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Abstract/Executive Summary


The hospitality industry has suffered the most due to the pandemic, and employees who departed in 2020 are reluctant to return. Employees are seeking positions in other industries mostly due to a diminished trust in job security, prompting them to explore opportunities in areas that can offer comparable stability. In 2025, as demand for hospitality services increases among consumers, organisations are facing a scarcity of staff. This is contributing to employee burnout and diminishing service quality. This study aims to uncover the reasons contributing to persistent staff shortages at the Kettering Premier Inn Hotel in the United Kingdom, addressing issues related to employee well-being, satisfaction, and loyalty. The research identifies the effect of workforce shortages on employee well-being. 
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From April 2024 to January 2025, the staff shortage in the United Kingdom (UK) hospitality sector is currently standing at 132,000 (UKhospitality.org.uk, 2025). This means that the number of vacancies in the hospitality sector is almost 48% above the pre-pandemic levels (UKhospitality.org.uk, 2025). According to the British Chamber of Commerce, the labour market has become incredibly tight and hard to fill. Vacancies have particularly been prevalent within the sector. According to BBC.com (2023), the pandemic is the major perpetrator. On the other hand, the UK is witnessing the problem of an ageing population. Many employees are over the age of 50, and hence, they are planning to retire soon and leave the job market. Brexit is also intensifying the issue with the hospitality industry being increasingly dependent on migrant workers and is no longer able to recruit those employees who are coming from abroad (UKhospitality.org.uk, 2025). The demand for workers in the hospitality sector is constantly growing. However, there is truly little that has been done to bridge the gap and attract more employees within the sector.
Premier Inn Hotel Kettering is a quaint countryside hotel, which is located at the heart of the Northamptonshire countryside (Premier Inn, 2023). With great transportation linking the property with some of the largest cities in the UK, it is a perfect blend of leisure, cultural attractions, and business dealings. Starting from action-packed family adventures to business meetings, the Premier Inn hotel in Kettering is becoming a perfect stay for those customers who want a blend of business and leisure in the post-pandemic times. Although the organisation is witnessing a recovery in its profit and sales, returning to the pre-pandemic level, The Guardian (2021) has shown that the senior managers in Premier Inn would have to increase the wages and pay one-time bonuses to the employees to attract more workers into the organisation. This is a major move adopted by the senior managers of the organisation to tackle the problem of staff shortages in the hospitality sector. According to a BBC report, the Premier Inn across the entire country has planned to invest around £12-£13 million to increase wages and bonus structures (bbc.com, 2021). Apart from this, the senior managers also want to pay £10 million worth of retention bonuses to retain some of the top talents within the industry. The demand for staff members is increasing within the hotel, mainly because there has been an increase in sales and profitability as the Kettering Premier Inn is slowly going back to its pre-pandemic operations. On the one hand, the organisational cost to retain and attract top talent is increasing. On the other hand, employee engagement, psychological and physical wellbeing and employee satisfaction have become important concerns for HR professionals. A study by BBC.com (2023) highlighted that due to staff shortages, the excess work pressure is falling on those employees who are already working within the organisation. Hence, burnout is a common symptom as more people call in sick. The organisation is entering into a vicious cycle as there are even few employees available to conduct the additional tasks. The Office of National Statistics has reported that the absence rate in the United Kingdom has increased from 1.8% in 2019 to 2.2% in 2021 (ONS, 2021). The highest rate has been witnessed among the NHS workers, followed by the hospitality sector.

Research aim:
To deal with the problems and challenges of employee wellbeing, employee satisfaction, and employee loyalty, the focus of the study is to identify the factors that are constantly leading to staff shortages among the Kettering Premier Inn Hotel in the United Kingdom. The impact of staff shortages on employee well-being is identified in the given research. 

Research objectives:

· To identify the primary causes of staff shortages in Kettering Premier Inn Hotel
· To identify the problems and challenges that the human resources (HR) managers in Kettering Premier Inn Hotel are facing to retain some of the top talents and attract talented employees from the industry

Research question: 

· What are the primary causes of staff shortages in Kettering Premier Inn Hotel? 
· What are the problems and challenges that the HR managers in Kettering Premier Inn Hotel are facing to retain some of the top talents and attract talented employees from the industry?
[bookmark: _Toc189155321]

Literature Review

[bookmark: _Toc189155322]Staff shortage in UK Hospitality sector

For the success of the hospitality sector, the commitment of the people towards the organisation is essential. Lock (2022) highlighted that hospitality is a people-first sector, and hence, the commitment, engagement and satisfaction of the employees have a direct impact on customer satisfaction and loyalty. In the past couple of years, especially after the outbreak of the COVID-19 pandemic, the entire sector has been struggling with the gripping problem of staff shortage. According to the UK hospitality report, there are nearly 132,000 vacancies in the hospitality sector as of January 2025 (UKhospitality.org.uk, 2025). This is nearly 48% above the pandemic levels (UKhospitality.org.UK, 2025). In a 2023 BBC report, BBC.com (2023) highlighted that the UK hospitality sector requires European Union workers. However, recruiting these employees has become even more difficult after Brexit. Post Brexit, hospitality vacancies have surged by almost 72% (BBC.com, 2023). During the holiday seasons, such as the summers and the winters, the demand for hospitality-based products and services increases almost 5 to 7 times. However, at the present rate where more than 132,000 vacancies are still there in the hospitality sector, the chances of meeting the desires and aspirations of the customers are becoming grim day by day (UKhospitality.org.uk, 2025). Research by Reuters (2020) has demonstrated that staff shortage is not only leading to staff burnout but also costing the organisation hefty financial sums. The most important priority of the United Kingdom government has become to identify the opportunities in the industry that can help leaders retain top talents within the sector.

[bookmark: _Toc189155323]Impacts of staff shortage on employee wellbeing

The impact of staff shortage has gone beyond the idea of decreased service quality, operational challenges, or revenue loss. Morosan and Bowen (2022) highlighted that employees will not work their best if they are tired and overworked. It is not just the hospitality professionals who are bearing the burden. The customers are also getting affected. The longer wait times, less time for meaningful interactions between the employees and the customers and delayed services often irritate the customers to the extent that there is a sense of frustration and uncertainty at play. The consequences of staff shortage within the hospitality sector have a ripple effect. Jeffrey and Sposato (2023) highlighted that overworked staff members often experience burnout, leading to an increased turnover rate and decreased job satisfaction. This cycle is perpetuating the staffing crisis, and it puts even more strain on a highly fragile system. The prominent level of stress in a demanding work environment is often the reality of the hospitality staff members. These challenges intensify, and they keep on putting extra burden and pressure on the existing workforce. This leads to staff absenteeism and often abrupt resignation. 

[image: ]
Figure 1: Sickness absence rate
(Source: ONS, 2023)

For instance, according to an Office of National Statistics report, the sickness absence rate in the United Kingdom has increased from 1.8% in 2020 to 2.2% in 2021 (ONS, 2023). This has been the highest since 2010. Nearly 149300,000 working days have been lost due to employee absenteeism (ONS, 2023). 
[image: ]
Figure 2: Reasons for sick
(Source: ONS, 2023)

Among the top four reasons for sickness include minor illnesses, musculoskeletal problems, mental health issues and other conditions. The percentage of other conditions was the most common reason for sickness absence in 2021. This accounted for nearly 26.9% of the reason for absence (ONS, 2023). Even mental health conditions also held a significant percentage, standing at around 9.8% (ONS, 2023). The increasing rate of absenteeism due to mental health issues or other reasons also denotes the rising operational challenge due to overworking among existing staff members. Since there are few individuals to share the workload, Liu-Lastres et al. (2023) highlighted that employees often find themselves in a highly stressful situation, encountering little motivation to meet the demands of the service. Hence, this often leads to lower morale and burnout among the remaining workforces. Kwok (2022) highlighted that a significant percentage of the people in its survey have said that their workload has been causing a significant amount of stress. Many individuals are also finding themselves in situations where they will have to take up the workload of other people. These individuals are finding it difficult to do their tasks. On the other hand, they are also not getting the correct support, even from the seniors or their peers.



[bookmark: _Toc189155324]Factors that lead to staff shortage

There are very few studies that indicate the reasons specifically responsible for the shortage of labour in the British hospitality sector. Chervoni-Knapp (2022) commented that the labour shortage has been in the industry since 2006, with more than 90,000 vacancies remaining and filled. In 2019, there has been an extremely high staff turnover, with the turnover rate reaching 30% (The Caterer, 2021). According to the British Beard and Pub Association, most of the vacancies are in the front of the house: personal jobs, chef jobs, and managerial roles. The managerial roles have a vacancy of nearly 33% (dailymail.co.uk, 2021). One of the most important reasons for staff shortage has been the outbreak of the COVID-19 pandemic. With the pandemic hitting from January to March 2020, there were around 80,000 vacancies. However, just after 2021, there are around 92,000 European Union workers leaving the hospitality industry of the country (The Caterer, 2021). Before Brexit, nearly 75% of the staff members in customer-facing roles came from European Union countries (The Caterer, 2021). Xue et al. (2022) highlighted that the combined effect of COVID-19 and Brexit has made the employees lose faith in the industry to provide them with job security. The travel restrictions have made it practically impossible for several European Union employees to immigrate back to the United Kingdom. The lack of job security has not only made the existing workers look out for new opportunities in different sectors but also prevented other potential employees from entering the industry. The workers are often searching for better-paying and stable jobs in other sectors. Grigoryan (2024) carried out a study on the hospitality sector and identified that employees in the hospitality sector are pressured with night shifts and weekend work, which has negatively impacted their workplace balance. When these factors are combined with a lack of career development opportunities within the industry, the motivation to stay reduces. For instance, Collins and Pearlman (2023) highlighted that nearly 83% of customer-facing jobs in the hospitality sector are filled by employees who provide flexible shifts. Under such a situation, when the employees perceive the hospitality role as temporary, they do not consider these jobs as long-term career options. This is also a crucial factor that is constantly leading to employee turnover.
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Within the hospitality sector, it is important not only to attract new talent but also to retain the existing ones. This can only be possible when the senior managers in the sector make the employees realise that it is not a dead-end industry but a growing one where there is the prospect of career growth, better work-life balance, and overall prosperity. Be it an entry-level job or a high-level managerial position, it is important to focus on the professional development of the employees. Offering training and development opportunities to upskill. The talents of the employees are important (Qian et al. 2022). With the advent of AI technologies, there is a major skills gap. Hence, providing role-specific training and job prospects or career development to relevant positions within the organisation is crucial to retaining top talent. Apart from this, retirement and long-term plans also must be investigated. Offering retirement benefits is a way of promising that the employees within the organisation are not only financially secure but can expect long-term employment within the organisation and the industry (Duarte and Silva, 2023). As per result, even the older employees who are seasoned will be able to implement complex jobs.

[bookmark: _Toc189155326]Methods

According to the statement of Hancock et al. (2021), research methods has been described as a way of analysing and collecting data to achieve the aims and objectives of the research or answer the research question. In the study, the case study research method has been implemented. A case study research method has been defined by Nilmanat and Kurniawan (2021) as an in-depth analysis of a real-world situation, a particular subject, a group, an individual or an organisation. It involves a complex examination and analysis of a specific instance so that the researcher can get a better understanding of the complexities of the phenomenon along with its context. It is well suited to investigate those situations where the context has not been clearly defined. Within the case study method, the researcher analyses and collects a diverse range of quantitative as well as qualitative data, including observations, interviews, and documents from authentic search engine platforms. The focus of the researcher is to provide a holistic perspective regarding the subject which has been under investigation.
The case study method is most appropriate in this research because it helps the researcher explore the complex phenomenon of staff shortage in the context of Premier Inn Hotel Kettering. The context dependent phenomenon of staff shortage can thus be analysed in an in-depth manner. Coe et al. (2021) highlighted that with the information that has been gathered by the researcher, the case study method can help the researcher to generate insights, inform the broader theories and practice and draw conclusions within the respective field of human resource management. By exploring the real-world complexities and challenges faced by the case study organisation, the researchers will also be able to delve deeply into the intricacies of the case of staff shortage within the organisation. This will help the researcher understand the multifaceted and complex situations arising due to distinct factors that are causing staff shortages within the hospitality sector of the United Kingdom.
Although case study research methods can play a significant role in helping the researcher bridge the gap between theory and practice associated with staff retention and employee well-being practices, there are a couple of limitations that the researchers must overcome. Hancock et al. (2021) highlighted that it is extremely difficult to generalise the findings to a wider population. This is mainly because the research is completely focused on a small sample size which is associated with a particular organisation or a group of people. Apart from this, the researcher bias is also an important consideration that needs to be considered. The data analysis and data collection methods are heavily influenced by the interpretations of the researchers, which in turn causes potential biases. 
To be more specific, the netnography research method approach has been implemented within the research. Netnography, as identified by Nilmanat and Kurniawan (2021), is a form of research that focuses on investigating the expressions and cultural norms that have an impact on the beliefs and decisions of the group of social media users and those individuals who are a part of the online communities. Netnography helps the researcher to collect and analyse data, from digital platforms like social media, online platforms, blogs, online forums, and events. Coe et al. (2021) stated that netnography researchers believe that social media groups have been a manifestation of a cultural phenomenon, and hence, these are the perfect sites to gain a contextualised and rich understanding of the beliefs and views of customers who are using the products and services. As a result, it is beneficial for cultural data analysis. However, the researcher must be aware of the ethical and legal issues that are associated with the netnography research method. Access to any kind of data that is protected by privacy law and ensuring the confidentiality of the customer views and beliefs that have been analysed is crucial to prevent ethical issues.

[bookmark: _Toc189155327]Case Study Hotel Overview and Findings

[bookmark: _Toc189155328]Descriptive information about the Hotel

Premier Inn Limited is one of the United Kingdom's largest hotel brands that offers limited hospitality services to people across the country and abroad. With more than 800 hotels, the organisation is credited with offering approximately 72,000 rooms to its customers (Premier Inn, 2023). Although the hotel functions in various city centres, the properties located near the airport and suburban regions are the most beautiful. One such suburban hotel location is Premier Inn Kettering Hotel (Premier Inn, 2023). Located in the heart of Northamptonshire countryside, it is a perfect location to relax, slow down, and enjoy a quaint morning breakfast in the countryside or settle down for a good night's sleep in modern, comfortable, and new amenities provided by the hotel. 

Location
[image: ]
Figure 3: Map of Premier Inn Kettering Hotel
(Source: premierinn.com, 2025)
The hotel is located on Rothwell Road, Kettering NN168FX, England. Some of the nearby tourist attractions include Rockingham Castle, Wicksteed Park, and Rockingham Speedway (Premier Inn, 2023). These locations offer a perfect blend of leisure and action-packed family adventure in the heart of the countryside.
[image: ]
Figure 4: Rockingham Castle
(Source: discover-rutland.co.uk, 2025)
Rockingham Castle is a former Royal castle built by William the Conqueror. It has belonged to his family for more than 450 years (discover-rutland.co.uk, 2025). The castle was used as a hunting lodge for William the Conqueror, where he used to hunt in the Rockingham Forest.
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Figure 5: Wicksteed Park
(Source: BBC.com, 2020)
The park is one of a kind in Northamptonshire, known among customers for its nature exploration, fun and rich heritage. It is a perfect location for a family day out (BBC.com, 2020).
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In the financial year 2023/2024, Premier Inn has generated a total revenue of £3 billion. According to Statista, this is almost a £300 million increase from the fiscal year 2022/2023 (Statista.com,2024). According to The Guardian (2023), a pre-profit of 375 million Pounds was registered by the Premier Inn Hotel group. This is almost up from £58 million in 2022. Furthermore, it has also been identified that there is almost a 544% increase in the annual profits of Premier Inn UK. It has sent the share price of Whitbread up by almost 5%.

[bookmark: _Toc189155330]Staffing 

According to the review of the guests, the level of service within the case study organisation has been impeccable. The guests have lauded the staff members for incredible service and very cordial behaviour. The reception staff were incredibly helpful, and they made various recommendations regarding different tourist places that can be explored around the location. Apart from great service, the staff member is also incredibly friendly (trivago.co.uk, 2025). The customers reiterated various instances where the staff members helped them out, upgraded free Wi-Fi, offered services to children and adults with disabilities and made changes the menu introduced only to solve the cuisine preferences of a single customer. Each of these service gestures has remained a mark of good memory in the minds of the customers. The staff members are not only attentive, but they also represent themselves well when talking to the customers (trivago.co.uk, 2025). The guests also have appreciated the housekeeping team for keeping the rooms speak and span. Overall, the service rating of the hotel is excellent.
[bookmark: _Toc189155331]

Branches

Premier Inn has nearly 900 branches located across the United Kingdom and in Germany (Premier Inn, 2023). It serves its customers via 72,000 rooms across these two locations (Premier Inn, 2023).

[bookmark: _Toc189155332]SWOT
The SWOT analysis has been a strategic management tool that has allowed the organisation to make decisions based on the strengths and weaknesses of the organisation (Brannon and Burbach, 2021). Apart from the internal analysis, external opportunities, and threats that the organisation is facing are also identified. A detailed analysis of the Premier Inn Hotel has focused on examining the strengths and weaknesses of the organisation and looking out for opportunities to ensure future growth.
[image: ]
Figure 6: Premier Inn occupancy rate
(Source: dailymail.co.uk, 2021)
Strength: Due to high-quality services and consistency, Premier Inn has developed a formidable reputation for itself in the United Kingdom as well as the German market. The organisation has an occupancy rate of around 82.3% and with more than 840 hotels located in the United Kingdom alone, the organisation has been serving more than 5 million customers every month (Lock, 2022). This is up from 33% in March 2021 (dailymail.co.uk, 2021). The organisation also has been successful in locating hotels in some of the most attractive locations near tourist attractions and airports. Even though Premier Inn has constructed hotels in the countryside, the good connectivity between the country and the cities has made these hotels the first choice for its customers. Premier Inn was also named the best budget hotel by the Business Travel Awards 2021 (Whitbread, 2023). 

Weaknesses: The most significant weakness of the organisation has been its limited global presence. Premier Inn has its operations in the United Kingdom and in Germany alone. When compared with other competitors in the market, such as Marriott hotels or Hilton hotels, the organisation operates in a limited number of locations across the world (Whitbread, 2023). The organisation also has faced backlash from customers for not maintaining the same service quality in separate locations across its hotels in the United Kingdom. 

Opportunities: The biggest opportunity is the exploration of new markets, especially in emerging economies like South Asia and Southeast Asian countries. Premier Inn is a budget Hotel chain. As a result, exploring these regions and countries that are emerging to be new economic powers is very crucial for sustainable growth and development of profits. At present, Premier Inn has only 28 hotels in Germany (Whitbread, 2023). As a result, it can also look out for growth opportunities in Germany and in the other European Union countries.

Threats: The biggest threat to the organisation is its competitors. Apart from Holiday Inn, IBIS Hotel and Easyhotel are in the budget hotel segment and are offering intense competition to Premier Inn. Even Premium hotels such as Marriott and Hilton hotels have been introducing services in the budget hotel category. As a result, the threat of competition is emerging. With the outbreak of the COVID-19 pandemic, there has been a complete transformation in the needs and requirements of the customers (hitecproduction.hftp.org, 2024). Lockdowns have completely disrupted the way in which the traditional hospitality actors used to operate. As a result, if similar situations emerge in the future, it will be extremely challenging for the organisation to overcome them financially. There is a massive skills gap among its staff members and the changing demands of the customers are not met. The staff members are not well equipped to handle AI technology (EHL Insights, 2024). Hence, this is going to have a significant impact on the quality of services that are provided.

[bookmark: _Toc189155333]PEST
Political: A large chunk of Premier in operations are in the United Kingdom. Due to Brexit, it has become extremely difficult for European Union customers to get a holiday visa to the UK. Hence, this has negatively impacted the sales and profitability of the organisation. In 2023, nearly 22,500,000 visitors from the European Union countries visited the United Kingdom (Statista.com, 2024). This is significantly lower than the pre-Brexit levels, which stood at around 40.2 million visitors each year (Statista.com, 2024).

Economic: The inflation rate in the United Kingdom in 2022 was around 11% (ONS, 2024). At present, the inflation rate is standing at about 2.3% (ONS, 2025). This means that the prices are not rising at the rate which it used to in 2022 (ONS, 2025). Disposable income in the hands of the people indicates that they have more money in their hands to spend on luxury travel. However, the labour cost in countries like the United Kingdom and Germany is generally high. Hence, the cost of operations for Premier Hotel has increased over the years.

Social: Among the people of the United Kingdom, there has been a major trend and focus on sustainable living. Apart from customers looking out for good deals, in the post-Covid times customers are also focused on purchasing services and products from those organisations that focus on sustainable living practices (Duarte and Silva, 2023). They also give a lot of importance to the ability of the organisation to uphold social causes. Staff shortage has become a major problem for the Premier Inn Hotel. The employees do not want to operate in the hotel industry as a whole because of long working hours, low wages, and limited career opportunities. As a result, these factors are not going to go down well with the target audience as it is directly against the concept of sustainable living (Codling et al. 2022). The staff shortage in areas of reception, housekeeping, and kitchen is further hampering the reputation of the organisation in terms of its inability to retain top talents within the company.
Technological: The technological landscape in the United Kingdom is extremely promising. De la Mora Velasco et al. (2021) highlighted that AI technology is booming in the UK. According to Hoosan and Pratt (2024), the United Kingdom AI market is worth £16.8 billion. The number of AI companies has also increased by over 600% in the last five years. Artificial intelligence and machine learning algorithms can play a key role in overcoming the issue of staff shortage. The AI technology can accurately identify the needs and requirements of the customer base and can also highlight the practices which will help cater to the needs and requirements of the employees for better staff and customer retention.
[bookmark: _Toc189155334]Competitor analysis
	Brand name
	Product 
	Price
	Quality
	Service

	Premier Inn
	It is one of the largest hotel chains in the United Kingdom that is known to offer affordable rooms at cheap prices, efficient, high-quality service, and healthy food. 
	The room rates depend upon the demand in that region. There are no hidden fees, and the prices of the room are transparently displayed on social media as well as on the Internet platforms. The lower lowest rates are available when the customers are booking the rooms in advance.

	The quality of rooms is standard, with the furniture and decor focused on meeting the needs and requirements of the customers. The beds are specifically selected and tested against any bugs or insects. 
	The quality of service varies in separate locations. In some of the locations, the customers review that the quality of service is extremely high. On the other hand, in some locations, the customers are extremely disappointed with the service provided by the employees in that location. As far as the Kettering Premier Inn hotel is concerned, the quality of service is high as most of the service quality reviews of the customers have been above five-star ratings.

	Travelodge 
	The organisation provides budget-friendly rooms that are functional, basic, and clean. The focus on offering basic amenities is often an excellent choice for those travellers who are looking for standard rooms at low prices.
	The prices of the rooms are typically exceptionally low. They also offer promotions on special occasions. If the customers use a coupon code or they are booking the rooms in advance.
	The quality of the rooms is well maintained with comfortable beds and basic amenities, such as television and clean bathrooms. However, luxury services are not provided.
	The quality of service provided within the organisation is standard. Most of the reviewers have stated that the staff members are friendly, and they are efficient in providing basic services such as fund desk, help and early check-in and checkout.

	Holiday Inn
	The product range is different based on the price points. Starting from Holiday Inn Express to basic rooms, all varieties of rooms are available in the organisation. As a result, the hotel chain has been successful in meeting the diverse needs and requirements of customers from different pockets.
	A value-based pricing strategy is implemented where the customers are paying for the value that they get from each of these rooms. Moreover, high-quality services are provided at moderate prices.
	 The focus of the organisation has always been to maintain high quality at moderate prices. Hence, premium services are provided to the customers. At each of the customer touchpoints, the organisation ensures that the customers remember their conversation or interaction.
	The quality of service is also extremely high. Starting from customised meals to airport transfers, the focus is on differentiation rather than on competing with the other organisations in the market.


Table 1: Competitor analysis
To maintain a significant competitive advantage in the market, the focus of Premier Inn Hotel is cost leadership. Some of the most important competitors of the organisation include Travelodge and Holiday Inn. Apart from this, even JW Marriot and Hilton Hotels are entering into the budget hotel segment. Hence, they are also emerging as significant competitors of Premier Inn hotels (Koerten and Abbink, 2022). To stand out in a price-driven market, Premier Inn hotels must not only compete in price and location but also must identify the internal and external factors that determine the success and failure of the organisation. They must also focus on managing the operational cost which is associated with high staff turnover and staff retention or staff recruitment operations. The high service quality can only be maintained with the help of efficient operations. By using technology such as artificial intelligence and machine learning algorithms, the repetitive task can be streamlined and hence, this will also help minimise the needs and requirements of staff members (Yulia and Irina, 2023). More than competitive pricing, the organisation must focus on a value-for-money approach. This will help in maintaining a competitive advantage over other competitors.

[bookmark: _Toc189155335]Discussion
The Premier Inn hotel chain has made a faster than expected recovery post the pandemic. Research by The Guardian (2021) has shown that in the post-pandemic, Premier Inn Hotel had been returning to pre-pandemic profit, and hence, the senior managers of the organisation have taken a step to boost wages and offer bonuses to tackle the problem of staff shortage within the hospitality industry. Rydzik and Kissoon (2022) commented that there is a high number of vacancies within the industry, particularly within the Premier Inn hotels. The senior managers of Premier Inn had decided to spend around £12 million-£13 million extra to boost wages and attract some of the top talents within the hotel (The Guardian, 2021). A retention bonus of around £10 million was also spent by the senior managers.
Whitbread, the owner of Premier Inn, has stated that the organisation is not only facing staff shortages in customer-facing jobs but also in supply chain jobs. This was taking a toll on the quality of services that were provided by the organisation to which target audience. After a month's review, it was identified in 2022 that the Premier Inn regional hotels, especially those that are in the suburban regions, are likely to go back to the occupancy rate in the pre-pandemic era (BBC.com, 2023). However, the strong demand for business and leisure travel, which is the highest in the summer and the winter season, is not met with an equal number of staff occupancy within the organisation. Premier Inn, as of 2025, is also planning to expand its business in Germany. According to Stockland et al. (2023), Premier Inn Hotel also wants to establish 8000 rooms in Germany alone. To achieve these high targets, recruiting talented staff members is important to get the desired return on investment.
The COVID-19 pandemic has undoubtedly amplified the existing challenge which was already there in the UK hospitality sector which is staffing shortage. According to Legrand and Matthew-Bolofinde (2022), the problem of staff shortage began somewhere in 2006, and it has continued to be a major cause of concern for hotel owners even in 2024. The hoteliers are not only facing the staffing crisis but also must overcome the problems of legacy systems, especially when they are trying to implement artificial intelligence and machine learning algorithms technology to perform repetitive tasks in the face of staff crisis (Zientara et al. 2023). However, the question arises that although Premier Inn is constantly focusing on increasing the wages of the employees, is it enough to maintain the quality of service and retain high-quality staff members within the organisation. The more important question is whether the problem of staff shortage is aligned only with causes such as lack of work-life balance and poor wages or is something deeper than that. Viterouli et al. (2023) commented that staff shortage in the hospitality industry is mainly because the hospitality leaders are not aware of the concept of employee well-being. This is the sole reason employees are leaving the industry and looking out for better options in different sectors and industries. Research carried out by Brannon and Burbach (2021) highlighted that the reason job seekers do not accept a particular job offer is not only poor pay but also the lack of employee well-being programs that have been implemented within the organisation. The hospitality industry at present is heavily impacted due to several issues such as irregular shifts, physically and mentally demanding tasks, night shift and weekend work and working in a highly stressful situation (Siegel, 2022). All these factors combined have created a highly unhealthy atmosphere for the employees. This has contributed to a high rate of turnover and absenteeism. Under such a situation, it has become crucial for the leaders of organisations like Premier Inn to prioritise the physical and mental health and well-being of the employees. Employee wellbeing is extremely crucial because Premier Inn is operating in a highly competitive environment that is focused on offering high-quality services to customers at competitive prices (Çeltek, 2024). The competitive advantage of the organisation lies in the fact that it can offer premium services at low prices. However, the very base or foundation of the service quality lies in the productivity level of the employees. Carlbäck et al. (2024) highlighted that there is a direct relationship between employee well-being and employee productivity. If the mental health of the employees is not positive, then they are not able to think in a much more creative manner or accomplish their personal as well as professional goals.
From the findings of the study, a major weakness of the organisation has been its inability to maintain a reputation for improving employee retention. The rate of absenteeism and staff turnover in the Premier Inn Hotel is extremely high. When there is a lack of employee retention, it is a direct reflection of the fact that employees do not feel valued and taken care of (Zientara et al. 2024). As a result, they are likely to resign from the organisation and look out for better opportunities either within the industry or outside it. The cost of turnover also increases because Premier Inn Hotel is not able to maintain experience and a strong workforce. At present, the staff retention and employee engagement strategies are extremely narrow. To overcome the problem of staff shortage, the senior managers are only focused on increasing the wages offered by the organisation. However, Wilkinson (2023) highlighted that to boost staff retention and reduce employee turnover, it is important to enhance wellness at work. Speicher and Francis (2023) stated that a healthy workplace is one where the workers and the bosses are constantly collaborating with one another for continuous improvement to promote health and safety within the workplace and enhance the physical as well as mental well-being of the workers. This ensures the sustainability of the workplace. McCartney et al. (2022) also commented that there are three pillars associated with sustainability. These are profit, people, and the planet. In the past couple of years, the needs and requirements of the British population have also changed drastically. People are focusing more on adopting a sustainable way of living. As a result, these individuals are prioritising their mental and physical health over everything else (Whalen and Bowen, 2023). When the customers see that Premier Inn Hotel is not able to maintain a healthy workplace where importance is given to emotional well-being, they tend to drift away from the organisation. The UK customers are constantly supporting those companies that are promoting sustainable ways of living and are taking care of their customers and employees (Hospitality, 2023). Hence, staff shortage and employee turnover are creating an extremely negative image of the organisation in the market.
At present, the competitive environment of Premier Inn Hotel is also extremely concerning. Apart from Holiday Inn and Easyhotels, who have already been there in the market, large players like Marriott hotels and Hilton hotels have also entered the budget hotels, category. Under such a situation, to maintain the competitive advantage of the organisation, it must ensure that it maintains the quality of service (McCarey, 2023). There have been many online reviews of customers claiming that the quality of service is different in different locations. For instance, in some locations, the staff members are extremely cordial, and they constantly focus on providing one-to-one services to each of the customers (Chen et al. 2023). On the other hand, there are some Premier Inn hotels where the staff members are not concerned about the individual needs and requirements of the customers. Even the basic health and hygiene standards are not maintained in the properties. This is creating a non-consistent image of the organisation in the market. Tiwasing (2021) highlighted that the inconsistent service level is a direct reflection of the lack of wellness practices that are implemented within the organisation. 
Kumodji (2024) commented that there are four important pillars of workplace well-being within the hospitality sector. These are emotional wellbeing, financial wellbeing, physical wellbeing, and human wellbeing (Mhlongo et al. 2024). Financial wellbeing is just one part of employee wellbeing practices where the focus is on attracting, satisfying, and retaining top talents by providing them with economic benefits and allowing them to be a part of the decision-making process of the entire corporate policy (McCarey et al. 2022). However, apart from the financial well-being, the focus must also be on the emotional and physical wellbeing. Emotional wellbeing is all about the performance and productivity of the employees. Within the hospitality industry, Crasii and Nawar (2022) commented that the guests can identify how the company is treating its employees. The same treatment is given by the employees to the guests as well. Hence, when a decent work environment is established, and there is employee satisfaction and employee loyalty, it is automatically reflected in the quality of service provided to the guest (Awosoga et al. 2023). Apart from this, taking care of the physical and mental health of the employees is also extremely important for retaining top talent within the industry (Bagenal and McKee, 2024). The employees must be made to understand how important it is to take care of their own physical wellbeing and take up social responsibility to promote health and safety practices within the workplace. The Premier Inn Hotel senior managers are constantly focusing on the financial well-being alone. The lack of physical and emotional wellbeing is thus detrimental to the success of the organisation in retaining staff members and attracting top talent within the organisation.
Apart from physical and emotional well-being, it is also important to completely humanise the work environment. It is crucial to build an excellent work environment where there is cooperation and trust among the team members (Ciupijus et al. 2023). It is also important to establish transparent communication and resolve the conflicts in the healthiest manner possible. There should be room for healthy competition. However, this competition should not take the shape of a toxic workplace environment. A clear and positive organisational purpose is the most important driver of employee engagement (Niinihuhta and Häggman‐Laitila, 2022). This not only impacts workforce retention but also maintains the productivity of the team members, and this is the key to organisational success. In a survey carried out by Fischer (2023), it was highlighted that nearly 70% of the employees identified that their life purpose needs to be largely defined by the work that they are performing. Hence, this means that the organisational purpose must be critically aligned with the emotional and individual purpose of the employees. In the findings of the study, it was revealed that most of the employees who are working in the front-line jobs dealing with the customers have considered this as a temporary job, just to get experience (Kumodji, 2024). This is a clear reflection that the leaders of Premier Inn Hotel have not been able to communicate their purpose to the employees. The employees understand that the organisation is also aiming to make money and maintain profitability. As a result, there is no room generated for empathy or employee motivation. The organisational purpose does not have excellent value.
Finally, a major loophole that has been witnessed in the Premier Hotel has been the lack of key performance indicators established that can help measure employee well-being in the workplace. Bas and Sivaprasad (2022) highlighted that the concept of employee well-being is missing in Premier Inn hotels itself. As a result, the problem of dealing with staff turnover and staff shortage has been viewed in a very narrow manner. There are diverse ways that can be implemented to measure the health and well-being of the employees within the workplace (Deroy and Schütze, 2021). For instance, starting from employee satisfaction surveys to external audits are important and useful ways of gathering feedback from employees and understanding their specific needs and requirements from the organisation (Gursoy et al. 2022). The lack of key performance indicators implemented and poor focus on conducting external audits where external consultants and auditors come in to give a clear idea about the problem of staff shortage to the senior managers of Premier Inn has been a major obstacle that has prevented the organisation from becoming a leader in establishing a well-being mindset.

[bookmark: _Toc189155336]Conclusion
Premier Inn Hotel has seen a significant rise in demand, where the profits are going back to the pre-pandemic level. However, one of the most important considerations that needs to be considered is its staff shortage. At present, the findings of the study have revealed that the organisation has a very narrow approach towards dealing with the problem of staff shortage within the hospitality industry. There is no focus on employee well-being and satisfaction. Instead, only the financial well-being of the employees has been considered. However, from the literature review, it is identified that the employees are not only giving priority to financial needs and requirements but also to physical and mental health. Moreover, the organisation also must understand that the focus must be on establishing a healthy work-life balance and a healthy workplace environment where the employees feel comfortable sharing their views. The employees must feel valued and needed. The most important way to do so is to establish a system where repetitive tasks are performed by AI technology, whereas human intelligence is used to make critical decisions and add to the humane factors associated with hospitality services. This is the most crucial way of retaining not only the employees but also ensuring that the employees are valued within the organisation. The value assigned to the employees will automatically reflect in the quality of services that are provided to the customers.

[bookmark: _Toc189155337]Recommendations/Practical strategies

Developing a well-being mindset is crucial for dealing with the problem of staff shortage. The findings of the study have already revealed that staff shortage has an extremely negative impact on the well-being of the employees. As a result, to enhance employee well-being and deal with the problem, the following recommendations are being made.

· Staff shortage has been identified by Nalley and Gregory (2021) to have a detrimental impact on the health and well-being of employees mainly because of burnout and exhaustion. As a result, it is important to use the latest technologies, such as AI tools, to help improve well-being practices within hospitality companies. The wellness tech technology that is powered by AI can be used to provide better living conditions for the employees of the organisation (Mpofu, 2024). Benefit management tools and free training platforms can also provide awareness to employees to maintain their well-being in day-to-day activities.
· It is important to develop an individualised and personalised approach towards employee well-being. Hence, the strengths and weaknesses of each of the team members must be assessed individually (Punitharaj et al. 2023). The customised well-being approach is crucial to transform the individual experiences of the employees towards the company and develop an effective career plan for constant personal as well as professional growth. This personalised approach can be achieved with the help of AI tools and technology (Kushniruk, 2023). Artificial intelligence can help identify the personal needs and requirements of the customers and then help the HR professionals make tailor-made strategies to deal with the physical and mental health issues of each of the employees. Adopting a one-size-fits-all approach is not going to help employees overcome the problems of burnout so easily.
· To establish a good workplace well-being program that directly addresses the problem of staff shortage, it is important to establish a workplace that is significantly aligned with the personal goals and views of the employees (Gelencsér et al. 2023). One of the major reasons for employees leaving Premier Inn Kettering is that there is a lack of career growth and development within the company. Hence, personalised training must be provided to help the employees overcome their weaknesses to perform their jobs. On top of this, the individual career and professional goals of the employees must be identified and significantly aligned with the training practices. Turley et al. (2023) highlighted that there is a major skills gap between the manager requirements within the sector and the skills and capabilities possessed by junior-level employees within the hospitality sector. Hence, a leadership training program also must be established so that there is a sense of awareness among the team members regarding the career growth prospects within the company itself (Gelencsér and Szabó-Szentgróti, 2023). This will help the Premier Inn Hotel to attract and retain some of the top talents who have entered the organisation at junior levels. At present, most of these employees are considering customer-facing jobs as a ticket to launch their careers (Moscelli et al. 2025). However, they do not have the intention to stay within the industry for a longer time. This mindset must be changed with the help of customised training and a clear understanding of the workplace, psychology, mindset, and emotions of the employees.
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