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Executive Summary
This is consultancy report prepared by the SB Solutions on request of the Little Haven Hotel Limited. The report is based on the problem of employee shortage and technological bottle neck faced by the Little Haven Hotel, South Shields. 
The main purpose of SB Solutions here is to identify the reason of employee shortage and look for possible solutions. Furthermore, this report will also investigate any technological problem that the Little haven Hotel may be facing and find for the best solution.
The report found that, due to lack of experienced and skilled employees UK hospitality industry will lose £21 billion in 2022 and 2023. This shortage is created due to the global pandemic and then the Brexit. Research found that, hospitality industry lost 200,000 skilled and additional 200,000 semi-skilled workers since the Brexit referendum. The Brexit only created 7.9% vacancy in the hospitality industry. Vacancies created by the covid and Brexit 81% of those vacancies are from the front of the house. As front office is the face of any hotel the Little Haven Hotel is also struggling in the front of the office.   
To add with the misery, covid 19 and the Brexit showed the inevitability for technological conversion on the hospitality industry. Despite the presence of technology within the hotel business, it still has not been appropriately utilised. This may be due to the lack of cash flow and liquid asset of the hotel.  
It was reported that by 2029 smart technology industry of the hospitality industry will grow to $117.26 billion. This increase triggered due to attract the millennials and gen Z market. However, it is not only to attract the customers but also the employees and other workforce that they must take care of. 
In order to help and resolve the issue of employee shortage of the Little Haven Hotel, through investigation is carried out. During the investigation, a questionnaire is designed and distributed among the management and general employees. Responses from the questionnaire then carefully taken and analysed. 
According to the response in the questionnaire, employees believe that they were not properly inducted during the recruitment process. Thus they are not aligned with the company aims and objectives. Furthermore, majority of the employees does not feel welcomed in the hotel due to lack of introduction during their recruitment. Moreover, almost all employees believe that they are not well trained and they do not get any training to develop themselves in order to serve the customers. Few of them thinks employees are well trained but due to their lazy nature they do not perform their duty accordingly. These bring the attention to employee motivation.
Employees, especially post covid time does not feel motivated and they look for new jobs also. This caused due to their financial instability and fear of losing the job. Younger generations are also not that keen on joining in the hospitality industry due to the rumour of low pay. Employees are also tired of working overtime and long shifts.  
To minimise the employee shortage problem, hotel need to properly welcome its new comers. This will make feel them welcomed and aligned with the company objectives. Therefore recruitment and selection process should be carefully designed and monitored to keep employees well aware of the business goal.
Employee training and development is essential to survive in competitive market like hotels. Training provides employees opportunity to develop their interpersonal and leadership skills. This paves the way of future leaders for the business and furthermore, trained employees can cover many aspects of the hotel business. 
Employee motivation in term of financial and psychological both needs to be placed to retain existing employee and attract younger generations. It is reported that self-motivated employees are 43% productive than those who are not motivated. One of the way to motivate employees is to provide them with flexible working hour. This not only a free form of motivation but also feel them empowered which reduces lateness and absenteeism.
Use of hospitality based technology like IoT and chatbots are very common in hotel industry. These services fulfil expectation for both guests and employees. Use of these technologies helps guests to have control over their rooms and gain access of other hotel services without help of front office or housekeeping employees. Thus hotel employees can take care of other unattended customers and fulfil their requirement.  
Introduction
Hospitality industry is one of the most affected industries due to covid- 19 pandemic. Bejarano (2022) believes that despite of lifting the restrictions there are still some issues that need to be addressed in order to recover the damage this pandemic caused.
Travel Weekly (Leonardo, 2021) reported that despite of having 62 rooms the Little Haven Hotel’s net worth is negative £304,211 in 2021. Furthermore as of 2021 its current liability is £826,362 which is £81,864 more than 2019. Whitfield (2022) reveals in the Business Live that once the Covid restrictions had been lifted due to its operational and administrative expenses the hotel is in £2 million debts. Moreover, they are struggling to entertain the guests due to labour shortage. 
Sheehan (2022) added lack of resources, brexit and misconceptions about the low pay putting younger generations off hospitality industry. Apart from shortage of labour, introduction of new technology is also a massive challenge for the hotel. As younger generations of the UK are becoming the major consumers of the hospitality industry and tapping into their expectations need to the addressed. Social media is at the fore front of this generation and providing them with smart room service. Herz (2022) strongly believes that face to face communications are important but this can be done more efficiently with the help of technology. Since gen Z and millennials are more into sustainability and environmentalists, it is important to recognise their expectations and businesses need to address those technological changes.  
To address above issues and find solutions, this report will be prepared for the Little Haven Hotel. During this report, SWOT analysis will be carried out to identify the nature of the changes and the strength, weakness, opportunity and threats lurking ahead due to these changes. 
Besides to evaluate external environment and the industry itself, PESTEL analysis will be conducted. With the help of PESTEL analysis hotel management can identify local and national MACRO environment. On the basis of these analyses they can make future decision. 
The evaluate analysis present employee and management morale and their expectations one survey will be conducted. The survey will provide raw data to work and develop current problems. 




















Scope & Analysis
The Little Haven Hotel is situated in South Shields, just 35 minutes away from the Newcastle Airport and 0.16 km away from South Shields city centre. This hotel is established on March 1997 and renovated on 2012. As of 2021 the Little Haven Hotel’s total current asset worth £94,115 whereas total current liability is £826,362 (Company Check, 2022)
With 65 bedrooms, the Little Haven hotel is local destination for wedding, anniversary and birthday celebration. The area is rich in British heritage and culture. South Shields distinctive red lighthouse is within walking distance while Arbeia Fort is at the end of the bay. The Beamish Museum and Bedes World are just few of nearby attractions of the hotel (The Little Haven Hotel, 2022). 
Stunning views of Little Haven Beach and the River Tyne can be seen from Little Haven Hotel’s Boardwalk restaurant. The restaurant offer full range dining experience from breakfast, lunch, afternoon tea and dinner. Restaurant also offers Sunday Carvery lunch. 
According to the tripadvisor (2022) website Hilary C was disappointed during her stay in October 2022 and found employees were rude. Besides Markandkm also reviewed the hotel with one star as he thinks employees don’t care about the service. In January 2022, William H had bad experience with cold food from the restaurant. However, Jonnnoo gave a mixed review regarding the hotel. He found that the staffs were very friendly and polite but covid 19 prevention adherences was not up to the mark. He rated the hotel with one star. On the other hand, Dunnitall from Garstang gave this hotel a five star. He thought, hotel is located in the perfect location. Not too far from the city but closes enough to enjoy the stunning view of the North Sea. He thinks this is a ‘Hidden Gem’ in the North East. Another tripadvisor (2022) user Kerry1106 describes this hotel as an amazing wedding venue. According to her review, the hotel is reasonable in price, employees were helpful and they had enough space in the hall area to roam around and enjoy the evening.   
Hitched (2022) reported the Little Haven Hotel with a five star. County Wedding Magazine (2022) added by saying that combination of extensive Banqueting facility and quick access to the Newcastle Airport makes the Little Haven Hotel perfect for weddings. Its near proximity to the metro station also helps local guests to access this hotel and adjacent beach provide them added benefit among its competitors.  
SWOT analysis provides an insight of businesses internal strengths and weaknesses as well as external opportunities and threats.    	
Phadermrod, Crowder & Wills (2019) believes that swot analysis provides organisational visibility to its management. This evaluates the overall performance of a business and finally, it provides organisational brainstorming. This provides insights based on its strength, existing opportunities and foreseeable challenges. 
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As discussed earlier, the Little Haven Hotel is situated in a popular location and can be accessed easily using bus, metro or plane. The hotel itself has a parking space for 100 guests’ car (Need a Disco, 2022). Hotel consists of 65 rooms with a restaurant modishly set in the glasshouse overlooking Little Haven Beach and the water front. 
On the other hand, Office for National Statistics reported that, as of September 2022 North-east region (2022) of the UK has the second highest unemployment rate (4.2%). The report also found that 28.3% unemployment rate aged 16 to 64 years. This means less spending ability among gen Z and millennials. Furthermore, the hotel has very limited current asset yet its current liability is more than previous years and its net value is in negative figure (Company Check, 2022). It is reported that Brexit caused a huge chaos in the UK hospitality market. Barnes (2022) reported that UK hospitality industry lost nearly 200,000 skilled international workers as effect of Brexit. Pandemic and the Brexit caused 7.9% vacancy in the hospitality industry, highest of any industry. 
Despite of having eight 3* hotels in South Shields, only the Little haven hotel has its own beach area in their premises (Trip, 2022). This provides huge opportunity to the hotel and provides competitive advantage over others. Managing Director, Heather Hollingsworth believes that vaccine roll out has provided people the assurance to book holiday. Brownson (2021) reported in the Shields Gazette that, the hotel installed automatic temperature check device at the entry point of the hotel. Lobby area and rooms are equipped with automatic humidifier that kills germs and bacteria. Online concierge can be a great addition for this hotel to minimise face to face interaction to avoid covid 19. Finally, government is providing one-off grants to each business in the hospitality industry (gov.uk, 2021). This will provide hotels financial boost on the wake of Omicron variant. 
Threat of new entrains in this industry is always there. However, due to size of the market and spending ability of the locals will be hard for new businesses. Hutton, Irvin and Foley (2022) reported that in 2020 and 2021 total share of the hospitality industry was 1% lower than previous years. Besides due to negative cash flow many businesses are in threat of becoming bankrupt. The problem of investing in technology is its ever changing nature. Besides it’ll cost hotel to train employees to use new technology for employees. 
PESTEL analysis helps businesses to evaluate the impact of its external factors. It is used to strategising and to evaluate probable opportunities and threats comparing current macro environment. Such analysis helps top anticipate future change and strategise to minimise any negative impact of threat particular change (CIPD, 2021).

	Political
	Environment
	Brexit

	Economical
	
	Investment in technology

	Social
	
	Training local people for employment

	Technological
	
	Install and use of advance technology

	Environmental
	
	Covid 19 protocol

	Legal
	
	Employing skilled people from outside UK


 
Since the referendum regarding UK’s exit from the EU, hospitality sector lost 400,000 skilled and semi-skilled migrant workers. Farazad (2020) mentioned that pre-brexit, EU-nationals and many whom were employed in the hospitality sector were free to enter UK without any permit. Now those people doubt if they will manage to stay or they will be put off upon their arrival at the UK. Furthermore, businesses are also facing employee shortage and if they need to offer work permit to those migrant employees to keep them in the UK and for those legal reason this will have financial impact on the hotel.  
The UK Hospitality (2022) reported that, employee shortage will result £21 billion lose in the trade in 2022-23. Furthermore, 81% of those vacancies are from the front of house. 
Moreover, covid 19 introduced smart hospitality concept. Data Bridge Market Research (2022) published that by 2029 Smart hospitality market will have a growth of $117.26 billion. Through this growth hospitality industry will provide digital in-room entertainment to improve guest experience. Many hotels are already offering smart hospitality solutions and technologies like digital concierge, during the pandemic helped hoteliers to minimise human interaction to prevent spreading corona virus and continue serving its guests. Despite of lifting the restrictions, in 2019 the InterContinental Hotels Group announced a new 95-room venture with cutting-edge technology to entertain guest with one of a kind experience (Data Bridge Market Research, 2022). 
Introduction of new technologies like cloud-based property management (PMS), mobile check-ins are becoming popular among big brands. These systems efficiently helping hotels to manage and organise properties and customer experience (roomraccon, 2021). 
Finally, investing in technology is not the solution; again it needs workforce to maintain those systems. There for it is businesses social responsibility to train and employ local people to operate that technology. Furthermore, it is quite common that, these technologies get obsolete bugs and cyber security. Therefore it cost money for maintenance and keep employees up to date with the system. 
		








Main Body	
It is evident that the Little Haven Hotel is struggling due to staff shortage and is on threat due to use of advanced technology in the hospitality industry. In addition, hotel is struggling to pay its due to the creditors and in 2021 they reported they had £826,362 outstanding to creditors and only have £94,115 of total current asset (gov.uk, 2021).
Before identifying probable solutions of the problem, Little Haven Hotel management need to consider the impact of such change in their day to day operation. Green & Cameron (2020) suggested that, change management is a controlled identification of certain issue and implementation of solution required to overcome that particular problem. Lewis & Marion (2020) added by saying that, change management is a process by which people go through planning to initiating to controlling and finally stabilising a certain situation for the betterment for the business. Due to the pandemic and brexit issue hospitality industry is struggling with shortage of man power it is necessary to rethink the strategy and future plan. Before applying any change according to the 80-20 rule, 80% of the outcomes derived from 20% of the effort (Hindle, 2008). Management need to accept the change and have changed their managerial style according to the situation. 
According to Lewin’s change model firstly hotel management need to unfreeze from current situation (Levasseur, 2001). They need to identify the reason of change and what needs to be changed. After that, they need to manage and understand the doubts and concerns among employees. 
Right now due to global pandemic and economic turmoil, businesses need to think about existing employee’s mental health. There is already shortage of staffs in the hospitality industry and if employees get mentally upset with the management, this is the last thing the management will have. Therefore keeping employee moral high during the change is vital to apply and implement new strategy. 
During the transition period everything will seem different. Employees will lost their control over situation and output of every task will be uncertain. Finally there will be additional workload on every employee (Kotter, Smith & Duberstein, 2011).    
On the other hand, management need to emphasise on educating employees the growth opportunity especially post pandemic world. Furthermore, employees also need to realise and appreciate the reason of change and their respective role in the process. Due to collaboration throughout the process relationship among employees and organisational culture will develop (Pedro & Nuno, 2021). During the process of change management employees feel ready to tackle any problem that may they come across claimed by McCalman & Paton (2008). This give sense of togetherness and thus they work as a team to achieve business goals. 

· Possible Solution- Employee Shortage
In order to minimise employee shortage, training existing employees is a vital task. Considering the third stage of the Star Model, processes, it is essential to offer adequate training to the employees to define the hotel objectives (Indeed, 2021). It should be done in bottom-up process so that employees from each level know their respective duties and responsibilities.
Secondly, adaptation of advanced technology can be another option to tackle the problem of employee shortage. According to Smith (2021) 87% of the industry worldwide agreed to adopt new technology after experiencing previous two years of global turmoil. Although using technology can provide solution for short-term but in hospitality industry human touch is required to provide customised experience to the guests. Although this could provide short-term solution but businesses need to invest heavily to update and maintain such technology. 	
Induction process is vital for any organisation yet it can be easily neglected by many businesses. Ensuring proper on boarding process not only align new employees with the business objective but also strengths team & foster loyalty. Proper on boarding process eliminates miscommunication among newly recruits and management (Gong, Huang & Farh, 2009). At present due to financial problem the Little Haven Hotel is neglecting on boarding process of new employees. This is a bad practise and this is a major reason for their employee shortage. 
Fourth stage of Star model is motivation and reward, which is another option to attract younger generations in hospitality industry (Khan, 2020). Twum-Darko (2016) suggested that, pandemic has changed employee dynamic. Currently employees are no longer satisfied with common hygiene factors like work condition, company policy, salary safety or security. Rather they look for, according to Maslow’s hierarchy of needs; self esteem, desire to be respected, self-fulfilment and self-actualisation (Cadiat, Probert &. Pichère, 2015). Herzberg also identifies these factors as motivators.  
The pandemic and brexit contributed to current employment shortages in the hospitality industry, but the issues facing those in hospitality industry actually became difficult, because guest requirement increased at the same time. This is particularly noticeable with tasks like safety and hygiene issues. This it is important to manage guest expectations using hotel website and social media. For these reason self-service options and services like explaining menus are more limited. It is very good to see that, the Little Haven Hotel is already using hotel website to caution guests regarding notice due to weddings and functions.   
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						(Little Haven Hotel, 2018)
Many businesses are offering flexible shift patterns to attract employees to work extra hours. According to Pendlebury (2021), 83% hotels are providing flexible shifts and 81% hotels are investing on employees personal development programme. The report also suggests that, 80% establishments are attracting younger generations by offering 80% increased bonuses and 77% of the hotels offers free meals to its staffs. These incentives are removing the age old false claims regarding lower pay in the hospitality industry. 
Gladwell (2021) reported in the BBC that 70% of the employees from hospitality industry felt overworked and abused by either guests or management. As businesses are fighting for its existence, work culture could have as much impact as higher wages. Thus hotels need to come out from mandatory over working culture, respecting employee’s time off, promote equal and harassment free culture. 

· Possible Solution- Technology
One of the biggest changes hospitality industry went through is probably going contactless idea. Due to covid 66% establishments adopted contactless technology like mobile-check-in, in-room technology, virtual room keys etc introduced in big hotels (Stay n Touch, 2021). The report suggests this trend will continue to rise throughout 2022. 
To meet guests’ demand 24/7, chatbot as a digital concierge became popular during the lockdown. Hotels like the Cosmopolitan (Las Vegas), Zairo Hotel (Madrid) uses AI powered chatbot. Chatbots can communicate in more than 20 languages and can handle more than 80% requests from the guests (Joshi, 2021).
Another blessing of hospitality technology is IoT. This service enables guests with greater control over the room environment. Hotel Tech Report (2022) published that 47% of hotel executives claims that they are using IoT in their hotel rooms. With the help of IoT guests can change room temperature, lighting, door locks without help of housekeeping. Furthermore, IoT and its smart technology senses human presence and automatically reduce energy consumption thus saves money (igor, 2020).  
According to Clemente (2020), modern data platform and advanced data handling using their Marriott Bonvoy app driving Marriott International to the success. IBM data scientists mapped the customer data across the brands and through that information they yielded even greater value in current era. The Little Haven Hotel is currently using the PMS system and register book to store customer’s data. This is quite time consuming and not that efficient. However, due to the size of the business it is still manageable but not efficient. 

Findings & Results
The previous sections have considered a series of system evaluation techniques. But documentation of those data and use the result is vital for the hotel. This chapter serves as an explanation of findings from primary (questionnaire) and secondary research. 
Let us begin with the data collection techniques. Bocarnes, Winston, &. Dean (2021) suggested there are two types of primary research available- quantitative and qualitative research. 
According to Sapsford and Jupp (2006), qualitative data is used to confirm or deny assumptions and theories. They added by saying that, such research technique is used to generalise facts about a certain issue. Common methods of quantitative research are experiments, tests, questionnaire with closed-end questions etc. Quantitative data can also be collected from market reports, government reports etc.
 On the other hand, Elswick (2017) suggests that qualitative data collection used to gather and understand concepts through participants’ response from interviews with open-ended questions. Interview, focus groups, observations & notes are 	the source of qualitative data collection. 
In this report researcher decided to undertake quantitative data collection method. Qualitative research method focuses on testing hypotheses rather focusing on ideas and focusing on theories (Streefkerk, 2019). Also quantitative data can be presented as graphs and statically whereas qualitative data can only be represented by summarising, categorising and interpretation (Anastas, 1999). Flick (2018) argued about the size of respondents of both research methods. He suggests that quantitative data collection for primary research needs large amount of sample than qualitative method. Or such research might be biased due to time constraints and nature of the respondents. That’s why questionnaire will contain couple of open-ended question to get qualitative data from the respondents.      
As it was disclosed earlier that quantitative data collection will be used for this report and therefore two sets of respondent will be given same questionnaire (Appendix- A) to assess and judge their responses. Two sets of respondents are from the management and general employees and total number of respondents is 57 (general employee- 44 & management- 13).

· Analysis

Employee Induction (General Employee)
General employees were asked about their induction session during their recruitment in the Little Haven Hotel. Out of 44 general employees, only 37% of the employees had a proper induction. And the rest didn’t have proper induction during their transition to the hotel. Due to such problem, employees are not aligned with the hotel objectives and goals. Thus during the change due to the pandemic and brexit they could not cope up with the change and take responsibility. 



Employee Induction (Management) 
In contrast, about 84% of employees from the management never received any induction. As this is a family run business it is quite common to not having any induction. This may the probable reason of not emphasising on employee induction process. 
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Both sets of respondents were agreed on lack of training of the employees. This is may be due to the size and culture of the business. However, this culture needs to be changed in order to go through the change. Skilled employees can cover up the shortage of employees with their knowledge and experience. Despite training employees is a big cost for the business but to sustain in current business it is necessary to train employees with contemporary hospitality skills.
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Different types of employees have different expectations from the business. For example, general employees are more into the financial benefits, health care and good working environment. Which are considered as hygiene factors by Herzberg (Lee & Lee, 2022). However, due to financial and organisational position, management are emphasising on motivators’ factor like self-esteem and self-actualisation (Bassett-Jones & Lloyd, 2005). 

[image: C:\Users\SadrilKalam\Downloads\4.jpg]
36 out of 44 employees feel they are working with a very tight schedule. On the other, management provided 50-50 response on the question of flexible working schedule. CIPD (2022) reported that, 13.1% of businesses in hospitality industry is using flexible time schedule. Such initiative provided increased ability to attract younger generations and motivates experienced and high-performers. Besides reduced absenteeism this gives employees sense of responsibility to work outside of their job description. Finally, it lowers office overhead cost and has a positive impact on the climate.  
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Use of technology is a double edged sword for the employees of the hospitality industry. Many advance technology is taking place of human involvement.  Employees may be in fear of losing their jobs with the implementation of these technologies. For example, Revfine (2021) reported that, a chatbot can help increase the number of bookings by supporting guest’s throughout the booking journey online. This partially eliminates the need to a booking manager or executive. Furthermore, AI-based chatbots can communicate in multiple languages, which removes language barriers too.
Famira (2018), suggested that 30% of the revenue of hospitality industry comes from the millennial generation and additional 13% comes from gen Z’s. Research from Avondata (2019) and Supan (2021) also supports this claim and research also found that 72% millennials value genuine interaction with hotel staffs over futuristic technological experience. Yet 41% of guests showed interest of having room key available on their phone, but only 35% of the hotels have this service available (Hospitality Industry, 2020). 
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There is mixed response found from the question, whether hotel should use its web site to promote cautions to the people those are visiting the website. 73% of the respondents from general employee set think hotel should publish issues like employee shortage in their website. Whereas 85% of the respondents said they are not comfortable publishing such information in public. 
As employees does not get flexible working hours and they feel over worked due to shortage of staffs. That’s the reason they feel hotel should notify possible guests regarding this issue. Thus if guests are not attended on time or does not get services in timely manner, management or guests cannot blame employees. 
On the other hand, management does not want to let guests know that the hotel is under equipped with staffs. This might trigger guests to not book rooms in this hotel. Besides, this creates a negative impression on the hotel image.	
	Ethical Consideration
Data for this research has been collected by questionnaire and external resources. The issue of ethical apprehension shall be the discretion of the participant’s response and their perception above the circumstances. 
The survey feedback is the feedback of the business expert’s impression and is not altered in any way to fit the investigation aims. The identity of the participants’ will not be exposed and will be kept classified to the request from any party. The consultant has a confidential and professional association with the participant’s. Such relationship must not be considered as a case of injustice but in turn might be measured as a way of expressing and offering the depth of data from the realistic view for the foundation of investigation. Care is taken that the data collected using questionnaires is a practical, impartial and exploitation of any data will be counted unethical (Hoff, Susanne & Goossensen, 2015).






Action Plan
	Sl. No.
	
Problems
	
Solution
	
Desired outcome
	Time Scale
	Completion Date
	Estimated Budget

	


01
	

Employee induction process
	To agree a revised induction process during the recruitment. HR manager needs to be trained and well equipped for the induction.
	To align new comers with the hotel aims and objectives. 
	

270 hours
	


01-Feb-23
	


£99.00

	





02
	




Employee training
	To train employees according to their experience to keep up with the market trend. Training will be designed to equip employees with industry standard benchmark. Employees will be trained on using existing system and technologies.  
	Keeping new and existing employees up to date with contemporary hospitality trends and practices
	


03 hours every 03 month
	




09-Jan-23 (03 hour)
	





£3,600

	


03
	

Employee Motivation
	Offering fixed contract to provide job security and financial stability. Offer promotion to the deserving employees.
	Attract new generation and to retain & create existing employees loyal to the hotel. 
	
	
	


£70,000

	

04
	
Flexible working hours
	To mutually come up with flexible shifts. However, if needed employees need to do extra hours for the hotel operations. 
	Attract new generations and to facilitate employees those are in need of flexibility in their family and work life.
	
	
	

£0

	




05
	



Use of technology (IoT & Chatbot )
	Installing IoT enabled devices and train employees with adequate knowledge of operation. AI enabled chatbot need to be installed in the front office to carry out concierge work.
	Providing guests additional comfort and control over the environment of their rooms. Meanwhile minimising housekeeping activity, so that they can concentrate on other tasks. 
Chatbot can help guests waiting in the queue to assist information regarding their stay in the hotel in multiple languages.
	






14 days
	







25-Jan-23
	







£17,500

	


06
	

Use of hotel website
	To ask help from the web designer to use hotel web site with polite reminder of the impact of Covid 19 and Brexit on hospitality industry. 
	Educate guests about the shortage of staffs due to the pandemic and Brexit. However, this should not leave any negative impact on guest experience.
	

03 days
	


09-Jan-23
	


£50

	
Total Budget
	
£81,249.00

	
	

	
	








Recommendations
· As discussed earlier, induction make new employees welcomed and aligned with the company goals and objectives. Keijo (2018) supports the idea that proper induction is an opportunity for the hotel to create good impression on employees and reflects commitment to adhere to professionalism. Furthermore, induction provides new employees to get organise and used to with the structure to help them settle with the existing company policy. Therefore it needs to be carefully designed keeping new employees requirements in mind.
· In current market, retention is a major challenge due to social and economical anxiety. Training and personal development provides employees sense of autonomy, value and confident. This boost workplace engagement. Moreover, training potential employees pave the way for hotel to identify future leader. Currently training and development became central attention to new generations that many businesses are now use this as a competitive advantage in recruitment and selection process.
· Barnes (2022) suggested that at the wake of Brexit and the global pandemic businesses need to think more out of the box to resolve employee shortage problem. Recruiting older workers can be a big step to solve the problem. Barnees (2022) also reported in the Financial Times that workers over 50-s are accountable for 25.2% of entire hospitality workforce.
· Motivated employees engaged with their job not only enthusiastically but also creatively. Motivating leads employees to generate new ideas and improvements to their day to day operations and increase engagement in the workplace. Furthermore, Elias (2018) reported a 43% increase of productivity from the employees those are motivated and self-driven. 
· With flexible working schedule employees can have number of good experience that impact on their performance. Employees feel empowered while having flexible work schedule. Furthermore, flexible working hour reduces employee turnover and absenteeism. Furthermore this reduces employee childcare cost; this makes their lives easy and stress free.  
· Use of technology helps reduce repetitive work for the employees. For example, use of IoT enables guests to get control over their room environment. Therefore, guests would not likely to call for housekeeping for help and thus this reduces repetitive tasks and improve guests comfort. 
· Use of hotel web site is a tricky business to let customers know about the staff shortage. However, this website can be used to politely inform customers regarding the issue of Covid 19 and Brexit, how these events affected hotel operations and customer experience. This will not leave negative impact on customers mind but they will feel more appreciated for the business and employees. 

























Conclusion
To summarise, hospitality industry has been affected due to the pandemic and Brexit heavily. From the survey it is clear that employees and management are not aligned with the same objectives. Due to difficult economic and social environment employees are more into financial security rather than self-esteem or self-actualisation. On the other hand, management are more likely to be motivated with motivators according to the Herzberg’s theory. If employees are financially not secured and are struggling, they will surely not stick around with the Little haven Hotel and they will go looking for new job opportunity. As there is already shortage of experienced and skilled employees in the hospitality industry it will be difficult for any hotel to let go experience employees. So hotel management need to look after the employees in order to sustain in long run. 
In addition, use of technology in hospitality industry is now-a-days became essential to provide guest world class experience. Due to the emergence of millennials and gen Z’s they are more likely to chose those hotels that provide automation in their hotel. However, they also prefer to have human interaction. Therefore, it is important to balance human and technology in the hotel day to day operation. 
Finally, I would like to thank the Little Haven Hotel Management and employees to on boarding the SB Solutions. Your support means the world to us, and it was a true pleasure working with the hotel team throughout the progression. We are inspired from many employees from the hotel and fixed many problems that improve our consultancy work for thousand other businesses! We’re so stoked that you’ve selected SB Solutions- we thank you from the bottom of our heart for the opportunity to grow with you and we hope to render our service in the future. 
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Appendix- A
01. What do you think about induction process of the Little haven Hotel?
a. I never had any
b. It was okay
c. I was tagged with another employee
02. Do you think employees of the Little Haven Hotel well trained?
a. Yes			
b.  No
c. ......................................................................................................................................................................................................................................
03. What motivates you as an employee of the Little haven Hotel? (select multiple if necessary)
a. Financial benefits	
b. Health care
c. b. Good working environment	
d. c. Self-esteem	
e. d. Self-actualisation
04. Does the hotel offer employees’ flexible working hours?
a. Offer flexible hours
b.  Doesn’t offer flexible hours
05. Should technology like IoT be installed in the hotel rooms?
a. Yes
b. No, why?
......................................................................................................................................................................................................................................
06. Should hotel website be used to caution hotels regarding employee shortage or other issues that might impact on guests stay?
a. Yes, how?
..............................................................................................................................................................................................................................................................................
b. No, why?
..............................................................................................................................................................................................................................................................................

What do you think about induction process of the Little haven Hotel? 

I never had any	I had	I was tagged with another employee	14	16	13	

What do you think about induction process of the Little haven Hotel? 

I never had any	I had	I was tagged with another employee	11	1	1	
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