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Abstract
The purpose of this research project was to examine the effect of staff shortages on service quality and customer satisfaction at Mercure Daventry Court Hotel, a four-star company owned by Accor Group in the United Kingdom. The persistent staffing crisis in the hospitality sector, which continues even after the COVID-19 pandemic, where the industry faced increased vacancy rates, reduced applicant interest and operational problems, prompted the study. Qualitative, interpretive research resulted, using secondary data and thematic analysis to reflect the key themes and to provide a broad understanding of the issues. Staffing shortages at the hotel where the cases were being treated have had a large negative effect on operational efficiency and service consistency - increasing staff stress and burnout, the findings showed. The fact negatively affected service delivery standards due to guests' complaints concerning the cleanliness of the food, places, and customer service generally. 
Moreover, the study determined that the problem of staffing was worsened by factors such as post-Brexit labour restrictions, lower wages, anti-social working hours, skill shortages and a poor image of hospitality as a career. It suggests an urgent need for strategic human resource interventions which would retain existing staff and attract new talents. These insights were based on which several practical recommendations were proposed. Examples of these might be developing targeted recruitment strategies, improving employer branding, and investing in training and development to raise staff capability and morale in line with company goals. They also suggest encouraging flexible work arrangements for work-life balance problems, designing supportive wellbeing programmes to function as a buffer to stress and adopting smart technologies like AI-based demand forecasting and self-service kiosks for relieving the pressure of workload. In addition, building a contingency workforce, along with working with corporate leadership to use resources and leverage best practices, would also help improve operational resilience, it suggested. 
The study offers insight into how staffing problems impact customer-facing operations and advice for hotel managers to perform optimally in a post-pandemic environment. To minimise the impacts of staffing shortages and sustain long-term service excellence and operational stability, the Mercure Daventry Court Hotel needs not only to focus on its presence to address very immediate issues but, more importantly, tackle the root causes of staffing shortages and manage workforce resources strategically to boost both employee satisfaction and guest experience. Moreover, these findings are of relevance to other hospitality organisations that have been encountering similar workforce and service quality problems across the UK and beyond.
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[bookmark: _Toc200118160]Chapter 1: Introduction
[bookmark: _Toc200118161]1.1 Background of the Research
The hospitality sector thrives on delivering exceptional service to consumers, which determines customer satisfaction. In this situation, they are heavily dependent on employees who enable hospitality organisations to meet guest's demands and address their concerns (Fatma and Kumar, 2024). This also establishes the quality standards of their services. 
However, the problem of this research revolves around the fact that the Covid-19 pandemic had a drastic impact on this industry. The policies implemented during this period forced many workers to leave their jobs, and as a result, the hospitality organisations were left with multiple vacant positions. Even when economies started recovering, there was still a lack of employees willing to apply for these positions (Grigoryan, 2024). In the UK alone, as of April 2024, there were 107,000 vacancies, with the highest vacancy rate of 5.1% among all sectors (Mitchell, 2024). However, it is also notable that even pre-pandemic, the sector has been facing a shortage for many years. This sets the context of this research to understand the impact of staff shortage on service quality and customer satisfaction.
[bookmark: _Toc200118162]1.2 Case Study Overview
The case study organisation is Mercure Daventry Court Hotel, based on which the research will be performed and concluded. This hotel is based in Daventry, UK, and it is a four-star hotel accommodation. It is also operated under the Accor Group in the Saxon Town. Mercure has a varied portfolio of products and services, including premium standard classic and privileged rooms equipped with various useful amenities, including parking space, Wi-Fi and an on-site spa to ensure guests' comfort. In addition, they also offer bar and restaurant services across their complete dog-friendly property (Accor.com, 2025). However, customer reviews also suggest that consumers have faced negative experiences related to cleanliness, room conditions, noise/ disturbances and food service delivery (Trip Advisor, 2025). 
[bookmark: _Toc200118163]1.3 Research Aim and Objectives
Aim
This research aims to explore how staff shortages affect service delivery and customer satisfaction at Mercure Daventry Court Hotel and to provide recommendations for improving staffing and service outcomes.

Objectives
 The research objectives are:
· To identify the main key causes of staff shortages at Mercure Daventry Court Hotel.
· To assess the effects of staff shortages on service quality and customer satisfaction.
· To propose strategies to address staffing challenges and improve guest experiences.
[bookmark: _Toc200118164]1.4 Research Questions
The questions include:
· What are the main contributing factors to staff shortages at Mercure Daventry Hotel Court?
· What strategies can be high-end effective to mitigate these issues?
[bookmark: _Toc200118165]1.5 Research Rationale
The staff shortage issue has become worse for the hospitality industry since the pandemic. It has also been difficult to retain existing employees (Mitchell, 2024). So, by examining its impact on service and guests, hotels can generate valuable insights for the management. This is particularly critical for HR and operations management to make decisions and implement strategies to continue maintaining the hotel's daily operations (Fatma and Kumar, 2024). Moreover, the conclusions derived from this can also be applicable to other hospitality businesses facing similar problems. 


[bookmark: _Toc200118166]Chapter 2: Literature Review
[bookmark: _Toc200118167]2.1 Introduction
In this section, relevant and existing literature from recent years is being used and reviewed to understand the staff shortage issue in the concerned sector. In this case, an emphasis would be placed on the situation in the UK. This leads to revealing the gaps in current knowledge. 
[bookmark: _Toc200118168]2.2 Factors Causing Staff Shortage in the Hospitality Sector
As mentioned earlier, this sector in the UK has been facing staffing problems for several years now. 61% of the hospitality businesses have reported not having enough workers in a 2023 survey report. 42% also mentioned that this forced them to decrease opening hours (Mitchell, 2024). 
[image: ]
Figure 1: Hotel Staff Vacancy Rate Trends, UK (2016-2022)
Source: (GOV.UK, 2023)
As can be seen, the vacancy rate has been high even before the pandemic, but it worsened since this period in the UK. Taylor et al. (2020) state that post-Brexit, the labour market has been affected by labour supply issues. Before this, employers had a bigger talent pool of workers to recruit from. However, ever since, this hospitality has faced problems in the long term; in this context, Pit et al., 2021) mentioned that the pandemic caused the early removal of workers from the older age groups, which caused a major shrinkage in the working population. Therefore, it clarifies the reason behind the lack of applicants after the pandemic. The gap can also be explained by the skill shortage caused by this, which makes it harder to fill up the vacancies for roles with specific skill requirements, as per Webb (2024). 
Minor et al. (2024) specified that 30% of these vacancies were hard-to-fill roles because of this reason in the UK tourism and hospitality businesses. The lack of skills mostly noted include digital skills, especially related to the latest technologies such as AI and robotics, and social skills regarding social media, communication, and online marketing skills. So, this is another major cause that can explain the constant shortage, coupled with staff recruitment and retention difficulties. Akosa et al. (2025) concluded that workers often perceive careers in hotel organisations negatively because of various issues, such as inadequate incentives, particularly in frontline operations. So, this makes it unattractive to them. 
Goebbels (2022) specifically concludes that after the pandemic, 32% of UK individuals' perception towards hotel jobs has changed. They no longer want to work there because of low pay, lack of respect, skills and knowledge needed in this line and unsociable working hours. Piso (2022) also mentioned the high stress involved with this career choice because of such working hours and the significant workload on workers, which affects applicants' perception. Therefore, considering the high-stress working environment in this sector, if organisations cannot offer better pay and benefits, working hours and addressing the skill gaps, the shortage will continue persisting. 
[bookmark: _Toc200118169]2.3 Impact of Staff Shortage on Service Quality and Customer Satisfaction
Due to staff shortages, service quality standards are in decline in this industry. As mentioned earlier, some restaurants had to reduce their opening hours because of not having enough staff. This means lack of staff has a direct impact on the businesses’ ability to offer consistent services. Furthermore, Innerhofer et al. (2024) mention that the crisis created by the labour shortage also meant the remaining employees had even more workload than before, and they had to work for longer hours. Therefore, it is apparent that this increases stress and work pressure on the staff, affecting their job performance. This was backed up by Giousmpasoglou et al. (2025), stating that the increased workload and work hours negatively impact the morale and well-being of employees. It increases their stress and feelings of burnout or exhaustion. Consequently, it reduces the quality of their work outcomes. So, it can be assumed that it also affects the employees’ ability to serve guests well and address their needs. 
In this context, García-Buades et al. (2025) also talked about the staff shortage in this sector and noted the job stress and burnout in the current workforce. In the hotel business, employees working in frontline operations such as service personnel, front desk staff and the ones even in housekeeping and similar hospitality service operations often experience burnout and stress at the workplace (Sethupathy, 2024). Even though stress is generally associated with job roles in hotel settings because of the fast-paced environment, increased work hours and pressure also increase it, as explained previously. Kumar et al. (2024) have specifically stated that it becomes critically difficult for staff involved in food service operations like chefs, kitchen and catering or service staff in hotel businesses. So, it can be stated that a hotel cannot effectively and adequately deliver services to guests on time because of staff shortages. Lastly, by considering Vagena et al., 2024), it can be recognised that staff and skill shortages affect the behaviour and performance of employees, reducing customer satisfaction. 
[bookmark: _Toc200118170]2.4 Strategies to Address Staffing Issues
The crisis has prompted many hospitality organisations worldwide to implement changes and suitable policies that can address the concerns of employees. It is conducive to enabling them to retain existing staff while attracting new ones. Bansal et al. (2025) stated that by following the Job Characteristics Theory, it is possible to modify customised HR practices to develop better-aligned job roles and design strategies to address specific issues. For instance, there are hotels implementing flexible work arrangements, creating gamified environments for employee engagement and giving them skill development opportunities. Therefore, these strategies are beneficial for addressing unsociable and extended hours, lack of morale, poor performance and skill shortage. It was also noted that these approaches are helpful for creating long-term benefits for both workers and hospitality businesses to create adaptability and resilience (Bansal et al., 2025). This means it also increases the preparedness of these organisations to handle crises like labour shortages and the COVID-19 pandemic. 
In this context, Talukder et al. (2025) mention seasonal demand variation or fluctuation in the hotel sector, which increases demand and requirements for staff even more. So, hotels often attempt to recruit more workers as per their needs to meet demands during this period. This has introduced the gig economy job trends in this industry and enabled hotel businesses to save labour costs while also responding to worker and service demands. So, hotels facing labour shortages can also recruit staff accordingly as per their needs and workload on remainder staff. Meanwhile, Birdir and Sahilli Birdir (2024) suggested hotels adopt technologies such as self-service counters and AI. AI-driven analytics are applied to predict peak demand periods and fluctuations based on which staff levels are optimised. 
[bookmark: _Toc200118171]2.5 Literature Gap/s
Primarily, there is are lack of studies focusing on the UK hotel sector specifically or revolving around specific UK-based hotel organisations like Mercure Hotel. Moreover, this research wants to focus on connecting labour shortage with service quality and customer satisfaction using consumers' perceptions, reviews, and sentiments. There are studies focusing on service quality from sentiment analysis and online reviews (Kalnaovakul et al., 2025). However, the current literature lacks research focused on the same, linking this situation with the lack of workers. So, this gap will be addressed in this dissertation.


[bookmark: _Toc200118172]Chapter 3: Methodology
[bookmark: _Toc200118173]3.1 Overview of the Case Study Methodological Approach
[bookmark: _Toc200118174]A secondary qualitative thematic analysis was used in this study to examine staff impact shortages on service quality and customer satisfaction at Mercure Daventry Court Hotel. The case study method was a fit for an in-depth, contextual study of a contemporary phenomenon in its natural setting where the boundaries are not clearly delineated between the phenomenon and its context. Research was done based on Interpretative Philosophy to understand the behaviour of human beings and their subjective experiences. According to Ugwu et al. (2021), this paradigm was good for ascertaining the intricacies of how staff shortages influenced operational performance and guest perception in a hospitality context. Testing of hypotheses to these already existing sets, patterns and insights with the data was done inductively. The exploratory approach was used for the secondary data-generated theories based on themes (Casula et al., 2021). The research employed an explanatory approach in explanatory research. This explains the effects of staff shortage on service and satisfaction without any variables (Makri and Neely, 2021).
3.2 Significant Method Employed
The idea of secondary qualitative thematic analysis was done based on online search results like Google Scholar, industry publications and consumer review and rating sites (TripAdvisor). Access to these data through this method allowed both customers and researchers to see recurring problems and organisational responses (Chhibber et al., 2025). Thematic analysis was used as a qualitative analysis method that allows researchers to identify and interpret key patterns/themes. The thematic analysis was appropriate because it is flexible and in synchronisation with an interpretive methodology (Humble and Mozelius, 2022). The steps materialised in the analysis process include:
· The collected literature and reviews are familiarised.
· Initial themes were created on repeated concepts like employee stress, service delays and customer complaints.
· Looking for themes like burnout, inconsistent service, and operational gaps.
· Revisiting themes in relation to the research questions.
· Thematic summary to produce meaning and implication of the findings.
[bookmark: _Toc200118175]3.3 Comprehensive Discussion of the Relevance and Application
The case study methodology provided considerable advantages in terms of understanding the context and practical relevance. With this, it was possible to explore a real-life hospitality setting in detail and triangulate between academic literature and consumer feedback. However, there were some limitations. According to ANNAMALAH (2024), a single case study will not be generalisable to the wider hospitality sector in terms of the findings. Also, because of the use only of secondary data, the researcher was unable to control the depth, quality, or accuracy of the original data sources (Taherdoost, 2021). To loosen this, data from various and eminent sources were triangulated to benefit the trustworthiness.
An interpretive and inductive framework were utilised, which ensured that the analysis was not confined by theoretical models to remain firmly grounded in participants’ and authors’ perspectives (Dewi, 2021). Therefore, it was essential to understand experiences themselves that are inherently subjective in nature (for example, job-related stress, service inconsistency and experience of guest dissatisfaction). In addition, the application of rigorous thematic analysis to the data enabled the study to find coherent themes from the complex data set (Lochmiller, 2021). It assisted in connecting staff shortage with broader issues in service delivery as well as in customer perception and contributed to the practical recommendations for Mercure Daventry Court Hotel and comparable hospitality businesses.
[bookmark: _Toc200118176]
Chapter 4: Findings and Discussion
[bookmark: _Toc200118177]4.1 Introduction of the Findings
The key findings from a thematic analysis of secondary qualitative data from Mercure Daventry Court Hotel discussing the influence of staff shortages on service quality and customer satisfaction are presented and discussed in this chapter. The data was taken from existing academic literature, reports from the industry and online customer reviews. An inductive reasoning approach developed the findings through an interpretive approach. The objective was to discover more about workforce limitations' effect on operational performance and the guest experience. Four key themes were observed from the analysis that give insight into the root causes and consequences of staff shortages, as well as the current and potential strategies used to mitigate the problem. The following sections further discuss these themes in a situational context, considering relevant theoretical and empirical literature.
[bookmark: _Toc200118178]4.2 Comprehensive and Detailed Presentation of Results
[bookmark: _Toc200118179]4.2.1 Theme 1: Contributing Factors to Staff Shortages
A complex set of contributing factors capable of explaining the UK's continued existence of staff shortages within the hospitality sector was the first major theme to emerge from the data analysis. The findings confirm that staff shortages were already a problem before the pandemic, yet questions had declined as the COVID-19 pandemic focused a lot of attention on the problem (Zientara et al., 2024). The pandemic only made matters worse for an already brittle workforce system. Mitchell estimated that as of April 2024, the UK hospitality sector alone had 107,000 job vacancies, a vacancy rate of 5.1% compared with 2.9% across all sectors in the year 2024 (Mitchell, 2024). This sharp rise, while due to the disruptions caused by the pandemic, is also grounded deep.
Post-Brexit labour market changes were determined as one of the key contributing factors. According to Taylor et al. (2020), the availability of workers who had earlier occupied most of the hospitality jobs decreased significantly as the European Union was exited. As a result of the tighter rules, the pool of accessible talent available for hotels and restaurants in the UK shrank, causing social pressure on the available applicants. In addition, Pit et al. (2021) describe the fact that the pandemic led to a substantial wave of older workers leaving the workforce ahead of time, as the working-age population dropped dramatically because of early retirements and health issues. This also resulted in a smaller number of skilled staff being deployed on the frontline.
The longstanding reputational issues also remain a problem for the sector. Hospitality work is considered low-paying and physically demanding and does not offer career progression for many potential applicants. The employees often deem hotel operations frontline roles undesirable because they provide limited incentives, long hours, and high emotional demands. This was supported by Gebbels (2022), who reported on the same observation where 32% of people surveyed had no more interest in working in hotels due to poor working conditions and low pay. In addition, skill shortages were shown to contribute greatly to the problems with recruiting staff. According to Minor et al. (2024), 30% of vacancies in UK hospitality firms were hard to fill because of the lack of specific technical and digital skills, including online booking management, customer communication tools and basic AI systems. This perpetuates a shortage which is hard to respond swiftly.
The broader context is directly relevant to Mercure Daventry Court Hotel. Comments from several customer reviews revealed that guests could easily see the difference due to insufficient staffing. Repeated reports of long lines at the reception desk, slow restaurant service and lack of housekeeping were made (Trip Advisor, 2025). Such firsthand observations from hotel guests also enable the link of macro labour market issues with the micro-operational realities of a hotel.
[bookmark: _Toc200118180]4.2.2 Theme 2: Impact on Service Delivery and Operational Performance
The second part of the theme showed how staff shortages directly affect the ability of hotels to deliver the same consistent service. A chronic point in the literature and customer feedback was around the fact that a smaller number of available workers led to the performance of operations eroding. If hotels do not have sufficient staffing, core services like housekeeping, food and beverage delivery and customer check-in are inactive (Stringam and Gerdes, 2021). It is noteworthy that since the remaining employees are forced to work longer shifts, they are prone to make mistakes and fatigue, which leads to slower service. At Mercure Daventry Court Hotel, these conditions can be observed because guests complained that the reception staff was doing many things at once, which caused long waiting times and confusion during check-in.
This is not limited to frontline operations alone. They also mentioned being delayed in having the room ready, and the room cleanliness was inadequate. These problems were sometimes blamed on not having enough housekeeping staff. Giousmpasoglou (2024) wrote how labour shortages placed undue pressure on food service workers and kitchen staff to deliver service faster and faster and produce food that was of lesser quality. One such observation was corroborated by customer complaints about waiting long times for food and losing orders at the Mercure Daventry restaurant.
Service inconsistency, caused by staffing problems, has become normalised in the sector, the findings also show. For instance, some hospitality firms, such as those under the Accor Group, stepped down in operating hours to resolve the lack of staff (Mitchell, 2024). Although this may prevent staff from becoming burned out, it prevents the availability of a wider range and array of services to our guests. Sethupathy (2024) noted that staff shortage can overwhelm employees and lead to overall task overload, which in turn diminishes attendance to detail and negatively affects the guest experience in subtle yet significant ways. Guests at Mercure Daventry were unhappy with the state of rooms being dirty, unclean, and lacking proper maintenance, showing there was a fall in the quality of service.
[bookmark: _Toc200118181]4.2.3 Theme 3: Influence on Customer Experience and Satisfaction
The third theme was the linkage between workforce shortages and decreased customer satisfaction. Staff shortages internally affect operations, but the result manifests outside, such as in bad guest experiences. The customer reviews from TripAdvisor, in particular, where reviews included comments of delays, inattentiveness, and incomplete services towards the customers, all were due to the visible understaffing (Trip Advisor, 2025). One guest commented that although the staff were polite, they were too overworked to provide timely service, adding that food service took more than 40 minutes.
With all of this in mind, Innerhofer et al. (2024) observed how this condition was overlaid; thus, employee burnout is followed by lower emotional engagement and weaker customer service interactions because of burnout. Burnout also diminishes the chance of staff aiming to exceed the expectations of guests. According to García-Buades et al. (2025), job stress and burnout are being increasingly experienced in jobs in frontline hotels such as in reception, kitchen, and housekeeping. In such roles, emotional labour is a significant part of the job, and any drop in staff morale or mental health will immediately be reflected in the delivery of service (Aboutaleb et al., 2025).
At the same time, even the smallest omissions in attentiveness, friendliness and responsiveness have a tremendous impact on customer satisfaction. Overburdened staff are unable to simply respond to even basic requests (Botelho, 2023). Those negative service moments add up in the guests' minds, which then causes dissatisfaction, negative reviews, and reputational devaluation (Morosan and Bowen, 2022).
[bookmark: _Toc200118182]4.2.4 Theme 4: Strategies and Responses to Mitigate Workforce Gaps
The last theme dealt with the strategies hospitality organisations such as hotels like Mercure Daventry have started using to cope with staff shortages. An approach that was a recurrent element in the studies was the redesign of the role of jobs, and HR practises for better employee experience. Bansal et al. (2025) claim that Job enrichment with the use of Job Characteristics Theory can create more interesting and fulfilling roles. Introducing flexible work schedules, gamified performance systems and opportunities for skill development will persuade both new and existing employees.
Another element to the gig economy model adoption. Hotels are now holding on to temporary and part-time employees as these are hired to fulfil their requirements to deal with the gap arising at an instant or deal with the seasonal demand, as cited by Talukder et al. (2025). This model has its advantages, such as flexibility and lower cost, but also comes with its drawbacks, such as difficulty in training and time inconsistency in service. Yet, for many hotels, this strategy has been very successful in controlling periods of high demand without the long-term commitment to employment costs (Lin et al., 2023).
Adapting to workforce constraints was also the result of identifying technological solutions as critical. To ease the workload, hotels have started introducing the same self-service kiosks, Mobile check-in systems and AI-powered analytics. These tools can make front desk processes run smoother, forecast when busy periods occur and aid in shift planning (Çeltek, 2024). However, the human element of service is still important, especially for luxury or full-service hotels that are anticipated to provide personal attention to guests (Tai et al., 2021). Analysis indicated that though such strategies can help ease the pressure, they need to go hand in hand with better pay, defined career path and appreciation of the employees. Otherwise, the sector will continue facing shortages of staff.
[bookmark: _Toc200118183]4.3 Introduction of the Discussion
This section aims to critically interpret and analyse the research findings in terms of the existing literature to discuss the central research question. The discussion aims to discover how the emergent themes of the findings are related to broader trends and theoretical insights in the field of hospitality, how they can be related, and how they contrast with the established knowledge. In addition, this section also assesses the implications of the placement hotel and how the results are related to the aims and objectives. They comprised identification of the reasons for staff shortages, their impact on service and customer satisfaction and practical means of tackling these problems. The limitations of this study are also discussed in this chapter, and the direction for a valuable area of development is critical to the hotel's operational strategy. Following the philosophy of the interpretive and inductive manner, this discussion explores the construction of meaning from the qualitative insights collected and provides them with a bigger empirical and theoretical backdrop.
[bookmark: _Toc200118184]4.3.1 Interpret and Analyse the Research Findings
The first theme around contributing factors to staff shortages proved that the problem is multi-layered and interdependent. This confirms the findings in the existing literature, which stated macroeconomic, political, and perceptual factors as the three main factors influencing attitudes towards foreign investment. For instance, Mitchell (2024) and Gebbels (2022) supported the influence of Brexit and COVID-19 as structural disruptors, which led to a reduction in the number of migrants and an ailing labour pool that worsened the problem of talent scarcity. This meant hotels such as Mercure Daventry Court, which relied on EU nationals and the flexibility of the labour model, saw impacts directly. Furthermore, the sector’s reputation as a career choice also declined, paralleling Akosa et al. (2025) findings, implying that the low-paying nature of the field, limited opportunities for career progression and its stressfulness all act as deterrents to both entry and retention to the industry.
Further elaboration on skill shortage and technological inefficiency was done in tandem with the role played in the study. All these observations provide more granular observations than the existing literature and extend the current literature. However, according to Minor et al. (2024), the need for a certain measure of know-how and technical proficiency in the hospitality industry is increasing, and it is this need that this study highlighted by showing that Mercure Daventry Court struggle with this and other limits in digital training and scheduling exercising efficiency (Wood, 2024). The findings, therefore, supported existing literature but added a localised layer of understanding with regard to the conditions affecting service delivery in a certain UK hotel.
The second theme, impact on operational performance, confirmed well-known connexions between labour capacity and service reliability. According to Giousmpasoglou et al. (2025) and Kumar et al. (2024), staff who are overworked are inclined to suffer a decline in performance, and the findings supported this showing overextended front desk and delayed room readiness. Mercure Daventry Court, as part of a full-service, midscale brand, demands both efficiency and quality of attention from its customers. Not only did reduced staffing undermine the consistency of the performance, but, according to the customer reviews, it disrupted the overall service blueprint by checking in slow, slow food delivery not clean (Deng et al., 2025).
More importantly, the study found the normalisation of reduced service standards among providers in the sector. This is indicative of a changing operational philosophy in which hotels are starting to change service scope instead of fixing the staffing root issues. Literature like Innerhofer et al. (2024) hinted at this adaptive behaviour, and the findings confirmed that this was not just a coping mechanism but could commit substandard service norms. However, this will keep the short-term operations but will endanger the long-term brand integrity.
Thirdly, the impact on customer satisfaction helped expand our understanding of the guest experience that comes out of labour problems. The findings here strongly coincided with García Buades et al. (2025) and Sethupathy (2024) claim that the emotional labour burden on the staff is regarded as significant in the ICU. Additionally, the direct effect of burnout on customer perception and satisfaction was emphasised by Vagena et al. (2024), as well as not just reducing service quality but also hurting customer service. This was evidenced by guest narratives from Daventry Mercure, which pointed to disappointment from not one service failure but an overall lack of responsiveness and attentiveness. Thus, issues related to staff do not merely lead to delays or errors but also poison the emotional tone of the interaction service (Amissah et al., 2022). This makes the case even more strongly that staff issues are not a logistical issue but a service culture imperative.
The fourth theme, finally, concerned strategies to mitigate ongoing shortages: Whereas hotels were attempting prescriptions such as flexible work, gig economy labour and AI support for scheduling, such remedies were attempted fragmentation and poorly refined. Bansal et al. (2025) and Birdir and Sahilli Birdir (2024) highlighted the need for a system approach to dealing with the labour shortage problems by redesigning the job and research and development in technology. Research from this source has found, however, that Mercure Daventry and similar establishments are still in the transition period, whereby they do not plan but rather react. For example, the particular property, Mercure Daventry, would still be constrained by local budgets and a lack of training infrastructure to implement such technology even though the Accor group may employ technology at the brand level (Minor et al., 2024). Therefore, the gap between strategic theory and applied practice remains the main challenge.
[bookmark: _Toc200118185]4.3.2 Exploring Implications, Addressing Research Questions and Valuable Areas
The significance of the outcomes gathered from this case is substantial for the whole hospitality industry, especially on the Mercure Daventry Court specifically. The first part of the research focused on the objective of determining how staff shortages affect service delivery and the level of guest satisfaction, and it found that labour constraints had direct and visible effects on the guest experience. Additionally, the relation between understaffing and the emotional burnout of employees was clearly proven, which was the study subject to determine the operational consequences.
It also addressed the question of what practical solutions there could be to offset labour shortages. While flexible work and gig employment may be viable means of short-term relief, they provide little in the way of long-term sustainability of labour unless onboarding, proper training and retention strategies are in place (Peshkova, 2024). This is important for Mercure Daventry because of the fluctuating demand, as well as business conferences, seasonal guests, and weddings. Talukder et al. (2025) opined that seasonal hiring needs to be predated by predictive analytics. Although the brand had access to such tools, the localised implementation is inconsistent.
The discussion further helps in identifying gaps in the literature in the research objective. Few studies were found to focus on national or industry-level data or theoretical job design strategies (Manoharan et al., 2023). While there is little literature centred on how these staffing shortages affect consumer satisfaction at the property level through sentiment analysis, how shortages appear in the tangible assets and its effects on consumer satisfaction (Kalnaovakul et al., 2025). To address this, this study bridged that gap by utilising online customer reviews and property-specific feedback, offering a rare micro-level insight into staffing impact in midscale UK hotels.
There is, therefore, one major implication, and this is the requirement for Mercure Daventry Court to put employee engagement and welfare as their priority. In their work, Giousmpasoglou et al. (2025) and García-Buades et al. (2025) supported such a view, indicating that employees who are emotionally exhausted are not just less productive but also customer-oriented. Hence, for those responsible for scheduling and managing large teams, helping to boost morale by having fair schedules, recognising good work and spending some money on training can be as important, if not more so, than adding more programmers (Sawlani, 2024). Additionally, the use of AI demand forecasting and flexible shift platforms has not been overestimated (Henriques and Pereira, 2024). Such tools can reduce inefficiencies and optimise staffing during peak periods, and Mercure Daventry is required to seek these tools urgently.
This study highlights, from a strategic perspective, the merit of a workforce which can be adaptable. So, post-pandemic recovery and Brexit challenges mean this hotel cannot assume a stable or predictable labour supply (Kumodji, 2024). Simultaneously, one must pursue embracing technological support, enhancing employer branding, and ensuring a good workplace. It also advises that to allow the Mercure Daventry, etc. properties to execute initiatives autonomously when required, brand-level support from Accor Group will need to act as effectively as decentralised support (which can be leveraged for business benefits) (Barslund et al., 2025).
Nonetheless, there are limitations to this research. The data, on the other hand, is purely secondary and dependent on reviews and literature, thus missing the real-time perspective of employees and managers within the hotel (Zhang and Thorburn, 2022). In addition, individual biases or epiphanies could colour customer sentiment, which may not accurately reflect the entire picture (Karunarathna et al., 2024). While every attempt has been made to triangulate sources and themes, future studies should use primarily qualitative methods like interviews or focus groups with Mercure employees to validate these insights and probe further (Susanto et al., 2024).
Some of these were intriguing enough that several areas to pursue valuable future research came out of them. Next, longitudinal studies would first be useful to determine how implemented strategies affect staffing overtime (Breit et al., 2024). Second, the impact on staffing responses of the strategic choices of franchised versus corporately managed hotel properties could be determined through research. Finally, sentiment analysis tools can be integrated with real-time operation data such as staffing levels, bookings, or guest complaints to obtain the predictive models that can help to alert on potential staffing challenges in advance and allow to respond to them prior to affecting guests (Shrestha, 2024).
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This research was aimed at examining the role of staff shortages on the quality of the service and customer satisfaction at the Mercure Daventry Court Hotel. The concern about the growing levels of operational challenges in the hospitality industry, especially after Brexit and the COVID-19 pandemic studied in this study, has helped drive it. Through the secondary qualitative methodology that is based on interpretivism and an inductive approach, existing academic literature, industry reports, and online reviews were analysed to draw meaningful conclusions about the subject. Here are the conclusions drawn from this research, which constitute an accurate presentation of the crucial parts uncovered during the period of the research.
The most important finding was that a shortage of staff had a very strong relationship to lower service quality, which in turn had a strong effect on customer satisfaction. Because of its labour-intensive nature and the dependence of hospitality on the human touch in the delivery of service, the hospitality industry has become an attractive sector of technology. The lack of employees, especially in frontline roles including reception, housekeeping and food service, has a direct bearing on a hotel's capability to offer consistent, timely and high-quality services. As seen through the examples of Mercure Daventry Court Hotel, the recurring issue revolves around how many customers were dissatisfied with the level of cleanliness, food service delays, the maintenance of the hotel room and, in general, the attentiveness of the staff. The findings of these outcomes correlate with the results from Innerhofer et al. (2024) and Giousmpasoglou et al. (2025), which indicated that working lengthy hours and heavy workloads because of staffing shortages lead to emotional burnout of employees resulting in a decrease in provided services quality.
This research brought out a very evidencing insight into how factors contributing to the staff shortage were compounded. The COVID-19 pandemic was a big disruptor, but the research also finds systemic problems in existence before, including the UK's exit from the European Union and its restriction of access to a wider labour market. Before Brexit, UK hotels largely relied on workers from EU countries who employed a large chunk in housekeeping, catering and service management jobs. As this talent pool has been severely cut off by the tightening of immigration laws, the pool to draw upon has been severely cut off. Moreover, the study agreed with this view as Mitchell (2024) and Gebbels (2022) deciphered the fact that many believe that the hospitality industry is pierced with low pay, unsociable hours, and no long-term positions available. The fact that these findings emphasise the need to view staff shortage as a function of longstanding weaknesses in the planning of the workforce and a human resource strategy that resulted from these weaknesses makes these findings quite ludicrous.
The other key finding was the burden of emotion and operations being placed on existing employees. Due to fewer hands, hotel staff usually must multitask, work more hours per shift, and not take breaks, all of which have an impact on productivity and job satisfaction. This was identified as a major cause for burnout, demotivation, and sometimes even additional resignations, thereby becoming the cycle that perpetuates the staffing crisis. The same theme, as described in this paper, was discussed by Kumwar et al. (2024) and García-Buades et al. (2025), who provided how employees' stress and exhaustion not only compromise the well-being of employees but also the ability to meet service standards.
They further indicated the need for a change in customer expectations, who not only pay more attention to service quality failures but also complain more because of access to other options and online platforms for venting frustrations. Analysis of the secondary data of online reviews indicated that there were repeated complaints which were related back to understaffing. The worst complaints were about inconsistent housekeeping, long waits for food and inattentive service. These findings corroborate Vagena et al. (2024) argument that customer satisfaction in the hospitality industry is inherently dependent upon the attitudes, behaviours and responsiveness of the staff members. Employees who are stressed and burdened exhibit a diminished emotional quality in their performance, leading to a bad guest experience and, consequently, reputational damage.
The research further reveals that although some interventions, including gig work model adoption, seasonal contracts and technology-driven solutions, have been put in place, they have failed to solve the problem. AI-driven tools and self-service technologies can assist in taking some operational pressure off, but it would be difficult to completely replace the interpersonal part of service that is of paramount importance in the hospitality industry. Additionally, most hotels are still not fully utilising such innovations, nor are they fully applied to solve workforce gaps. This shows something of a misalignment between the challenges and the response from the organisation, which needs to be more strategic, not just one of policies, but also policies which have the aim of supporting the individual employee.
The research also contributed practically by identifying strategies for ameliorating the impact of the staffing crisis, as well as enhancing the quality of service. The three most prominent of these were particularly identified as those focused on the development of employee-centred HR practices. To redesign jobs to enhance flexibility, meaningfulness and skill development opportunities based on the Job Characteristics Theory, it was found that hotels can do so. It would likely lead to increased job satisfaction and less turnover and make hospitality careers more attractive. It also established the importance of developing a positive work culture through recognition, training, and engagement as a mechanism for retaining people. However, these findings warned that without institutional commitment and long-term investment, such strategies will not produce lasting results.
[bookmark: _Toc200118188]5.2 Recommendations / Practical Strategies
The research findings confirm that the Mercure Daventry Court hotel staff deficiencies had been responsible for degraded customer satisfaction. It presented a set of practical, evidence-based recommendations which address the challenges identified and provide the hotel with practical advice on how it can optimise operations and improve performance more generally. 
1. Development of a Complete Recruitment Strategy: The core problem is a staff shortage, as the hotel does not have qualified people available and willing to work. Thus, the hotel needs to be more strategic in its approach to recruitment, especially looking forward. This encompasses forming partnerships with local colleges and hospitality training centres for the purposes of developing internships and part-time opportunities for students (Wyld et al., 2024). Expanding the applicant pool is simple: promoting opportunities through social media and digital platforms and participating in local job fairs (Ercik and Kardaş, 2024). Furthermore, by making application and onboarding processes simpler, potential candidates could be dissuaded from applying due to perceived barriers.
2. Enhance the Employer Brand: The placement experience also revealed that recruitment and retention in hospitality are based on staff morale and the external perception of working conditions in hospitality (Santos et al., 2023). This can be improved by the hotel in their employer branding. In its simplest form, it involves presenting Mercure Daventry Court as an appealing destination to work with the help of employee benefits and career development opportunities, all set in a positive workplace culture (Liimatta, 2025). Prospective employees are attracted by current employee success stories, testimonials, and transparency around pay structure and work environment (Davern, 2021).
3. Invest in Staff Training and Development: Training not only aids in keeping service standards up but also enhances employee engagement and job satisfaction. The hotel should take this opportunity to hold periodic training courses based on both technical competencies (housekeeping, reception operations, food service) and soft competencies (communication, problem-solving, stress management) (Capua, 2021). Additionally, career progression pathways and personal development programmes can work to retain staff by showing a long-term commitment to their professional development (Kumar and Chansoria, 2021). By aligning these practices with the Job Characteristics Theory, one can increase autonomy, skill variety and significance of the task to enhance motivation (Seqhobane and Kokt, 2021).
4. Introduce Flexible Work Arrangements: Younger generations, specifically of the current hospitality workforce, want work-life balance and flexibility. Flexible scheduling options like split shifts, compressed workweeks or part-time roles could help attract more people to apply and retain those employees who are already present (Dixon, 2022). Regarding the placement, it was noticed that rigid scheduling of work resulted in dissatisfaction among a few employees. In terms of giving employees more choice and input in their work schedules, burnout is reduced, employee wellbeing is improved, and performance improves (Patrick, 2023).
5. Adopt Smart Technology Solutions: The hotel should keep adopting technologies to ease operational pressure resulting from staff shortages by streamlining guest service without denying the human touch (Enes, 2024). The use of self-check-in kiosks, food ordering using mobiles and AI-based demand forecasting tools can help decrease the pressure on the front desk and the food service staff (Fu et al., 2024). But these tools need to be introduced carefully, that is, that they supplement and not replace human interactions, which still are the heart and soul of hospitality.
6. Implement Staff Wellbeing Programmes: A great deal of the research focused on burnout and emotional exhaustion among hotel staff. This is what the hotel could undertake to address it hands down. It could also be in the form of allowing access to mental health support, encouraging regular breaks, and celebrating staff appreciation events (Popely and Uhlir, 2023). To help improve employee retention and retain high-quality service, it is essential for an organisation to build a supportive and communicative work climate that allows employees to feel authorised (Dimitriou, 2022).
7. Build a Contingency Workforce Model: With demand in hospitality an ever-changing equation, the hotel should look at building a contingency workforce through a partnership with a hospitality staffing agency (Do, 2025). With a list of pre-vetted, on-call workers who can be brought in during peak times (holidays, big conferences, and wedding season), the stress on the core staff could be reduced (Hopwood et al., 2024). Ethical, consistent gig-based staffing operates as a practical solution to deal with demand surges (Saikrishna, 2025).
8. Conduct Regular Feedback and Performance Reviews: Continuous improvement depends on feedback mechanisms. Guests and employees should be given a chance to say what they think (Singh et al., 2024). Regular performance reviews and anonymous surveys can help management identify problems early in the game, improve job design and deal with grievances before they create turnover (Essiaw, 2022). Structured feedback tools for guests (digital surveys, comment cards) provide feedback to guests on whether staffing level is having an impact on their experience, and they can adjust their guests based on this feedback (Das, 2023).
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