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The impact of COVID-19 on the tourism industry specifically focussing on the staffing crisis in Food and Beverage.
Executive Summary-
This report discusses the impact of COVID-19 on the tourism industry specifically shining a spotlight on the staffing crisis. A review of available literature provides insights into the issue, both the positive and negative effects that COVID-19 has had on the industry and what organisations can do to both recruit and retain their highly skilled and experienced employees. 
The information presented in this report has been gathered from both primary and secondary sources. 
Reliable secondary sources were analysed to understand how the COVID-19 pandemic has affected both organisations and the sector in Wales and the rest of the UK. Secondary sources provided the opportunity to consider preventative measures other organisations have imposed to retain their skilled workforces. 
Primary data in the form of questionnaires were used to mirror the findings of the secondary research. Details of the primary research conducted can be found in both the main body of the report and appendices. The questionnaires identified that a number of employees within Bluestone National Park are seeking alternative employment- the top reasons for this include:
· Pay and Benefits.
· Morale.
· Career progression.
The report discovers that although many organisations across both Wales and the UK are facing the same struggle recruiting and retaining staff; Bluestone as a business could be doing more to keep hold of their employees. The recommendations discussed within this report include:
· Pay and benefits are the top reason employees are looking for another job. Bluestone needs to conduct a pay review to ensure employees are paid appropriately and competitively. This will help in retaining the current workforce and help attract new employees to the organisation (Paydata 2020).    
· Review and update the flexible working policy. Implement this in food and beverage department. 
· Give employees regular, fair, and predictable working patterns whilst ensuring all food and beverage rotas are accessible to employees at least four weeks in advance. This will help both retain and recruit employees as individuals will be able to balance their competing responsibilities. 
· Launch the Bluestone (Wales) Academy. This will provide training opportunities in the tourism sector from apprenticeships to developing current employees- creating clear career paths. This will improve both individual and team stability (Knowledge), resolve the current retention crisis within the organisation and attract new employees. 
The report and the research conducted as part of this report has limitations. 
Primary research was conducted in the format of questionnaires. These had a lower response rate than hoped- there are some potential reasons for this. The questionnaires were carried out over a short period of time due to tight deadlines. Additionally, the primary research was completed in a close proximity to Bluestone’s Annual Employee survey so many employees had already shared their thoughts and opinions regarding working at Bluestone and desired changes/improvements. Due to this, the data included in this report should be viewed as indicative rather than conclusive. 
The report itself will be presented to the senior management team at Bluestone National Park as it provides recommendations for resolving the ongoing issue with both recruitment and retention caused by the COVID-19 pandemic. It has also been prepared for submission as part of a CIPD Diploma in Applied Human Resources at the University of Wales Trinity Saint David. 
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Introduction-
Momentous changes are raising unprecedented HR challenges in a period replete with risks, disruption, and societal upheaval (PWC 2018). The COVID-19 pandemic is sweeping the world reaching the UK in late January 2020 causing a significant decline in economic activity seriously affecting the UK labour market. This infectious disease has led to a reduction in the demand for goods/services in the Food and Beverage sector and the ability of businesses to supply products causing many businesses to cease operations.   
Bluestone (Wales) National Park Resort is a family-run private sector business with over 700 employees based in Pembrokeshire (Business Wales 2016). Bluestone’s business purpose is to provide a ‘spirited visitor experience’ which inspires memories allowing guests to leave with their ‘inner selves relaxed and refreshed’. To achieve this, Bluestone has built 300 luxury self-catering lodges and cottages (BluestoneWales). 
As an organisation, we realise that this is not possible without our employees. Employees are our greatest asset as they are key to achieving the organisation’s strategic plans and objectives. In 2021 so far, the Food and Beverage department has lost 51 employees- from F&B Assistants to Head Chefs and Duty Managers. As a department of 160- the loss of each employee comes at a significant cost to the organisation. Therefore, it is essential to discover why employees are leaving the organisation and what Bluestone can do to prevent this occurring.
Aim-
To discover the effects of COVID-19 on the tourism industry specifically focusing on the recruitment and retention in Food and Beverage. 
Objectives-
· To discover if the COVID-19 pandemic has had a positive or negative effect on the tourism industry. 
· To collate primary research to discover the effect COVID-19 has had on Bluestone National Park Resort. 
· To make recommendations to minimise the staffing crisis.
· To make recommendations for business recovery and future planning. 










Literature Review
Information in this report was sourced from a variety of reliable sources- both primary and secondary. These are all recorded in the Bibliography. 
When a crisis such as COVID-19 occurs, the entire tourism industry is forced to change the way they operate. Bluestone falls into the food and accommodation sector, one of the hardest hit sectors by the pandemic. COVID-19 and the subsequent lockdowns caused forced closures, limited trading times, reduced customer capacity and restrictions. Constraints were placed on mixing between households, alcohol, and table-service only requirements (Hutton and Foley 2021). These new rules and regulations contributed to high levels of uncertainty for all employees and required quick responses from both the sector as a whole and Bluestone to minimise the negative impact on both employees and customers (Ritchie and Jiang 2019). Hutton and Foley (2021) state that the hospitality sector has seen the biggest economic decline out of all other sectors since the pandemic began. In April, economic output was 90% below pre-pandemic levels. 
Wales has the highest proportion of hospitality business, representing 5.5% of all businesses and (GOV.UK2020) employing over 170,000 people (NOMIS 2021). However, this figure fell by 6% from March-September 2020 (ONS 2020) and is expected to increase. This will have a substantial negative impact across Wales as these jobs are vital in our communities. 
In the tourism sector, both recruiting and retaining employees is becoming a growing problem. 
1.1- COVID-19 and Recruitment 
The hospitality and accommodation industries are fighting back- but not without challenges. The number of job vacancies have risen by 77% but individuals applying for the roles has fallen by 82% (Staff Canteen 2021). 
According to research conducted by UK Hospitality, there is a shortage of over 188,000 hospitality workers. Now restrictions are lifting, and customers are desperate to dine out again- the hospitality industry is struggling to find enough staff to open. One example of this is Le Gavroche, which is a two Michelin-starred restaurant based in London. Due to a lack of staff, the restaurant has been forced to postpone all lunch services at the restaurant until ‘further notice’ (Staff Canteen). 
There are an estimated 11,000 chefs missing from the industry (Staff Canteen). There is growing concern over this shortage and the subsequent impact it is having on the industry. Practically every restaurant in the UK is facing a staffing shortage, including Bluestone. But what can be done to resolve it?
· The hospitality industry is perceived as a low-skilled temporary sector where staff are expected to work long hours for low wages. This perception of hospitality needs to be changed to make the industry attractive to work for (BBC News 2021). 
· Organisations need to engage with schools, colleges, and universities to encourage and promote the industry. 
· The Kickstart scheme subsidises six-month work placements for young people. It is aimed at stimulating the hospitality and tourism industries and tackling unemployment post COVID-19 (Gilbert 2020). 
· The Government have pledged to make the reduced rate VAT permanent and double the employer contribution to National Insurance. This gives businesses the opportunity to grow and pay higher wages (The Caterer 2021). 
· Enhanced training and apprenticeships. 
1.2- COVID-19 and Retention
The BBC (2021) reported that more than one in ten UK hospitality workers have left the industry in the last year. 
The Coronavirus Job Retention Scheme (Furlough) was launched by the Government in Spring 2020 with the aim to prevent redundancies and enable employers to retain their employees. The Government paid 80% of the wages of people who couldn’t work due to the COVID-19 pandemic up to a monthly limit of £2,500 (Lawrie 2020). Furlough prevented a spike in national unemployment rates. 
However, it gave employees a chance to reset their expectation of work and working cultures meaning many decided to move away from working in hospitality. There are many reasons to this, including- job security, financial reasons, or flexible working opportunities elsewhere. Working in hospitality provides employees with many transferable skills.
In Bluestone, the Furlough scheme prevented any redundancies from being made. However, as our employees were furloughed from work for a prolonged period of time- we lost a number of highly skilled individuals to temporary (which then became full-time) contracts in supermarkets and the NHS. 

Pre-COVID the three most common strategies to retain employees in food and beverage organisations were to increase pay, add benefits and offer career advancement opportunities. However, most job vacancies in the sector look similar as the majority of organisations offer these perks (Restaurant365). 
To retain employees, organisations need both stand out and deliver on their promises. Potential retention strategies include:
· Companies that want to retain their workforce need to ensure they are offering and delivering on career advancement opportunities through learning and development initiatives. Hospitality positions are often perceived as low skilled and temporary positions- creating development plans and creating clear career paths for employees will offset this perception. 
· Recognise hard work. This simple approach is proven to boost engagement an prevent voluntary turnover.
· Better working patterns and shifts. The hospitality industry is known for long and unsociable working hours- giving employees regular, fair, and predictable working patterns will improve their work life balance and reduce stress (Knowledge). 
· Companies should ask for and act on feedback from their employees. This will help organisations discover preventable turnover reasons and address them urgently (AllWork.Space 2021). 





1.3- The Positive and Negative Impact of COVID-19.
The COVID-19 is one, if not the biggest challenge that most businesses have had to tackle. The true long-term effect of it is yet to be discovered. Unfortunately, some organisations did collapse due to the unexpected pressures but amongst this devastation- a surge of determination, creativity and adaptability grew (SSBR 2021). 
Digitalization is a huge positive to come from the pandemic especially in the hospitality and tourism sector. As restrictions were imposed, bars, cafes and restaurants were forced to change the way they work. The shift from order pads and pens to digital tablets or apps for customers to download on their phones soon occurred. This is beneficial for the environment too.  
The COVID-19 Job Retention Scheme (furlough) has meant that redundancies have been kept to a minimum preventing a spike in national unemployment. 
COVID-19 has meant organisations have had to change their attitudes to encourage home/flexible working wherever possible. In departments such as food and beverage where this traditionally wasn’t possible, employers have had to make crucial changes to be able to retain their employees and survive this staffing crisis. Employees are demanding a less stressful, healthier lifestyle where they can balance work and competing responsibilities such as childcare and caring responsibilities (Mullen 2018). 
‘Staycations’ are becoming increasingly popular now restrictions are being lifted. 
However, according to People1st (2020), 87.4% of organisations report that COVID-19 has had a negative impact on their business. One reason for this is the restrictions imposed affecting restaurants, cafes, pubs, and other venues and how they can serve and accommodate their customers. Balancing social distancing and hygiene and profits became a battle for organisations (ICAEW). 
Additionally, the Furlough scheme was implemented to safeguard jobs- however in the last year more than one in ten UK hospitality workers have left the industry (BBC News 2021). This is causing a staffing crisis as organisations up and down the UK are struggling to both recruit and retain employees.  
Team building and morale have also taken a hit. This is because many individuals working from home have struggled especially those who need supervising, who work best in a team environment and new starters. 









Research Methods
To reinforce this research report, alongside information gathered through secondary sources primary research was also conducted. To do this, a quantitative questionnaire composed of both multiple choice and open-ended questions was distributed amongst 37 food and beverage employees. Our F&B department is composed of two separate teams- the Village and Leisure. I distributed this questionnaire amongst the Leisure team because they are especially struggling to retain employees. 
Questionnaires are one of the cheapest and easiest way of gathering a large amount of information when working on a tight timescale. They offer the highest possible honest return rate as employees can maintain anonymity (Munn and Drever 1990). 
If timescales were different- primary research could have been conducted using sampling. This is defined as ‘systematically selecting a relatively small number of representative items or individuals from a pre-defined population.’ A key feature of sampling is the ease of assembling a group of randomly selected individuals to represent the population (Nigam 2017). Sampling gives the researcher and respondents an opportunity to build a good rapport- this can produce more honest/accurate responses giving the respondent the opportunity to expand on their answers (Account Learning). However, this would have been difficult to conduct due to social distancing. 
Ethical implications were considered throughout all stages of this research (Appendix A). 
To gather information, opinions, and ideas from as many staff as possible, the questionnaire was distributed electronically via SurveyMonkey. This site ensures that employees have the choice regarding participation whilst guaranteeing anonymity. An electronic survey rather than the use of paper surveys also falls in line with Bluestone’s current organisational objectives. The organisation is striving to become more environmentally aware and do all they can to minimise their impact on the surroundings. The resort has gone paperless wherever possible- this is just one method used to achieve one of Bluestone’s environmental organisational objective. 
The questionnaire was completed by 14 food and beverage employees. To analyse the results, the Survey Monkey analysis tool was used. Results from primary research were compared to findings from secondary sources to identify any similarities, major differences, trends, and recommendations for the future.  
Limitations
Primary research was conducted in the format of questionnaires. These had a lower response rate than hoped- there are some potential reasons for this. The questionnaires were carried out over a short period of time due to tight deadlines and poor planning. Additionally, the primary research was completed in a close proximity to Bluestone’s annual employee survey so many employees had already shared their thoughts and opinions regarding working at Bluestone and desired changes/improvements. 





Findings
All questionnaire results were analysed (Appendix B), a summary of these can be found below:
· 5 (35.71%) respondents agree that they are actively seeking alternative employment, despite this 64.29% of employees who completed the questionnaire said they would recommend Bluestone as an employer to their family and friends. 
· 46.15% of respondents either strongly agree or agree that they feel valued within the organisation. However, 30.77% of them neither agree nor disagree and 23.08% disagree with this statement. 
· 30.77% of employees are unhappy at work. 
· All respondents are aware that Bluestone offer some company perks. However, employees state that all ‘perks’ are ‘geared towards those with children’, ‘more could be offered’, ‘pay isn’t competitive’ and ‘COVID has meant I cannot use my benefits’. 
· 50% of employees neither agree or disagree to having the opportunity for professional growth and career progression in the organisation.  
Findings indicate that 35.71% of employees are seeking alternative employment- similar findings were found in the secondary research completed as The BBC (2021) report that more than one in ten UK hospitality workers have left the industry in the last year. This demonstrates that there is an industry-wide issue with retention and more needs to be done to keep hold of our highly skilled employees. In the primary research conducted, 50% of respondents neither agree or disagree that they have the opportunity for career progression and/or career growth. To retain these employees, clear development plans need to be implemented and progressive career paths planned- otherwise the organisation risks losing these highly skilled employees. Clearly, from both the primary and secondary research conducted pay, benefits, morale, and lack of progression opportunities are the main reasons for employees wanting to leave the organisation and/or industry. 

64.29% of employees who completed the questionnaire said they would recommend Bluestone as an employer to their family and friends. When respondents were asked what elements of their job do, they enjoy- 50% of respondents state that Bluestone employees are ‘one big family’. Another respondent stated that in Bluestone’s Food and Beverage team, consistent contracted hours can be offered all year round, compared to most other jobs in the industry especially those in Pembrokeshire are listed as seasonal positions. This is hugely beneficial in Bluestone’s recruitment drive. However, according to findings from both the primary and secondary research; pay and company benefits need to become more competitive to attract individuals to the industry and career advancement opportunities need to be clearly advertised and encouraged. This will be beneficial in solving the Food and Beverage staffing crisis. 











Conclusions 
To conclude, COVID-19 overall has had a negative effect on Bluestone National Park Resort due to the growing struggle to recruit and retain staff and the subsequent loss of both skills and experience. However, as an organisation we cannot ignore the positives. In less than 3 weeks, we transformed one of our Food and Beverage outlets into Ysbyty Enfys Carreg Las- a COVID-19 Field Hospital. The COVID-19 Job Retention Scheme prevented any redundancies and lastly, Coronavirus has transformed the way we work as an organisation- Bluestone now offers flexible and home working opportunities allowing employees to have more autonomy over their work and improve their work-life balance- to prevent the high turnover of staff this now needs to be extended to the F&B department. 
Recommendations  
Based on the findings of both primary and secondary data, the following recommendations can be made to resolve the food and beverage staffing crisis:
· Pay and benefits are the top reason employees are looking for another job. Bluestone needs to conduct a pay review to ensure employees are paid appropriately and competitively. This will help in retaining the current workforce and help attract new employees to the organisation (Paydata 2020).    
· Review and update the flexible working policy. Implement this in food and beverage department. 
· Give employees regular, fair, and predictable working patterns whilst ensuring all food and beverage rotas are accessible to employees at least four weeks in advance. This will help both retain and recruit employees as individuals will be able to balance their competing responsibilities. 
· Launch the Bluestone (Wales) Academy. This will provide training opportunities in the tourism sector from apprenticeships to developing current employees- creating clear career paths. This will improve both individual and team stability (Knowledge), resolve the current retention crisis within the organisation and attract new employees. 
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Appendix B- Blank Questionnaire

The Food and Beverage Staffing Crisis
I am currently conducting a questionnaire regarding the issue with both recruiting and retaining employees specifically in the Food and Beverage department. I am conducting this questionnaire on behalf of Bluestone. 
Your participation in this questionnaire is completely voluntary meaning there is no obligation to complete it. If you feel uncomfortable answering any of the questions, you can withdraw at any point. This will not affect your employment in anyway. 
All responses and data gained from this questionnaire are anonymous and treated with the strictest confidentiality. 
It is very important for us to gain your thoughts, feelings, and opinions so we, as an organisation can change the way we work and make improvements where needed. 
By completing and submitting this questionnaire, you will be giving consent for the information to be used in our company research. 
Please feel free to contact me if there are any questions. 
Thank you very much for your time and support. 
1. How long have you been employed here at Bluestone?
2. I feel valued as an employee
3. How happy are you at work? 
4. What elements of your job do you enjoy?
5. Are you satisfied with the company perks that you are receiving?
6. Do you feel that you have the opportunity for professional growth and career progression in this organisation?  
7. I am actively looking for another job
8. Based on your overall experience with us, how likely are you to recommend Bluestone to your friends and family?










Appendix C- Full analysis of questionnaire results
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Question 2- I feel valued as an employee.
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Question 3- What elements of your job do you enjoy?
· Working in F&B.
· Guaranteed hours all year round compared to other jobs in this area. 
· I used to enjoy meeting the visitors but now they complain a lot and aren’t so happy. 
· Meeting new people. 
· Pay day. 
· Seeing my friends. 
· Every day is different.
· Meeting lots of different people. 
· The team. 
· All of it!
· One big Bluestone family. 
· Fellow workers. 
· Every day is different. 

Question 4- What company perks do you receive? 
· I haven’t used any yet. 
· Staff points, discounts, and swimming. 
· Not many. 
· Wellbeing programme, staff points and discounts. 
· Lots. 
· Bluelagoon tickets. 
· I have stayed before. 
· I come onto park for food. 
· Staff discounts and Bluelagoon tickets. 
· Lots- staff discount, point scheme, share plan, progression, and free days out.
· Bluelagoon and Kidz Camp. 
· Staff discount/points. 
· Staff discount and share plan. 
· Wellbeing scheme. 

Question 5- Are you satisfied with the company perks that you are receiving? Why? 
· Not sure. 
· Looking forward to receiving shares once I have worked here for a year. 
· Could be more. Want to bring my family in but not allowed during COVID. 
· More wellbeing programmes. 
· No. 
· Free swimming. 
· Price of stays has gone up, but points haven’t. 
· 20% food is good. 
· Nothing is geared towards staff without children. 
· Yes, I love being able to spend my staff points in the spa. 
· Yes.
· No, pay isn’t great compared to rest of industry. 
· No, haven’t got children so most aren’t great for me. 
· Personally, don’t feel like enough is offered. Company benefits should increase with service- for certain milestones private medical insurance, extra annual leave etc could be added. 




Question 6- I have the opportunity for professional growth and career progression in this organisation?
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Question 7- I am actively looking for another job. 
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Question 8- Based on your overall experience with us, how likely are you to recommend Bluestone to your friends and family?
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