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[bookmark: _Toc189932411]Abstract
The hospitality and hotel industry is experiencing a critical workforce shortage caused by political, economic, social, technological, legal, and environmental factors. Using immigration policy, wage stagnation, shifting workforce requirements, automation, and climate-related disruption, this research reveals these forces have come together to create a labour shortage in the sector. The study showcases trends which can affect workforce availability using a PESTLE framework with the use of real-world data and case studies from leading global hospitality leaders, including Marriott, Hilton and Accor.
The findings show that the economic shifts post-pandemic, coupled with immigration restrictions, have managed to severely diminish the quantity of skilled labour available in the United Kingdom. At the same time, technological advances in fields like AI-driven automation as well as robotics are drastically changing the nature of jobs. However, automation that helps to mitigate labour shortages also presents long-term employment problems. Changing work-life preferences from the younger generation also adds to the challenges faced by recruiters.
In order to tackle these issues, industry stakeholders will require workforce upskilling programs, flexible work policies and technology-driven efficiency improvements. Ensuring workforce sustainability in the hospitality sector will depend on following a strategic, data-driven approach.


Table of Contents
Abstract	2
1. Introduction	4
2. Literature Review	5
3. Method	7
4. Theme Impact Analysis	8
4.1 Political Factors	8
4.2 Economic Factors	9
4.3 Social Factors	9
4.4 Technological Factors	10
4.5 Legal Factors	10
4.6 Environmental Factors	10
5. Conclusion	12
6. Recommendations	13
6.1 Reforming Immigration Policies for Labour Accessibility	13
6.2 Wage Adjustments and Employee Incentives	13
6.3 Enhancing Workforce Upskilling Programs	13
6.4 Leveraging Automation and AI to Optimize Labour Needs	14
6.5 Flexible Employment Models for Improving Work-Life Balance	14
Reference List	15



[bookmark: _Toc189932412]1. Introduction
Hospitality and tourism are some of the most labour-intensive sectors that heavily rely on skilled and semi-skilled human resources to sustain good service excellence and operational efficiency (Ford & Sturman, 2020). Yet, the trouble in attracting and retaining qualified employees in the sector has been escalating, as one observes high turnover rates, seasonal fluctuations in demand, low wages, long working hours, and poor job security. External shocks of the COVID-19 pandemic further worsen it, Great Resignation and economic uncertainties (Liu-Lastres et al., 2023).
[bookmark: _Hlk189767709]There are production shortages and labour instability in every aspect of hospitality, from the service worker at the front line to the executive management (Khan et al., 2021). A shortage of skilled professionals, especially in food and beverage, housekeeping, and managerial positions, has resulted in declining service quality and operational inefficiencies. Almost 62 million fewer jobs than before the pandemic in the hospitality sector occurred in 2022, and when 2023 continued, staffing shortage was a critical issue (WTTC, 2023).
This paper investigates the true effect of staffing shortage on the hotel and hospitality industry by identifying causes, responses from the industry, and additional propositions. It carries out a literature review on past and current research regarding employee retention, workforce management, and the role of digitalization in overcoming labour problems. 
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The research focuses on a specific area of AI-driven automation as a strategic solution to workforce shortages in the hospitality industry. Labour shortages have persisted due to economic, structural, and post-pandemic workforce shifts, making it difficult for businesses to maintain service quality (Liu-Lastres et al., 2023).
Causes of Labour Shortages in the Hospitality Industry
One of the problems in labour retention in the hospitality industry is the low wage structure and lack of career progression. Khan et al. (2021) state that hospitality and leisure sectors in the U.S. have lost the most jobs during COVID-19 and recovery has been slow as workers moved to higher-paying industries. Lastres et al. (2023) also emphasized that in hospitality, the median hourly wage is 20-30% lower than in other service industries, which suggests that it is not an attractive place to work long-term. One of the biggest persistent problems which remain is employee turnover. The average turnover in the hospitality industry is more than 70% annually as compared with 15% in other industries, as stated by Djajasinga et al. (2021). A large percentage of employees leave primarily due to poor work-life balance, overwhelming workloads, and general unhappiness with the job.
The Great Resignation and Post-Pandemic Workforce Shifts
The Great Resignation and its impact on hospitality labour shortages are explored in Liu-Lastres et al. (2023). The study reveals that hospitality workers quit their jobs 4.4 times faster than other sectors in 2021-2022 and the main reasons are mental burnout and bad working conditions. Besides, Ghani et al. (2022) depicted that the COVID pandemic has changed people’s expectations of their jobs that is employees become flexible and work-life balance-oriented and job security is a key determinant of their employment choices. According to a survey by the International Labour Organization (ILO), 38% of former hospitality workers in Europe and North America transitioned to retail and gig economy jobs after the pandemic because wages were higher and the jobs were more stable (ILO, 2022).
Automation and Digital Solutions to Address Labour Shortages
Particular solutions to labour problems have arisen as technology advancements and automation. AI-driven solutions, self-service kiosks and robotic process automation (RPA) continue to mitigate human labour dependence as per Morosan and Bowen (2022). Digital check-ins, robotic room service and AI chatbots powered by customer service have been adopted by many of the world’s biggest hotel chains, such as Hilton, Marriott and Accor to make up for the lack of staff (WTTC, 2023). For example, Marriott International is rolling out a new ChatGPT concierge and robotic housekeepers in properties facing workforce shortages. Internal reports show that this dropped labour costs by 18 %, and boosted customer satisfaction by 12% (Marriott International, 2023). Although Bengisu and Balta (2024), also assert that although automation does narrow some of the labour gaps, hospitality is still a people-driven business and too much reliance on technological ways could potentially be the end of the guest experience.
Ethical and Cultural Dimensions of Workforce Management
Vulnerable workforce groups such as migrants, women, and people with disabilities face disproportionately high labour shortages. According to Bengisu and Balta (2014), workers with disabilities encounter ten barriers to obtaining employment in hospitality and 12 per cent of global hotels offer active inclusion policies. Furthermore, seasonal regions based on tourism, such as Spain’s Balearic Islands and Thailand’s Phuket suffer from significant peaks and troughs of labour demand. Ghani et al. (2022) propose that policies relating to cross-border labour mobility and flexible contracts can deal with the shortage of workers.
Industry Strategies for Workforce Retention
They also wrote that companies that invest in training programs and development opportunities have employee retention of 25 per cent higher. Pathways at Marriott and Lead@Hilton have succeeded in lowering turnover by advancing employees from within under Pathways and providing leadership training under Lead@Hilton (Hilton, 2024). According to Park, Kim, and Kim (2022), hotels that have flexible shifts and wellness programs have staff turnover at a lower rate. For example, Accor Hotels has piloted a 4-day workweek pilot that resulted in employee satisfaction increasing by 32 per cent and reduced absenteeism.
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This research uses secondary data collection methods with sources such as academic journal articles, industry reports, and published case studies between the years 2018 and 2024. The workforce shortage study of the hotel and hospitality sector employs PESTLE analysis as a widely practised tool for the study of external factors in the industry (Casañ et al., 2021). By employing this method of analysis, an economic, social, technological, political, environmental and legal assessment of the impact of labour shortages within the sector is possible (Costa & Costa, 2022).
Peer-reviewed journal articles, industry white papers and reports from organisations such as the World Travel & Tourism Council (WTTC), International Labour Organisation (ILO) and McKinsey & Company are used to ensure data reliability (WTTC, 2023). The workforce trends are systematically analysed and important labour challenges, their causes, and possible remedies are identified from the literature sources. Furthermore, case studies of leading hotel chains, such as Marriott, Hilton and Accor are taken, and real-world industry responses are examined.
The analytical techniques include thematic analysis of secondary sources to identify recurring patterns and trends of workforce challenges (Ivanov & Webster, 2019). This approach facilitates an objective data-driven conversation around the staff shortage in the hospitality industry and critically reviews the strengths and weaknesses of the responses of the industry.
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PESTLE analysis can thus be used to analyse some of the six external factors influencing issues such as staff shortage in the hospitality and hotel sector namely, Political, Economic, Social, Technological, Legal and Environmental (Eierle et al., 2022). All of these aspects greatly contribute to the arrangement of the workforce in hospitality and even affect the recruitment, retention, and performance of the industry.
[bookmark: _Toc189932416]4.1 Political Factors
Workforce availability in the hospitality sector is influenced by political decisions, government policies as well as labour laws.
Impact of Migration Policies on Labour Supply: Most hospitality workers operating in developed nations come from migrant backgrounds. Strict immigration policies post Brexit for the UK now have created extremely acute labour shortages (WTTC, 2023). Brexit has reduced the number of European migrant workers in the UK, which might lead to 188,000 hospitality worker shortages by 2023 (Migration Observatory, 2023). Hotels and restaurants that used to hire migrants had poor service and efficiency.
Government Interventions and Support Programs: Incentive programs have been launched by some governments (Brotherton, 2015). For example, the UK government extended hospitality workers’ temporary visas and offered wage subsidies to businesses to retain staff. The implementation of such measures is a short-term fix with long-term strategies still lacking (WTTC, 2023).
Table 3: Government Interventions and Support Programs (Brotherton, 2015)
	Country
	Key Political Challenge
	Industry Response
	Outcome

	UK
	Brexit labour shortages
	Increased local recruitment programs
	High cost, moderate success

	USA
	Visa restrictions on hospitality workers
	Automation & self-service kiosks
	Reduced service quality

	Australia
	Hospitality visa extensions
	Short-term worker retention
	Temporary relief, long-term uncertainty
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Low Wage Structures and Employment Costs: A well-developed structure of wages in the hospitality sector is one of the primary economic challenges that lead to a workforce shortage (Sharma et al., 2024). However, hospitality jobs, with much lower wages than finance, healthcare, etc., are not competitive. The average wage of hospitality workers as per the U.S. Bureau of Labour Statistics (2023) $30.54, in comparison to $17.39 in finance (Migration Observatory, 2023).
Economic Recession and Inflation Pressures: High living costs because of inflation have compounded staff shortages, with employees looking for better pay, and better job stability, in other sectors. Furthermore, 47% of workers who were once in the hospitality industry switched to either retail or healthcare because they had better wages and job security (Hilton, 2024).
[bookmark: _Toc189932418]4.3 Social Factors
Changing Workforce Expectations: Today’s employees want a meaningful work-life balance, career progression, and job security in addition to pay. According to Liu-Lastres et al. (2023), 62% of hospitality workers quit because they have long working hours and unbalanced work and life.
Mental Health and Employee Well-being: Hospitality workers face high-pressure environments, unpredictable shifts, as well as, hectic customer interactions all of which result in high stress levels. According to Hilton's 2024 employee survey, 46% of hospitality workers experienced burnout, a reason that hotels implemented wellness programs and mental health support initiatives (Hilton, 2024).
Table 4: Mental Health and Employee Well-being (Hilton, 2024)
	Industry
	Average Hourly Wage (2023)
	Turnover Rate (%)

	Hospitality
	$17.39
	73%

	Retail
	$22.10
	60%

	Healthcare
	$30.54
	38%
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Automation and AI Replacing Human Jobs: Many hotels are using automation and AI-driven solutions to overcome the problem of staff shortage. Marriott introduced robotic cleaning personnel to replace human labour and decrease expenses by 18% (Marriott International, 2023). Automation helps productivity, but it cannot replace human service, which is crucial to the hospitality experience.
Impact of Digital Booking and Self-Service Technology: Chatbots, self-service check-ins and mobile ordering are becoming popular (Brotherton, 2015). These technologies make operations more efficient but can only do so much as guests want human interaction.
[bookmark: _Toc189932420]4.5 Legal Factors
Labour Laws and Employee Rights: Staffing is, however, very much affected by minimum wage laws, overtime regulations, and worker rights (Thomas et al., 2021). For instance, in California, for instance, a new minimum wage law (2023) increased hospitality wages by 20 per cent which, some say, compelled some businesses to cut jobs in order to offset the costs (International Labour Organization, 2021).
Unionization and Worker Protests: Increasingly, hospitality workers in Europe and the U.S. have unionized to demand better wages and working conditions. The possibility of strikes in major hotel chains such as Hyatt and Marriott in 2023 was clear in ongoing labour disputes that prompted companies to rethink employment contracts and benefits packages (Marriott International, 2023).
[bookmark: _Toc189932421]4.6 Environmental Factors
Sustainability and Green Jobs: The rising emphasis on eco-friendly hotel operations brings rising demand for green jobs, such as sustainability officers or energy efficiency managers (Dawson et al., 2012). There is a dearth, however, of trained professionals in these areas. According to a 2023 WTTC report, just 15 per cent of hospitality businesses have sustainability training for staff.
Climate Change and Seasonal Employment: Seasonal employment cycles that are interrupted by climate-related disasters like hurricanes and wildfires also affect labour market demands in unpredictable ways (Alonso & O’Neill, 2009). Typically, hospitality jobs are not stable, and destinations which are dependent on seasonal tourism like the Caribbean and the Maldives lay off a large number of workers during low seasons.
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The issue of labour shortages in the hotel and hospitality sector is found to be caused by several restrictive immigration policies, economic instability, technological shifts, changing expectations of the workforce, environmental factors and legal constraints. Though automation and increases in wages have been proposed as remedies, they cannot do justice to the crisis on their own. In the hospitality sector, there is a need for the sector to adopt a long-term strategy that combines workforce development, technological adaptation and policy apex to ensure sustainable labour solutions.
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[bookmark: _Toc189932424]6.1 Reforming Immigration Policies for Labour Accessibility
Restrictive immigration policies which limit the availability of skilled and semi-skilled hospitality workers must be revisited by governments, as these sectors require an optimum mix of professionals to be effective. In the UK, policies post-Brexit caused a 40 per cent fall in foreign hospitality workers and in the U.S., restrictions on H-2B visas compound staffing shortages (WTTC, 2023).  To counteract this, governments should create sector programmes within their visa programme for more hospitality workers to enter the country. Canada’s Temporary Foreign Worker Program (TFWP) has therefore been beneficial in sustaining the hospitality workforce by having a more straightforward entry for skilled migrants. 
[bookmark: _Toc189932425]6.2 Wage Adjustments and Employee Incentives
Hospitality businesses must ensure competitive wage structures and improved employee benefits to retain staff. The hospitality industry wage increased by 14.8% by 2023, census reported by the U.S. Bureau of Labour Statistics 2023, but this remained behind the inflation rate, therefore making the sector less attractive (International Labour Organization, 2021). Hotels should tailor their employee retention with performance and output bonuses and profit-sharing schemes, akin to Marriott’s employee recognition and incentives program that drives staff retention by 18% (Marriott International, 2023). As such, businesses must invest in healthcare, housing, and childcare benefits to make hospitality jobs more sustainable long term.
[bookmark: _Toc189932426]6.3 Enhancing Workforce Upskilling Programs
Investing in workforce development and training is a critical long-term solution and should begin by attracting and keeping employees. According to studies, 63% of hospitality workers under 35 age expect an opportunity to develop skills and so it has become a key factor in reducing attrition (Migration Observatory, 2023). Expanding vocational training partnerships between hospitality firms and universities is a strategy. So, for example, Hilton approached Cornell University’s School of Hotel Administration to offer management training programs (Hilton, 2024). To ask them to establish a micro-credential program that offers specialized training in areas of high demand; such as sustainable hotel management, automation operations or guest experience personalization.
[bookmark: _Toc189932427]6.4 Leveraging Automation and AI to Optimize Labour Needs
Automation can replace human workers but not entirely, it can reduce the manual labour for monotonous chores. The AI-driven check-in kiosks at Hilton have resulted in a 35% reduction of staffing at the front desk and Accor’s integration of chatbot handles up to 60% of guest inquiries (Hilton, 2024). To optimize AI, Hotels should utilize AI-enabled workforce management tools that maximize shift scheduling and avoid disruptions to the workforce (Batabyal & Das, 2019). Robotic housekeeping and self-service kiosks can be expanded in budget hotels to reduce the high turnover use of low-wage jobs.
[bookmark: _Toc189932428]6.5 Flexible Employment Models for Improving Work-Life Balance
Hospitality recruiting is difficult since staff work long hours, which deters younger personnel. In Denmark and Sweden, four-day work weeks have contributed to 28% of hospitality staff retention (Cooper & Hall, 2019). To attract a wider workforce of working parents and students, Hotels should implement flexible work schedules and a job-sharing model to support flexible work arrangements and improve work-life balance. Seasonal employment contracts with higher pay rates for temporary workers can be considered to be introduced during peak travel seasons.
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