage of head chefs and a 21% staff shortage of production chefs. In this regard, the Hilton Hotel is trying hard to fill this vacancy. In 2021, it took 100 new apprentices and in 2022, it took 350 more (Pegden, 2022). This outcome indicates that the branch named Hampton Hilton Luton Hotel is trying its best to overcome staff shortage issues which are harming business productivity like the shortage of housekeeping staff affecting the room cleanliness.  
Technological
Technological support is being bolstered for hotel staff in the UK region. For example, Marriott International has started to implement an online learning platform named Marriott University offering access to training courses, certifications and assessments (Noblet, 2023). In this way, technological aid is being sought by UK hotels to overcome the challenge of staff shortage. In this context, the impact on the Hampton Hilton Luton Hotel is also going to be positive because the hotel could also benefit from leveraging online educational technology to ensure that the recruited staff are able to upskill themselves and enhance the customer management operations of the hotel.       
[bookmark: _Toc189511812]4.4 Competitor analysis of Hampton Hilton Luton Hotel 
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Figure 5: Hampton Hilton Luton Hotel vs. Hyde Mill
(Source: Skyscanner, 2025)
It is visible from the above image that Hampton Hilton Luton Hotel is both highly priced and less popular than Hyde Mill because the rating of the latter is 5 stars while the former is 4 stars (Skyscanner, 2025). This is because Hyde Mill's cleanliness core is 9.8 and the staff score is 9.9 [Refer to Appendix 1]. It indicates that the competitor has enough staff on its premises who offer quality service and treat guests respectfully. 
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Figure 6: Hampton Hilton Luton Hotel vs. Stuart Hotel
(Source: Skyscanner, 2025)
It is visible from the above image that Hampton Hilton Luton Hotel is both low-priced and more popular than Stuart Hotel because the rating of the latter is 2.1 stars while the former is 4 stars (Skyscanner, 2025). Stuart Hotel, despite being expensive, is worse. Bugs are there in the bathroom and there is no control over the AC in rooms (Goibibo, 2025). Windows are mouldy and there is a false advertisement of an existing bar and restaurant.  
[bookmark: _Toc189511813]4.5 Netnography
Ill management of staff at Hampton Hilton Luton Hotel
As seen in the above image, employee reviews of the Hampton Hilton Luton Hotel are not too good. One issue that is the payment is quite late as the salary is received after two months from the time of commencement of employment. This fact is also supported by a survey performed by CascadeHR involving 2,000 UK employees. 27% of the employees received late payments from their banks and 21% were unable to cover basic living costs like food and travel expenses (Hrzone, 2024). As a result of this similar issue faced by the Hampton Hilton Luton Hotel employees, they are less likely to stay and are more inclined to switch jobs or the company.
[image: ]
Figure 7: Hilton employee reviews in Luton
(Source: Indeed, 2025)
The Harvard Model of HRM focuses on the soft side of HRM while emphasising the interaction between managers and employees (Omar et al. 2023). Hence, employees are treated as organisational resources and as stakeholders, their interests and wants are considered critical to determining the success of manager-employee interaction. However, the employee review presented above reveals that the management team does not respect anyone. This is an indication of a lack of support for Hampton Hilton Luton Hotel's employees from the managers. As a result, the employees are frustrated and are constantly quitting jobs leading to the persistence of the staff shortage issue for the hotel.  
Service quality issues at Hampton Hilton Luton Hotel
[image: ]
Figure 8: A detailed review of Hampton Hilton Luton Hotel offered by one of the guests
(Source: Tripadvisor, 2025)
According to Axonify's 2024 report, 69% of understaffing issues in UK hotels exist. This understaffing issue in UK hotels has led to a knock-on effect on service quality as 41% of the customers feel that the overall quality of service in the UK hotels has been downgraded (Axonify, 2024). The outcome emulates aspects of the Attribution Theory. According to Zhang et al. (2021), the emotions of customers are influenced by beliefs and causality. As soon as services emerge as ineffective, perceptions become negative as the expected high-quality beliefs are shattered. The same is the case with Hampton Hilton Luton Hotel. As seen in the above figure, the female customer informed the hotel that her fiancé suffered from eczema and thus, required an exceptionally clean room. However, contrary to her beliefs, the room was filled with dust which covered the room and bathroom (Tripadvisor, 2025). Thus, customer expectation was not respected as per the dictums of the Attribution Theory which led to negative reviews. This indicates that due to the scarcity of housekeeping employees at the hotel, the rooms are not clean which disrupts the quality of the hotel's room service operation. 
[bookmark: _Toc189511814]4.6 Reflective account 
Engagement with this assignment helped me to augment my knowledge due to being exposed to a variety of professional observations and experiences. For example, critical thinking skills help in gathering information and data and analysing and summarising the resultant outcomes (Sari and Prasetyo, 2021). As a result, I have been better able to identify the problems to be dealt with in this research work which aided me to target specific information and data like the salary of hotel employees. I am thus able to reflect on how low salaries for employees and the comparatively high salaries for managers have led to Hampton Hilton Luton Hotel facing employee scarcity which has downgraded service quality as there are few employees to cater to guest needs.  
An assignment which is a project-based learning (PjBL), hugely aids in skimming and scanning skill development (Sari and Prasetyo, 2021). Skimming involves rapid reading to create a general overview of the material. In contrast, scanning involves rapid reading to identify specific facts (Butte, 2025). These two skill developments in this research project have helped me augment my ability to gather quality information in a short time. As a result, I am better at time management now because I can quickly identify and comprehend the meaning of facts so that I may easily draw valid conclusions. 
The practice of data analysis in this assignment has enhanced my data visualisation skills. This skill requires the use of high-quality charts, graphs and relevant images to explicate data (Northeastern, 2025). I have been able to use informative graphs and credible review images to explain the issue of staff shortage affecting the organisational performance of Hampton Hilton Luton Hotel. This professional experience has boosted my ability to explain things through credible and valid images. 


[bookmark: _Toc189511815]5. Discussion 
[bookmark: _Toc189511816]5.1 Salary issues, lack of support from managers, work-life imbalance and lack of career progression opportunities have led to staff shortage in the Hampton Hilton Luton Hotel 
The Indeed reviews show a 3-star rating for the element of salary in this hotel (Indeed, 2025). This is because hygiene factors like salaries as per Herzberg's Two-Factor Theory generate reasonable levels of employee satisfaction (Abdulkhamidova, 2021). However, as part of an exploitative practice, the hotel pays employees less and managers more. As a result, employees rampantly quit their jobs and the hotel is unable to retain employees which intensifies the staff shortage problem of the hotel.   
It is said that a flexible HRM is positively related to employee management (Saks, 2022). This is because such an HRM allows employees to decide when, where and how long they will work. As a result, the balance between corporate and public life is established. However, as per employee reviews, the work-life balance in Hampton Hilton Luton Hotel possesses a 3.5-star rating (Indeed, 2025). Despite this requirement, the hotel’s managers force employees to work overtime which allows little space for family life. Hence, employees are leaving the hotel to find alternate employment.
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Figure 9: Support systems and impact on employees in an organisation
(Source: Mihalache and Mihalache, 2022)
According to Mihalache and Mihalache (2022), a line manager's implementation of effective HRM strategies influences employee attitudes like job satisfaction. Furthermore, Omar et al. (2023) state that the interests and wants of employees are necessary to be fulfilled by managers as per the dictums of the Harvard HRM Model. However, these requirements are witnessing a failure in their achievement in the context of the Hampton Hilton Luton Hotel. This is because as per the employee reviews, the hotel scores just 3.3 stars for management (Indeed, 2025). This indicates that the managers are unprofessional and unorganised. These discrepancies are negatively impacting staff motivation and hence, they are quitting leading to continued staff shortage issues for the hotel.     
Firman (2021) used a simple linear regression to statistically show (t-value = 7.805) that career development opportunities boost employee performance. This directly hints at the fact that when employees receive enough opportunities for career growth, they are more likely to stay in particular organisations. However, in the case of Hampton Hilton Luton Hotel, the situation is not so. Job security/advancement rated by the hotel employees exhibits a low 3.1-star rating (Indeed, 2025). This shows employees of the hotel are unable to display skills and expertise to witness promotions. Hence, they are not staying and hence, staff shortage issues are continuing in this hotel.
[bookmark: _Toc189511817]5.2 Staff shortage leads to a negative impact on the organisational performance of the Hampton Hilton Luton Hotel 
The workforce acts as a critical asset of a firm because the availability of ample workers leads to the effective handling of business activities. In this context, Alhashedi et al. (2021) state that when there is a staff shortage, the overall workload and responsibilities of the existing employees of a firm increase manifold leading to unnecessary errors. This results in a fall in the organisational performance level because of human errors. For example, one of the guests states that when beers were ordered, the receptionist of the Hampton Hilton Luton Hotel spilt the beer on his jacket (Tripadvisor, 2025). It led to anxiety because he had only one jacket which he was supposed to wear during a flight the next day. This shows that due to the increased workload, the receptionist was quite exhausted and hence, failed to properly handle the beer bottles. This led to the unwanted error of spilling the beer on the guest's jacket. This proves that staff shortage has led to physical exhaustion among the hotel's employees which is affecting the ability of the hotel to offer error-free customer service. 
In contrast, Ma et al. (2024) feel that the presence of more skilled staff boosts organisational performance. This is because talented workers are able to fully utilise their theoretical and practical knowledge and skills to uplift the overall performance level of an organisation. This is the reason why the Hampton Hilton Luton Hotel tried to employ 1,000 more starters in different job roles like apprentice chef, housekeeping and food and beverage (F&B) assistance (Pegden, 2022). This kind of robust recruitment is meant to help the hotel access quality employees who can better handle different operational tasks of the hotel. The situation indirectly points to the fact that the hotel is unable to maintain the quality of operational performance since there is a scarcity of enough staff to handle critical tasks like preparing menus based on the cultural and geographical likes and dislikes of guests. 
On a different note, Gabriel and Aguinis (2022) state that issues like staff burnout occur when there is a staff shortage in an organisation. This is because due to less than an ideal number of operating workers, existing workers are forced to bear more workload which is physically as well as emotionally taxing. In a similar fashion, Hampton Hilton Luton Hotel is also plagued with a decreased quality of organisational performance due to employee burnout caused by staff scarcity. For example, as per one of the negative reviews, a guest did not find the receptionist of the hotel helpful as she spoke fast and did not take care of the requirements of the guest (Tripadvisor, 2025). This indicates that the receptionist was already exhausted due to the heavy workload. Hence, her behaviour was starkly cold-hearted indicating ineffective services being rendered to the guest.    
[bookmark: _Toc189511818]5.3 Staff shortage at the Hampton Hilton Luton Hotel affects employee motivation which impacts customer satisfaction 
According to Axonify's 2024 report, 69% of understaffing issues in UK hotels have led to burnout issues among employees (Axonify, 2024). As a result, employee dedication toward helping customers is being harmed. For example, as seen in a guest review of Hampton Hilton Luton Hotel, the reception staff spoke rapidly and did not seem to offer service aid to the guests (Tripadvisor, 2025). This shows that as Hampton Hilton Luton Hotel suffers from reception staff scarcity, the operating staff are suffering from burnout due to a comparative increase in the workload. The staff seemed to treat the guests as inconvenient and hence, tried to shake them off as quickly as possible. The outcome exhibits the link between staff shortage and a lack of employee motivation in the hotel which directly diminishes the quality of customer service leading to a lower rate of customer satisfaction.
According to Xuecheng et al. (2022), Social Exchange Theory necessitates a person to repay the benefactor with devotion and positive behaviour. In this way, the employer-employee relationship decides the employee retention ability of an organisation. This is because as long as employees are valued, they are more inclined to perform better and stay for longer durations within an organisation. However, the situation at Hampton Hilton Luton Hotel is quite contrary to this because of staff shortage. According to one of the employee reviews, only 4 paid leaves are available and no medical leave is available in this hotel (Indeed, 2025). This shows that as the employee number is low, existing employees have to work extra hard to fill the gap. As a result, the job pressure is high and chances of burnout are high. This kind of negative situation causes demotivation among employees. For example, one of the guests stated that despite receiving a confirmation email of a twin-room booking, she did not find any booking record when she reached the hotel (Tripadvisor, 2025). This exhibits the fact that personnel concerned with managing room booking were too exhausted to cross-check the online booking. As a result, the customer was forced to book a double room with a sofa bed. As her mother faced a bad back problem, the customer had to sleep on an uncomfortable sofa bed. This exhibits failure in upholding quality customer service thereby leading to customer dissatisfaction.
[bookmark: _Toc189511819]5.4 Career development opportunities, employee training, revised salary structure and refreshed HR policies can help enhance Hampton Hilton Luton Hotel’s operations and remove the issue of staff shortage 
It can be inferred that various strategies can help the organisation to develop a positive work environment. The research findings highlight how various initiatives and factors can contribute to mitigating Hampton Hilton’s operation and issues associated with staff shortages. Groenewald et al. (2024), highlight giving employees a chance to promote career progression is one of the effective strategies. It also includes training programs to help employees develop adequate skills for effective customer service. The data demonstrates that skills gaps lead to insufficient service delivery and emphasises the importance of training efforts. Oliinyk et al. (2021), also agree on the fact that lack of career development opportunities and training are areas that need to be addressed. As reported, it is found that training and reskilling initiatives yield positive returns in more than 3 quarters of the cases. To attain full benefits, more than 90% of the workers are required to be trained. In recent years, the digitalisation trend has been noted to widen the skill gaps among the workforce in every sector (McKinsey, 2020). Al-Suraihi et al. (2021), have highlighted Herzberg two two-factor theory of motivation stating efficient organisational policies help motivate employees to stay committed to the company. This indicates that inflexible HR policies can lead to staff shortages. Further, Hampton is also found to have a Responsible Sourcing Policy for effective workforce management (Hilton, 2020). This can help Hampton to retain its employees. It can also include flexible work arrangements, inclusive workplaces as well as well-being policies to help Hampton retain its staff. As reported, around 90% of the employees consider work-life balance as an important factor within their career which enables them autonomy and flexibility (Forbes, 2024). As stated by Hasan et al. (2021), a competitive salary structure is considered to help retain and attract employees. For instance, a clear approach to fair pay and compensation minimises the risk of turnover intention. This strategy is considered to help Hampton in retaining the existing staff while attracting new talents. However, it is found that in Hampton many staff have left their jobs due to its weaker pay structure (Indeed, 2025). It is also found that 1 in 10 hospitality staff have left the company in the past year years due to various reasons such as work/life balance inflexibility causing stress to the workforce (Blythe, 2024). Thus, a revised salary structure is required within Hampton which is aligned with the industry in order to stay relevant among the workforce to diminish attrition rate. 
[bookmark: _Toc189511820]5.5 Acknowledging limitations 
The overall research highlights how effective staff retention can contribute to organisational performance and customer satisfaction. However, it is important to note that challenges such as budget constraints should be considered while making decisions. As reported, despite the steady performance of UK hotels, many budget hotels are found to face difficulties and ongoing challenges due to increasing operational costs (Dabo, 2024). This challenge can also impact Hampton Hilton in investing in training, promotions or restructuring its pay structure. Balancing employee retention plans as well as cost maintenance would be crucial. Furthermore, some employees may also show resistance to change due to the potential changes in HR policies or organisational training as it may seem a burden. As stated by Khalid (2021), resistance to change is one of the barriers to organisational change. This limitation can also lead to the failure of such change initiatives and slow down progress. It is, therefore, important for the first to pay attention to careful planning as well as communication in order to execute the plan effectively. Additionally, investment in workforce management can bring different results. For instance, some employees still may leave the organisation despite pay adjustments or growth opportunities due to intensive competition.
[bookmark: _Toc189511821]6. Conclusion and Recommendations
[bookmark: _Toc189511822]6.1 Conclusion 
It can be concluded that the case study analysis has recognised the underlying issues within the firm Hampton which directs with the issues of staff shortages. The company has been struggling to retain staff in its organisation highlighting various factors. It is found that factors such as career development opportunities, competitive salary, training and a supportive work environment are vital to organisations in order to keep retaining their employees. The report has analysed crucial theories such as Herzberg's two factors theory, social exchange theory Human Capital theory as well as functionalism theory to demonstrate the concept and highlight how effective HR management is vital to organisational success. Furthermore, it is also noted that employee satisfaction is vital to facilitate customer satisfaction. The findings reveal that Hampton Hilton Luton Hotel employees are less likely to stay and are more inclined to switch jobs or the company. Other external factors were noted to impact the workforce challenges such as Brexit-led labour shortages causing hotels to lose their EU workers. It is found that the company has been facing issues in retaining staffs. Staff shortage is seen to be one of the huge issues the hospitality industry has been facing. The report has shown the factors behind the issue which entails both the external and internal factors. For instance, the organisational culture as well as the macro-environmental factors such as Brexit or Covid are seen to influences the firm. The report has highlighted different suggestions to help the company retain its staff ranging from career development opportunities, trainings, flexible working arrangements and so forth.  Some employees still may leave the firm despite the changes due to intense competition. It is found that staff shortage has a direct impact on customer satisfaction. Thus, in conclusion, it is important for Hampton Hilton Luton Hotel to mitigate the issues associated with staff shortages and implement carefully planned strategies in order to attain positive results. 
[bookmark: _Toc189511823]6.2 Recommendation
[bookmark: _Toc189511824]6.2.1 Providing Transparent Career Development Opportunities
It is recommended that Hampton Hilton Luton Hotel provide clear and transparent career growth opportunities and pathways to keep retaining and engaging its employees. For instance, the firm can incorporate promotions strategies where staff can get insights on how they can grow professionally and personally within the firm. As highlighted by Susanto (2022) career development opportunities allow the employees to stay motivated, boost morale and diminish turnover rates. Around 25% of the employees in the UK find it difficult to access personal or career development (LinkedIn, 2023). This highlights the urgency for Hampton Hilton to incorporate career development policies within the firm.
[bookmark: _Toc189511825]6.2.2 Enhancing staff training and apprenticeship programs 
Hampton Hilton Luton Hotel can develop robust onboarding programs to recruit new talents while offering Continuous Professional Development (CPD) training and courses. This can include subject areas such as customer service, technology usage, leadership and technical skills. Furthermore, it can also incorporate online learning opportunities which allows flexible learning opportunities. This is because online learning helps improve performance by 15% to 25% (Peck, 2025).  According to Suhab (2023), a well-trained workforce is considered to be a competitive advantage for the organisation as it can help in driving efficiencies and hence quality standards.
[bookmark: _Toc189511826]6.2.3 Leveraging incentive programs and a competitive salary system
Hampton Hilton Luton Hotel is suggested to comply with the industry benchmark for offering competitive salaries and attracting talent. It is also suggested to offer monetary and non-monetary rewards and incentives to the staff to maintain their morale. For instance, it can offer discounts, free memberships to the gym or travel allowance. It can also recognise its employees for their optimal efforts to boost their engagement and motivation. As reported, around 70% of the employees in the UK want recognition from their firm (Brown, 2024). It is also important for Hampton Hilton Luton Hotel to recognise its employees from the lower level. It is also noted that around 50% of the employees felt that only managers receive more recognition. 52% of the employees also felt they were unrecognised for their achievements (Brown, 2024). Thus, it is important for the firm to pay attention to all levels of employees to maintain a positive work environment.
[bookmark: _Toc189511827]6.2.4 Fostering Flexible Work Arrangements
In the current labour market, a flexible working environment is in demand. The CIPD survey has shown that 46% of supervisors or managers are reluctant to provide flexible working arrangements in the UK (CIPD, 2023). It is recommended that Hampton Hilton Luton Hotel improve its policies on the work schedules to ensure employee wellbeing. It can introduce flexible arrangements in order to maintain operational efficiency. It can also hire part-time and full time with flexibility, thereby allowing the company to maintain its services during peak times. An inclusive workplace is vital for the employee which would require the company to provide flexibility and other benefits equally and fairly.
[bookmark: _Toc189511828]6.2.5 Foster feedback mechanism 
It is also recommended to Hampton Hilton Luton Hotel to introduce a feedback mechanism in order to help managers and leaders understand the staff issues. For instance, the company can focus on establishing two-way channels where staff can raise their concerns without hesitating. It can also foster a participative channel where employees can make suggestions and contribute innovative ideas for the organisation. For example, as per a 2019 report, 89% of HR leaders believe per feedback as essential for successful organisational outcomes (Beheshti, 2019). Furthermore, it is also suggested to incorporate the Employee Assistance Program (EAP) for maintaining employee well-being. As commented by Franco and Landini (2022), the feedback mechanism is an important driver of a positive workforce and productivity. It is also considered to contribute to enhanced organisational performance. The feedback mechanism allows employees to understand their contribution to the firm and fosters a sense of purpose. Regular audits and feedback session is assumed to help the firm in getting insights into areas of development in the policies and practices.
[bookmark: _Toc189511829]6.2.6 Incorporating AI technology for effective HR management
Hampton Hilton Luton Hotel can incorporate advanced technology such as automated scheduling programs or AI to reduce imbalance. For instance, it can help in planning the employee’s shift and managing workloads. Technology can also help in improving collaboration and communication between the higher management and employers. HR technology such as AI-led chatbots can also be used in the recruitment process. It allows the company to screen applicants based on the algorithm and criteria which also supports decision making. Organisations which have implemented AI in the acquisition process have helped in reducing manual efforts by around 70%. HR technologies can also streamline the process and automate tasks such as payroll, onboarding and evaluating performance (HR Executive, 2024). Thus, this recommendation is assumed to help Hampton Hilton strengthen its HR management approach.
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Poor staff retention [ high staff turnover.

Front of House (Former Employee) - Luton - 8March 2018

Why do they have poor staff retention and high staff turnover? Why are the positions
repeatedly advertised onIndeed? Because it's a terrible place to work.

You do not get paid until after two months from employment commencing.

The only positive s that either due to the constant turnover of new supervisors coming
and going or the lack of engagement or ability of long term existing supervisors you
don't have to do any work.

But seriously, unless desperate don't work here.

Your colleagues will be unfriendly and unpleasant, unless you belong to their group
already you should ignore them.

+ Pros
English language skills not required / you can easily avoid tasks given

X Cons
Low pay / Long wait for Ist pay / toxic workplace

Was this review helpful?
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too much pressure on staff
‘Sous Chef (Former Employee) - Luton, Bedfordshi

12 September 2017

depending on the management team, place can be very fun and enjoyable as staff are
fantastic, unfortunately was not a very nice place to work with the management team
not respecting anyone

Was this review helpful?
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Poor Service and Room Conditions
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Subject: Formal Complaint Regarding Poor Service and Room Conditions.
Dear Hilton Hotel Management,

1 om witing to formally complain about the extremely poor service and unacceptable room conditions
during our recent stay at your hotel. We had high expectations of the Hilton brand, but unfortunately.
our experience was deeply disappointing and far below the standards we anticipated.

Before our arrival, I sent an emailinforming the hotel that my fiancé suffers from severe eczema
riggered by dust, and requested that our room be exceptionally clean. However, upon entering the.
room, we were appalled to find it fled with dust and reeking of smoke. Dust covered the room and
bathroom. including the supposedy clean towels. The shower was dirty. rendering it unusabie.

After @ long Journey. we were in desperate need of a meal, but to our dismay, the Kitchen wos closed.
Wo had verified beforehand that the hotel advertised 24/7 kitchen availability.We were forced to order
Uber Eats due to our hunger and exhaustion, which was highly inconvenient and unexpected.

Moreover,the reception staff were unfriendly and unprofessional. They spoke ropidly and seemed
uninterested in providing proper customer service, treating us more like an inconvenience than valued
guests.

To add 10 our frustration, when we ordered o beer,the receptionist spiled t on my jocket, causing
further discofort as we hod a fight the next day.

‘Additionally,the main door of the hotel was constantly shut, requiring us to walt for the receptionist
very time we needed to enter, which was highly inconvenien.

o summarize, our room smelled of smoke and was full of dus, the kitchen was not open as advertised,
‘and the customer service was appalling. We hope to resolve this ssue promptly.

‘Considering these issuss, we are requesting a fullrefund for our stay. f ths matter s not resolved
satisfactorlly, we wil escalate our compleint o Hiton's corporate office and share our axperience on
review platforms such os Trustpilot and others.

Tharik you for your atiention to this matter.

Sincerely.
Woroch Przemysiaw
Showless

Date of stay: June 2024

Trip type: Trovelled o5 o couple
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Review score
Based on 337 B&B reviews

Score breakdown
Cleanliness 9.8
Comfort 9.6
Location 9.5
Facilites 9.6
Staff 9.9
Value for money 9.6
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