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Abstract
The unavailability of equipped workers has been a significant challenge for hospitality organisations in current times, and has seen its worse since the Covid 19 pandemic. As the world came to a stand-still after the outbreak, millions of people working in hospitality lost their jobs, as businesses had to close to prevent spreading the virus. This left a massive gap, which has not been filled ever since, causing disruption in service and guest dissatisfaction. This project aims to investigate the impact of staff shortages on hotel performance and customer satisfaction generally, with focus on Novotel Liverpool City Centre as case study, discuss findings and provide useful strategies in attracting and keeping skilled employees. The research and analysis found that Novotel Liverpool was understaffed in several customer facing roles which led to a lower quality service and poor customer experiences. The lack of a trained talent pool, forces hotels to employ candidates with basic skills that are not ready for service, thus negatively impacting the operation. This work highlights the background of the employment crisis, comparing figures from pre- and post-pandemic periods from relevant resources, which have portrayed the reasons behind labour shortages in the current hospitality market. Challenges faced by the companies due to these issues have been mentioned, along with strategies that can be used for preventing it. The method of developing this project has been highlighted in the methodology section, while SWOT, PEST and other frameworks have been used for a better analysis of Novotel Liverpool City Centre.  Some recommendations have been shared in this context for a better employment and staff retainment strategy that would enhance the development of overall operations.
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[bookmark: _Toc191630802]1. Introduction
Hospitality has been and still is one of the largest employers worldwide (Wood, 1992) and has always been related to small wages, poor working conditions, stress and high turnover. Many studies have dealt with analysing the industry and suggesting ways of improving staff engagement, retainment and satisfaction, and yet, in 2025 studies show the same persistent situation. The lack of skilled labourers in the market has become one of the most specific and critical issues in the hotel industry, which negatively influences their daily operations, and subsequently contributing to poor customer satisfaction and low financial performance. This project will highlight the background of the topic along with the aim and objectives of this work, and the importance of investigating this issue. Also, it will present some key results in the discussion, and a few recommendations will be shared in this context for further improvements in the business.  Ultimately, it will show potential strategies that can be followed by hotel companies and Novotel Liverpool in particular, to prevent these significant challenges effectively (Kelleher, 2022).  
[bookmark: _Toc191630803]1.2 Aim and Objectives
Aim
To understand the impact of skilled labour shortages in the business operations of hotels and Novotel Liverpool City Centre as a case study. 
Objectives
1. To investigate the causes behind skilled labour shortages in the market that directly impact the overall business operations of Novotel Liverpool City Centre.
2. To analyse the major issues encountered by Novotel Liverpool City Centre due to the skilled labour shortage. 
3. To evaluate some effective strategies that can be utilised by the hotel for preventing staff turnover and low customer satisfaction. 
[bookmark: _Toc191630804]1.3 Research Questions
1. What are the causes behind skilled labour shortages in the market that directly impact the overall business operations of Novotel Liverpool City Centre?
2. What are the major issues encountered by Novotel Liverpool City Centre due to staff shortages and how can it be prevented?
[bookmark: _Toc191630805]1.4 Project Background
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Fig.1 UK Hospitality vacancies 2024 (Source: UK Parliament, 2024)
Hotels such as Novotel Liverpool City Centre have suffered due to the lack of skilled workers over the past few years, which has negatively impacted the overall operations. Mainly, the rate of customer satisfaction has significantly decreased as the organisation has failed to provide quality services and facilities to its guests, which in turn negatively affected the brand reputation (Vo et al., 2021) and reduced revenue margins by impacting online bookings and sales (Adams, 2021). 
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Fig.2 Novotel Liverpool City Centre (Source: Accor, 2025)

[bookmark: _Toc191630806]2. Literature Review
[bookmark: _Toc191630807]2.1 Introduction
This section will elaborately present an analysis of the existing pieces of literature relevant to this topic and the above objectives. Moreover, it will help in understanding the major impact of labour shortages in the market on overall hotel operations.
[bookmark: _Toc191630808]2.2 Major reasons behind skilled labour shortages in the market
Poor working conditions and Covid 19 
Historically, hospitality had a bad reputation because of low wages, stress and poor working conditions (Wood, 1992), (Grigoryan, 2024). The situation has not changed, and Covid 19 and Brexit gave the final blow to the already challenged industry. Furloughed hospitality workers have found secure jobs in other sectors, migrants have returned to their native countries, leaving a massive gap (Forbes, 2022). Brexit deepened this gap, with new Government rules not allowing unskilled workers into UK (European Parliament, 2024). According to UK Hospitality (2025) there are 132,000 vacancies in hospitality, representing a 48% increase compared to pre-Covid times. Even now, when tourist demand is growing and hotels are willing to pay more, people are still reluctant to take on hospitality jobs (Grigoryan, 2024). Michael and Fotiadis (2022) argue that a lot of hospitality staff have chosen to retire early from their professional career due to job uncertainty, stress related and overall well-being issues induced by work.
Incorporation of technology
Brunello and Wruuck (2021) state that most companies are trying to incorporate advanced and innovative technologies to streamline their business operations. Buhalis and Law (2008) believe that technology enriches tourist experience and enables a sustainable tourism through efficient resource management. But new technology has created several challenges for the older employees to retain their jobs, due to lack of technological skills (Ndiuini and Baum, 2021). Moreover, it has decreased their work motivation, and most of them felt insecure about their professional life. As mentioned by Coopmans et al. (2021), due to the lack of technological abilities, staff have felt dissatisfied with their roles and responsibilities and have taken voluntary retirement. 
Excessive work pressure
Hospitality is a very demanding industry: new trends and consumer preferences, higher customer demands and expectations (Bali et al.,2021). All this creates constant pressure for hospitality employees, influencing their behaviour and leading to conflicts in their personal lives. Kwok (2022) agrees there is an excessive pressure on hotel companies which is why workers decide to quit and apply for other industries. 
[bookmark: _Toc191630809]2.3 Major issues caused by lack of skilled staff in hospitality
Operational inefficiency
Due to the lack of equipped workers in the market, companies have failed in delivering quality services to their guests (Pizzinelli and Shibata, 2023). Many businesses have been forced to cut opening hours, reduce their menus, or even restrict the numbers of guests they served because they could not hire the needed staff (BBC News, 2023). Hospitality business owners admit decrease in efficiency, but also the financial loss. 
Decrease in customer satisfaction and brand reputation
Olsson and Bernhard (2021) argue that the unavailability of workers in the current market has impacted hotel businesses negatively, as it has decreased their overall operational efficiency. Longer waiting times for check-in or having queries answered by reception staff, or having orders taken at the restaurant, delays in serving the food and taking the bill to the guests are all issues that lead to guest disappointment and even frustration. This can lead to complaints, negative reviews and losing trust in the brand, which can have major financial implications for companies (LinkedIn, 2023). 
Challenges in reaching organisational goals 
The lack of skilled workers in a company prevents the organisation from reaching its targets (Mingotto et al.,2021). Reduced productivity means the company will not reach its future goals and objectives set in the business plan. Low guest satisfaction rates caused by staff shortages and low-quality service can result in low profits and losing competitive edge against the competition (LinkedIn, 2023). 
[bookmark: _Toc191630810]2.4 Effective mitigation strategies 
Better employee onboarding and engagement 
Companies can attract the best talents by offering competitive employment packages (Veloso and Gomez-Suarez, 2023), including higher pay rates, wellness deals, bonuses and other incentives. Divya and Sridevi (2015) highlight the crucial importance of the onboarding process, which is mostly overlooked by employers. They note the importance of manager-new staff relationship in the first weeks, as that determines whether the employee stays with the company. Recent studies have clearly demonstrated the link between a good onboarding and a successful team member (Divya and Sridevi, 2015) and some companies have already started to use more effective strategies. Hospitality is a people industry, and therefore happy staff create happy guests and memorable experiences. New Government tax and cost increases from April 2025 could hinder again the industry’s efforts in offering better pay for its employees (UK Hospitality, 2025).
Incorporation of advanced technologies
New technologies can help relieve pressure from staff by dealing with daily, automated tasks: check-in/out, menu pre-orders, etc., and can someway mitigate staff shortage by streamlining operations, increasing efficiency and improving tourism services quality (Law, Leung and Buhalis, 2009). 
Implementation of proper training programmes 
According to Parker et al. (2021), proper training programmes will ensure mitigation of skill gaps of workers in the hotel industry. This will also increase their work satisfaction which will guide companies in retaining their skilled labourers in the process. Moreover, it can also help them in engaging effective staff in the workforce, which will ensure better service quality and guest satisfaction rates (Andreas, 2022). 
[bookmark: _Toc191630811]2.5 Summary
There have been several studies in the market relevant to this topic, highlighting different aspects of staff shortages and their implications on overall operations and guest satisfaction rates. Government measures, Hospitality associations’ call to action have not succeeded in tackling and solving this problem (UK Hospitality, 2024). 
This context has highlighted a brief analysis of the secondary sources available on the internet relevant to this topic and the above objectives (The Times, 2025). Moreover, it has supported in identifying the major challenges faced by the hotel firms due to labour shortages. 

[bookmark: _Toc191630812]3. Research Methods
[bookmark: _Toc191630813]3.1 Netnography
Netnography is a qualitative research method based on acquiring data and information from online platforms (Kozinets, 2010). By studying guest posts and reviews on various platforms, the researcher can discover the level of guest satisfaction. Guests’ needs and preferences are different for each individual, and so will be their satisfaction levels towards the amenities and services received. Online reviews will influence other guests’ choices (Pantano et al.,2017), and these decisions can have a major impact on the hotels’ financial performance (Zhao et al., 2019). 
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Fig.3: Customer Review
Source: (Accor, 2025)
Operating any business within the hotel industry requires strategic alignment of resources for better mitigation of risks. The above review reflects a positive experience from a customer which will be helpful to other guests looking to book a meal deal. People are looking for good-value deals, and such a review would be beneficial for future guests and for the hotel’s brand image. 
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Fig.4: Customer Reviews
Source: (Accor, 2025) (Tripadvisor, 2025)
These reviews published on the company website and Tripadvisor (2025) show difference in perception and guest satisfaction for various travellers. Due to the exceptional quality of experience, one traveller has mentioned each area that impacted their stay: friendly staff, location, amenities. The next reviews describe negative experiences, that have affected the quality of the stay, resulting in a more or less failed holiday: sub-standard rooms, faulty appliances, worn out amenities, poor service, lack of information, mismanagement, etc.
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Fig.5: Customer Reviews
Source: (Accor, 2025) (Tripadvisor, 2025)
All reviews should be taken into consideration and replied to by hotel management, as this would show care for guests’ experience and opinions. Negative issues should be followed up and resolved in order to avoid future incidents. Personalised replies and empathy can contribute to maintaining guest loyalty. 

[bookmark: _Toc191630814]3.1 Research Onion
Research Onion is one of the most effective frameworks used for developing a particular project. It has several layers which support the researcher in applying all the steps effectively. This enriches the overall proceedings of projects and makes the process of data collection easier (Phair, 2021). 
[image: ]
Fig. 6 Saunders’ Research Onion 

[bookmark: _Toc191630815]3.2 Research Philosophy
Using the Research Onion, one can better organise their thoughts and findings, giving more credibility to the results.
Research philosophy is one of the major steps that need to be followed in the project as it highlights the practical knowledge about the context. Interpretivism has been chosen for this project (Williamson, 2021) and has guided the researcher in collecting qualitative data and presenting the existing knowledge through different secondary sources (Lewis, 2025). 
[bookmark: _Toc191630816]3.3 Research Approach
The inductive approach has been selected as it delivers the idea or the method in which the project has been conducted. This has supported in gathering of information through different secondary sources, enhancing the efficiency of the work (Dontigney, 2025). 
[bookmark: _Toc191630817]3.4 Research Design
As this project has been based on secondary sources, the researcher has selected the exploratory design for developing the content. This has helped in analysing different sources relevant to the context and contributed to the quality of the findings (BBC, 2025). 
[bookmark: _Toc191630818]3.5 Research Methods
The phrase research method refers to the procedure that is followed while developing projects on different topics (Walliman, 2021) and the mono method has been used here.  
[bookmark: _Toc191630819]3.6 Data Collection Tools
These are the types of equipment used for gathering information relevant to the current context in the project-related works (Belcore et al., 2021). In this scenario, the case study has been chosen as the tool for data collection. 
[bookmark: _Toc191630820]3.7 Time Horizon
This is one of the major aspects and in this case, the cross-sectional one has been followed by the researcher over the longitudinal one. 
[bookmark: _Toc191630821]3.8 Ethical Consideration 
All the ethics have been followed by the researcher which has guided in negotiating all kinds of legal consequences. Also, proper and authentic resources have been selected for the analysis work which has enriched the quality of the context. 

[bookmark: _Toc191630822]4. Case Study Hotel Overview and Findings
Overview of the brand
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Fig. 7 Novotel Liverpool (Source: Accor, 2025)

French Group Accor is one of the important global hospitality corporations, with 5,638 hotels across the globe, catering for all types of guests from budget to luxury, and life-style accommodations. Accor has reported very good financial results for the year 2024, with an 11% increase from last year (Accor, 2025). Reported revenue was 5.506 billion euros, with a 3.5% net unit growth. Novotel is one of the many brands owned by Accor, with nearly 600 hotels around the world, and with 40 locations in the UK (Accor, 2025). Novotel Liverpool Central is a 4-star, mid-scale, full-service hotel located in the heart of Liverpool, England. The prime location of Novotel Liverpool Central, its amenities and the quality of service and the brand reputation are the main strengths which have drawn guests again and again. There are several features of the hotel that are appealing to guests who book a room there, customer loyalty helping to establish a strong brand image. The hotel features 209 rooms, a breakfast buffet, the Rope Walks bar and restaurant for delicious food and drinks, 24 hours room-service, an indoor pool (one of the very few hotels in Liverpool with a swimming pool), gym, sauna, conference and events spaces. The nine meeting rooms (Meetings booker, 2025) and in house catering services ensure bookings for both corporate and private events (Accor, 2025). 
Location 
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Fig.8 Location of Novotel Liverpool central (Source: Google, 2025)

Novotel Liverpool Central is considered to have prime location for both leisure and business guests. This is one of the well-connected areas to Liverpool Central and Lime-street train stations, and central bus terminal. Many customers prefer to stay in central locations that are within walking distance or near public transport hubs to reach main tourist attractions (Google, 2025). The good location and accessibility can enhance the appeal of a hotel among business travellers, who come for conferences or other meetings in the city, as Liverpool is one of the main landmarks in the north-west of England. It is home to the Beatles, Titanic Museum and the Cunard Building, the Albert Docks and other popular tourist attractions. Anfield Stadium of Liverpool Football Club hosts annually a range of world-famous sport and entertainment shows that bring people from all over the UK, but also from abroad. The Port of Liverpool contributes to tourism in the city, and since opening in 2007 has welcomed over one million people and 800 ships (BBC News, 2024). According to Liverpool City Region (2025) the local visitor economy is thriving, attracting 60 million tourists every year. The sector employs nearly 60,000 people and generated 6,25 billion pounds annually. Research has indicated that recent years have showcased the growing enhancement of Liverpool as a commercial sector (Marketing Liverpool, 2025). The nearby business district hosts several corporate offices, institutions and other organisations, which makes Novotel a preferred accommodation for professionals. On the other hand, ongoing fine dining experience in the area and Liverpool One’s various shops make the hotel a prime choice for a wider range of travellers. Novotel City Centre is well established in the Conference and Events segment hosting various meetings, conferences and training sessions for business partners in Liverpool and beyond (Meetings booker, 2025).
Staffing 
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Fig.9: Vacancies at Novotel Liverpool (Source: Indeed, 2025) 

The increased demand of hospitality services after recovery from Covid 19 Pandemic (WTTC, 2024) highlighted again the lack of staff in the industry. The steady growth within the hospitality industry has showcased several career development opportunities, but business owners still face major shortages (BBC, 2023). Accor is committed to bring forward diversity and inclusion, offering a good environment for skills development to people from various backgrounds (Careers.Accor, 2025). Despite all efforts, both Food and beverage and Front office departments struggle to fill in vacancies to be able to operate at company standards and deliver quality services (Indeed, 2025). 
Numbers of branches
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Fig.10 Hotel branches of Novotel Liverpool
(Source: Novotel, 2025)
Liverpool is one of the vibrant cities within the UK and a major tourist destination all year round. Accor decided to take advantage of Liverpool’s offering and opened several hotels, Novotel and Ibis range (Accor, 2025) obtaining a good market share in the family, business and wellness stays. Many families choose Novotel for their price range and offers, while business travellers opt for it because of its strategic location (Novotel, 2025). With a good brand reputation and diverse facilities, both Novotel Central and Paddington Village have gained customer trust and a competitive edge within the local industry. 
Turnover 
Since Covid 19, the UK hospitality industry is understaffed (Statista, 2024), with vacancies at 48% above pre-pandemic times (UK Hospitality, 2025). Reviews from Tripadvisor, Booking.com or Accor website have shed light on low levels of customer satisfaction caused by staffing issues at Novotel Central. 

SWOT analysis 
A SWOT analysis is a business strategy tool, developed in 1960’s and credited to Albert Humphreys. This tool helps organisations make decisions based on how they compare to competitors, considering strengths, weaknesses, opportunities and threats.
Strengths
The prime location is the main advantage of the hotel, situated in the heart of Liverpool, within easy reach of major attractions (Allen et al., 2022): M&S Arena, Liverpool Cathedral, Albert Dock, Beatles and the Titanic Museum, etc. Closeness to Liverpool One shopping district and many bars and restaurants attracts a lot of mid-week or weekend tourists. The indoor pool is a family favourite, and together with the sauna and gym facilities attract many guests (Accor, 2025). All these amenities, together with a good brand reputation make Novotel Central the perfect choice for both leisure and business travel. 
Weaknesses
[image: ]
Fig.11: Vacancies in different industries in the UK
(Source: Statista, 2024)
Staff shortages and outdated facilities are the main weaknesses at Novotel Liverpool Central (Indeed, 2025). The hotel has extremely busy periods with guests attending international football games, major concerts or music festivals, or other important events. The lack of trained staff creates delays at check-in or restaurant service, leading to customer dissatisfaction. The shortages prevent the hotel to operate at quality standards. Opened in 2009, Novotel Liverpool is in need of renovation. Many guests complained about faulty appliances, damaged furniture, mould stains and non-existent air-conditioning (Tripadvisor, 2025). The impact of outdated and inconsistent hotel conditions reflects on brand reputation and financial performance as recent studies show (JLL, 2022). 
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Fig.12: Increased RevPar of renovated versus non-renovated hotels (Source: JLL, 2022).
Opportunities 
The growth of local tourism has been one of the great advantages for Novotel. The brand places a strong emphasis on capitalising on this by offering tailored packages and promotional offers for its loyalty members but also for new sign-ups. Front office staff invite new guests to sign up for the Accor membership to receive different discounts and advantages (Accor, 2025). It has been observed that technological advancements and sustainable practices increase satisfaction rates among the travellers. Therefore, the incorporation of advanced systems, personalised guest experiences and environmentally friendly initiatives are crucial to improve operational efficiency within the organisation (Buhalis and Moldavska, 2022) and attract eco-conscious travellers, while reducing the operational cost in the long-term prospect.

Threats 
New cost increases proposed by UK Government from April 2025 will negatively impact hospitality businesses (UK Hospitality, 2025). The overall hospitality sector is dynamic in nature and the emergence of new trends, changing customer preferences and needs bring more competition in the market, increasing competitive pressure. There are several hotels in Liverpool, competing with Novotel, so it is hard to maintain a competitive edge. Political turmoil, and economic downturns as well as financial uncertainties can lead to the reduction in travel budgets for both business and leisure travellers (Orîndaru et al., 2021). This can affect the number of bookings, the overall occupancy rates, and ultimately the financial performance of the hotel. Moreover, staff shortage can also create a huge negative impact on the existing market (Milovanović, 2021). 

PEST analysis
	Factor
	Analysis

	Political 
	-Within recent years, the political changes have heavily impacted the overall hotel industry in the UK. 
-effects of Brexit reduced number of European workers
-Various governmental initiatives such as Tourism Sector Deal have aimed to boost the industry (Gov.UK, 2019). 
-increase of minimum wage creates additional operational costs

	Economic
	 - local economy in Liverpool has showcased steady growth in several sectors
- tourism in Liverpool region generates £6.25bn yearly (Liverpool City Region, 2025) 
- hospitality sector has faced several economic challenges due to rise of operational costs driven by tax increases   - inflation, cost of living increase, diminish spending money. 

	Social 
	- People create new trends in tourism: wellness, transformative, experiential, digital detox or sustainable travels (BBC, 2025)
-social media has a massive impact on people’s choices for hotels, restaurants and destinations. (Frey and Briviba, 2021).
- Liverpool’s rich cultural and sports heritage has made it a popular destination for both domestic and international tourists.
- societal perception of hospitality employment: hotel jobs are seen as low status, leading to high employee turnover (Richards, 2021), and eventually staff shortages. 

	Technological 
	-the overall advancement in technology within the UK retail sector has reshaped the industry. 
- in 2024, the hotel industry has invested 346.32 million US dollars for technological upgrades (Statista, 2022).
- adoption of online booking platforms, digital concierge service and others has become a standard practice. 




Competitor Analysis
With so much to offer for visitors, Liverpool has attracted several hospitality corporations that can cater for travellers with different budgets. Accor, Marriott, Hilton, InterContinental Hotels have both upper, midscale and budget hotels in Liverpool, while other smaller brands, boutique hotels and apart-hotels complete the offering. The average daily rate is according to the hotel classification and guests can get a good deal for low season stays, but prices can highly increase due to demand for popular concerts or sport events in the city. At Novotel, guests can pay from 60 pounds per night in low season, mid-week, while the same room can cost even 300 pounds (Accor, 2025), when an important football game is on, or an international star is performing at Anfield Stadium.
	Characteristics 
	Hilton Hotels
	InterContinental Hotels Group (IHG)
	Marriott International

	Quality
	 The above-mentioned hotel is known for its luxury and exceptional level of services among various level of customer. Aligning with that, Hilton Liverpool City Centre known for its contemporary design, excellent dining options along with several recreational facilities. The overall commitment has provided them many positive reviews that showcased its strong brand image (Hilton, 2025). 
	The overall service operation of IHG includes Holiday Inn, Crowne Plaza, Intercontinental Hotels, and others. Crowne Plaza Liverpool City Centre is well regarded for its location as well as business-friendly amenities (Voegeli, 2021), modern meeting space, quality dining option, which makes it one of the popular choices for various travellers.
	 Marriot is one of the luxury range brands that gained popularity for its high-quality service and extensive brand portfolio. Delta by Marriott in Liverpool maintains standards and brand image offering guests welcoming stays and great meals.  However, there are some budget options such as Aloft, Courtyard that have managed to attract a good market share. (Catana and Toma, 2021).  Unique design, well-maintained rooms and good loyalty programme attract various guests.

	 Price
	The hotel operates in upper-mid luxury area, and because of this the standard room charge in the Liverpool city area for this brand is higher than Novotel Liverpool Centre (Hilton, 2025). It creates opportunities for Novotel to attract lower budget travellers and maintain loyal customer base. 
	IHG offers a wider range of rooms and pricing options. Crowne Plaza Liverpool rooms start from 100-150 pound per night, or less for members. (IHGPLC, 2025). There are mid-range options too, such as Holiday Inn that attract budget friendly customers. 
	 The overall service charge category for Delta Marriot belongs to upper-mid to luxury price range similar to Hilton Hotels. Within this competitive segment, Novotel has positioned itself as a mid-range option while providing unique experiences and this has not compromised on the quality. 



[bookmark: _Toc191630823]5. Discussion
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Fig.13: State of hospitality shortage
(Source: McKinsey and Company, 2024)
Novotel Liverpool City Centre has gone through many hurdles like any other hospitality establishment. These problems were based on lack of skilled personnel but many other factors contribute to such shortages that affect the hotel operations. The first one is higher turnover rates. Hospitality is known to have the highest turnover rate among all industries: every year an average of 37.6% of hospitality staff quit their job (Hospitality Net, 2023). According to a CIPD study (2024), more than a third of hospitality staff leave after being in the job less than 12 months. This forces organisations to an ongoing recruitment and training process that heavily strains resources and impacts the service quality. The second factor is a demanding work culture, where the positions in the hotel sector consist of long hours, followed by irregular shifts and high-pressure times. These situations affected potential employees, compared to other sectors which provided fixed schedules, regular hours and less complex environments. This deterrence boosted the challenges among staff and made it tough for attracting and retaining skilled workers. Poor management is another factor that affects staff tenure (CIPD, 2023). Similarly, competition from other brands is another big element: competitor hotels offering better pay and benefits to attract staff from other hotels (CIPD, 2024). The hotel landscape of Liverpool has gone through major growth. Liverpool City Centre has around 8000 hotel rooms, half of which have been built since 2008, when Liverpool was the European Capital of Culture (Liverpool Business News, 2024). According to data from Liverpool BID there are several plans for new hotels to be built in the next few years (Liverpool Business News, 2024). With this expansion in place, it intensifies the competition for skilled workers in a market which already suffers from major shortages (McGinley, Hanks and Line, 2017). New hotels seek to attract talent with experience, as this, eases financial costs involved in training and gives them a competitive advantage. Growing staff expenses due to national insurance contributions, followed by minimum wage increases (Gov.UK, 2024) has made it more complicated for hotels to provide competitive salaries, impacting their ability to find skilled workers (Field-Pellow, 2025). Shortage of skilled employees affected guest services as well. Since there were less experienced workers, tasks like housekeeping, food services and front desk management experienced delays and less quality. Such a decline resulted in low guest satisfaction levels, that potentially harmed the overall reputation and revenues of the hotel. Alternatively, hotels hire less experienced people to overcome staff shortages which is a time and money consuming process, and necessitates ulterior comprehensive training sessions. In spite of these efforts, the duration needed to bring fresh recruits to the preferred skill level can yield to temporary decline in the quality of service. Additionally, making investments in technologies for streamlining operations and improving staff training sessions can improve efficiency and job satisfaction. Even though Novotel offers competitive pay rates and other bonuses and benefits for staff (Accor, 2025) (Grigoryan, 2024), it seems that is not enough to convince potential candidates or to keep employees for a longer period. Staff confessed they enjoy the job and benefits in the beginning, but when it becomes challenging and stressful due to high customer expectations and very busy periods (Faulkner and Patiar,1997), they are considering looking for other jobs. Thus, resolving these problems should be a top priority for Novotel and other hotels. It needs a dynamic approach such as comprehensive onboarding procedure (Hospitality Net, 2023), attractive training programmes (Harvard Business Review, 2018) and competitive compensation, but also strategic technological investments. The scarcity of skilled employees heightens competition among employers (McGinley, Hanks and Line, 2017) and increases operational costs as companies try to offer better pay than competitors. This spike in labour expenses will directly impact the financial performance of the hotel, reducing profit margins and forcing adjustments throughout service offerings and pricing methods (Davidson, Timo and Wang, 2010).
Reports from the industry have shown that 50% of hotel managers have seen longer waiting times and 41% have stated a decrease in service quality (Oliveras-Villanueva, et al., 2020). Moreover, senior staff members oftentimes have gone through higher workloads to fill the gaps left due to understaffing, which resulted in burnout and increased turnover rates. 73% of hospitality managers have reported increased levels of workload which led to employee turnover due to the direct result of labour shortages. This continuous cycle brings more staffing challenges, resulting in a constant need for hiring and training (axonify, 2024). In order to connect the gaps left by skill shortages, the hotels could start designing peer-to peer training workshops for new starters, which could prove more valuable than classic and boring training sessions. According to Harvard Business Review (2018) 55% of new staff turn to their peers to learn on the job. A McKinsey study (2024) revealed that even though most hospitality organisations have experiential learning and training session, none have peer-to-peer formal training. The investment needs much time and resources as well. Staff are required to complete training during working hours and due to this, occasionally, service quality might not meet all established standards which can lead to a negative guest experience. Additionally, labour shortages are not only limited to the hotel itself but go beyond, including the supply network. This can lead to potential disruptions across the hotel operations including delays in food or beverage supplies, or the lack of certain items that would be crucial for preparing the dishes on the menu. Current changes for immigration policies and higher sponsorship costs made the process more complicated to hire skilled individuals from abroad (catererlicensee, 2024). For example, during April 2024, the general minimum wage threshold for skilled personnel coming to the UK rose from £26,000 to £38,000 (Gov.UK, 2024). Such effects complicated the efforts done to resolve labour shortages. Some business owners have resorted to extraordinary measures, such a paying for a costly “immigration licence” which allows them to recruit staff from abroad, specifically India, as without staff they would not be able to operate their pubs and restaurants (BBC, 2023). Solving these problems needs strategic initiatives that would put greater focus on recruitment, training, operational procedures and retention (Senior & Ragukaran, 2024). 
Novotel Liverpool City Centre can start to incorporate many solutions which hold potential to overcome the problems of present skilled labour shortage. Firstly, the brand should emphasise on providing attractive compensation packages as it is vital to draw and retain those individuals who are very skilled. Aside from the competitive salaries, the process includes comprehensive benefits like health insurance, performance bonuses and retirement plans (Sorn et al., 2023). For example, there are few hotels which have brought employee discounts on hotel stays or dining which improved the whole appeal of the compensation packages (Accor, 2025). Secondly, deploying flexible working hours can make the designations become appealing, mainly the ones who have to balance personal commitments. Giving different options such as part-time schedules, flexible shifts and remote work conditions can cover the diverse needs and preferences of employees. Through this manner, it can improve work-life balance and leverage staff satisfaction which yields loyalty (Shu and Edward, 2024). Thirdly, offering continuous training and development chances can assist the workers to improve their skill sets and advance in their careers during the service tenure. The approach has a strong foothold to enhance service quality and foster loyalty among all employees. Similarly, investing in upskilling as well as cross-training programmes can assist the businesses in optimising their complete workforce to fill the skill gaps suitably. Fourthly, using the latest technologies can streamline complex operations and decrease the dependence on manual labour. Conversely, implementing automated check-in and check-out systems and service robots to clean and deliver room service can leverage effectiveness and guest experience. For instance, some hotels have brought service robots that help with daily tasks including room service and light housekeeping jobs to lift the pressure off staff (Mingotto, Montaguti and Tamma, 2021). Further, collaborating with local colleges along with vocational schools can make a pool of skilled workers. Providing internships, training workshops and apprenticeships can potentially attract those students who can help in connecting the gap between education and business needs (Vo, Le and Lam, 2021). Additionally, creating a work environment that is built by positive relationships is critical for the retention of employees. Recognising and rewarding all contributions of workers followed by promotion of open communication and ensuring a safer and inclusive workplace can readily boost morale (Forbes, 2022). This means that creating a healthy working environment which values and helps employees can resolve staffing problems and result in long-term retention. Lastly, building engagement with hospitality staffing agencies would assist to gain access to a bigger network of qualified people. Such agencies would help to fill temporary and permanent positions to bring flexibility across workforce management (Indeed, 2025). 
[bookmark: _Toc191630825]5.2 Discussion
The existing literature evaluation has supported the findings, stating that the sector encounters major retention problems as compared to other industries (Baum et al., 2020). The research has also highlighted, in line with older studies, how competition for trained labour has heightened in Liverpool due to the opening of several new hotel establishments. Urban regions with a growing hospitality industry face constant struggle in retaining experienced employees (Jiang & Wong, 2019). Another notable factor that was uncovered was the role played by immigration policies to handle the staffing problem. The recent rise of minimum salary for skilled people entering the United Kingdom (Gov.UK, 2024) has hindered the availability of global talent. It resonates with the findings stated by Janta et al. (2021) on restrictive immigration policies contributing to labour shortages throughout the hotel sector. Also, economic pressures like increased cost of living and operational costs, and higher minimum wages have made it very difficult for hotels to provide competitive salaries and this situation will continue in 2025 as Government imposes new increases (UK Hospitality, 2025). Thus, it reinforced previous claims where financial limitations affect the hotels to properly handle workforce shortages (Boella and Goss-Turner, 2019). Depending on the results, the findings have shown that inconsistent or negative guest experiences, delays and longer waiting times are the aftermath of staff shortages. The results interlink with previous studies stating that whenever there is a lack of skilled people, it would yield to service inefficiencies that affect customer retention or brand loyalty (Chung and Parker, 2022). Even though the investigation has given important insights, there are some limitations which should be acknowledged. Primarily, the research only focuses on Novotel Liverpool City Centre which makes it difficult in generalising the findings throughout the whole hotel sector, though current literature review confirms similar issues across hospitality businesses. The problems encountered by this specific hotel might not completely display same issues as smaller establishments. Conversely, the study relies too much on secondary data, which might not grasp the real-time problems that employees and management face. Performing primary analysis through surveys and interviews with the hotel employees and managers can give in-depth knowledge of the practical hurdles encountered, find out their opinions and suggestions on finding solutions that could benefit both the employees and the organisation (Brunello and Wruuck, 2021). Another major limitation is the assumption that higher wages alone can address retention problems (Grigoryan, 2024). While financial incentives were significant, older literature has suggested that work-life balance, work culture and career development opportunities also play a good role in retaining employees (Duncan et al., 2021). In this scenario, employee engagement methods, flexible work arrangements and career growth pathways can offer a sustainable solution. There are many important areas where the hotel should focus upon. Initially, building partnerships with local universities and food-tech colleges can help create a steady flow of skilled workers. This procedure aligns with prior research that focuses on the significance of academic-centric collaboration to resolve labour shortages (Zhong et al., 2021). Additionally, re-evaluation of employee engagement solutions is vital. Previous studies (Faulkner and Patiar, 1997) and the current research demonstrated that excessive workloads and pressurised atmosphere can contribute to employee turnover. Ultimately, deploying structured work-life balance protocols, well-being solutions and mental health support can leverage job satisfaction as well as retention rates (Grigoryan, 2024). 


[bookmark: _Toc191630826]6. Conclusion
The UK hospitality sector faces a significant issue due to the shortage of staff in the last decade and was heightened since the COVID-19 pandemic. Novotel Liverpool is confronted by staff shortages in the two most important customer facing departments, front desk and restaurant service. This case study has shown how lack of trained staff has negatively impacted the hotel’s operations and also affected its brand image due to negative customer experiences. It has also shown the difficulties the hotel faces in finding and hiring new staff, even though there are hundreds of applicants, but very few have the right skills. The discussion has shed light on the lack of direct management and onboarding process, training facilities, allocation of resources and other challenges related to this. However, Novotel has strong brand presence due to its parent company Accor, its facilities and strategic geographical location. The overall project has been conducted using the secondary research from websites, travel forums, booking platforms and academic works, where each perspective has shed light on the issues related to staff shortages. The competitive analysis has brought forward that there are various other hotels that provide almost the same facilities and services for similar prices as Novotel, they offer very good member benefits and bonuses, creating more pressure in delivering guest satisfaction and maintaining loyal customers. Investment in technological advancements increases the efficiency and customer engagement. Novotel has established itself as a strong player on the market by offering quality services and good amenities, and will have to maintain these standards by hiring dedicated and knowledgeable staff. However, meaningful onboarding and peer-to peer training are some of the useful strategies that can help deal with the issue of staff shortage. Moreover, collaboration with stakeholders, maintenance of transparency and clear communication are also suggested for the mitigation of challenges. 

[bookmark: _Toc191630827]7. Recommendations
Effective engagement and retention process
Some effective strategies can be implemented for attracting and retaining skilled workers at Novotel. Local Universities and Food-tech colleges can be approached to create ongoing partnerships for training young professionals. These partnerships could offer benefits to all parties: hotels would get trained-employees, graduates would find a job and educational institutions would deliver skilled professionals. Utilising social media channels can be a major plan for attracting talent worldwide as Liverpool is a hub for international students. Interesting and attractive training sessions could prove more effective to staff and make them more engaged, boosting overall productivity and quality of the work process (Albrecht et al., 2021).  This would increase customer satisfaction margin and increase profitability (Saks, 2022).  
The company will have to analyse the availability of trained workers in the market and find efficient strategies to engaging them in the workforce.  Collaborating with Staffing agencies, the hotel could obtain information about potential candidates, which would shorten and make easier the on-boarding process, reducing costs for the company. Hiring process would be quicker and daily operations would run smooth, increasing overall efficiency and creating positive guest experience (Svensson et al., 2021). 

Incorporation of technology
Novotel Liverpool City Centre should use innovative and advanced technologies in its business operations for gaining efficiency and help streamline operations. Advanced online check-in platforms to reduce waiting times on arrival, pre-order menus and drinks before arrival in the bar or restaurant. These small steps would create more time for personal engagement with guests rather than spent on technicalities (P3 Hotels, 2021). In this process, productivity can be increased and delays reduced to the benefit of guests (Reeves, Delfabbro and Calic, 2021). 

Application of motivation strategies in the work infrastructure
Incorporation of motivating factors within the workforce can be a major strategy for uplifting the satisfaction rate of employees and their mental well-being. Novotel Liverpool City Centre (Accor, 2025) uses different incentives in motivating its staff: free stays in UK Accor Hotels, preferential staff rates for worldwide Accor properties, food and drink discount, etc. Highlighting these benefits could attract future candidates and improve retention rate and employee engagement (Stein et al., 2021).  

Gathering feedback from the employees
Novotel Liverpool City Centre should collect feedback from their employees for understanding their needs and issues they encounter. Empowering them to take decisions for the benefit of the guests and the company reputation will give staff a sense of accomplishment. Establishing a continuous contact will increase the engagement of staff, knowing they are listened to, and can support in retaining key members who have a positive impact on the rest of the team (Fulmore et al., 2023).  Work efficiency and a positive attitude will lead to increased guest satisfaction rates. 

[bookmark: _Toc191630828]8. Reflective account 
During my placement at Novotel Liverpool, I have observed and experienced challenges caused by staff shortage. Most affected were the restaurant and reception departments, which have a crucial role in guaranteeing a quality service. Both departments lacked several staff members that led to managers having to assign less people on a particular shift. The breakfast team had only two properly trained staff members and the rest of staff were new hires who were learning “the ropes” along the way. On several mornings with high hotel occupancy (over 200 people for breakfast) there were only three staff working to clear and set-up tables, refill buffet and help guests. Lack of breakfast staffing led to several complaints of guests who could not find clean tables to sit down, or buffet lacked different items. Most mornings there was no manager or supervisor to oversee breakfast and ensure smooth operation. According to a CIPD study (2023) poor management “can have a very negative effect on the mental health, job satisfaction and performance”. During the busy evening time periods, delays in order taking and food delivery increased the chances of negative customer experience and bad reviews, impacting brand image (Tripadvisor, 2025). Since the pandemic, the recruitment of new workers was a challenging situation, which needs further consideration (Ren and McKercher, 2021). Front desk and restaurant managers both agreed that they receive hundreds of applications, of which 90% are irrelevant to the job advert (Indeed, 2025). From the 10% left, at least half do not come for the interview or prove not to be the desired candidate. Front office manager succeeded in hiring one staff member after 6 months of advertising and still needed two more people to cover afternoon and night shifts.  Restaurant staff proved even harder to hire. Most F&B servers are of foreign nationalities and under 30 years old, with no commitments. They admitted that working hours are hard, sometimes unrewarding. They wanted hospitality jobs as they are easy to find and it helps them learn English by direct engagement. Staff admit they have great benefits working for Accor (Accor, 2025): free yearly breaks at different Accor properties in UK, special rates at properties worldwide, discounts on food and drinks at the groups’ hotels, free use of gym and leisure facilities of the hotel in their free time to support their mental health and wellbeing. However, they find compulsory training sessions boring and time-consuming, many times getting warnings for not completing them.  My overall experience was a positive one, and has enabled me to realise how important is to have trained and committed employees and what a difference it makes in the smooth operation of the hotel. On the other hand, I experienced the negative impact of staff shortages, when dealing with upset guests who had to wait to find a clean table or que for a longer time for check-in due to lack of receptionists. In the F&B department staff morale was low due to burn-out and poor management (CIPD, 2023), while in the Front desk department staff morale was good, but shortage could not be solved due to lack of skilled candidates.
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<« C 2% tripadvisor.co.uk/Hotel Review-g186337-d1485059-Reviews-Novotel_Liverpool Centre-Liverpool_Merseyside_England.html#REVIEWS O L@
&  Google Chrome isn't your default browser X
< Seeall 444 hotels in Liverpool M -
Novotel Liverpool Centre @ Visit hotel website Deals About Location Reviews -
00000 -
Poor experience

We stayed here 2 nights 29-31 Dec, 2 adults - 2 children. We didn’t rate the hotel and would not
return. Our overall assessment was the hotel seemed to be lacking any real leadership, we never
saw one person who looked to be providing experience/direction to colleagues .

Check in was quick but we were offered no guidance regarding parking/the local area/meal
reservations

The hotels restaurant /bar area which is the same area for drinks/breakfast/evening meal is
quite small and wasn’t cleaned well and felt grubby. We ate in the hotel on the 2nd night and
although there wasn’t anything wrong with the food it was uninspiring with a poor menu choice.
Our waitress was just going through the motions. A 3 course meal took 2.5 hours, whilst we wernt
in arush it felt we waited unnecessarily long between courses when the restaurant was quiet .
The bar/restaurant area is full of sports screens which we didn’t mind but does reduce the
ambience if you are wanting a more intimate drink

The hotel had a rule that you couldn’t sit in the restaurant area for a drink, whilst | understand
this after 9pm restaurant reservations were non existent and we saw families who were patrons
of the hotel refused a seat as it was the restaurant and then watched them go to their room as
there was no where for them to sit. In my eyes employees should be given discretion to bend the
rules when it makes sense

The lifts drove us wild during our stay, you had to swipe your key card and we had no end of
battles with key cards not working. The toilets in the restaurant/bar were on the lower ground
floor and needed a key card, which became a faff with 2 children. This all sounds minor but we
got stuck in the lift once and got ourselves quite distressed. Talking to other guests we weren’t
alone

We wouldn’t recommend but if you do have a booking, there are some plus points. Location is
fab, with nice bars/restaurants/shops in immediate vicinity, it’s next door to a home bargains!
The room had a cold mini fridge in the room which we found handy for drinks

Q car park next

H L Type here to search
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Nice hotel but
[The hotel itself is nice, staff seem ok. We did have a few issues with the|
lroom though, it was located on the main road which resulted in alot of
Inoise and the windows had a bit of a draft, one of the towels was
tained, the tiles on the bathroom floor was loose and we felt they

ould crack on us, the bath had a chrome plug top that was heavy and
he plunger didnt work to lift it up so the shower water didnt drln unless
lit was taken out. | guess its just worn out a bit and needs a revamp and

Inew towels.
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< c tripadvisor.co.uk/Hotel_Review-g186337-d1485059-Reviews-Novotel_Liverpool_Centre-Liverpool_Merseyside_England.htm#REVIEWS * O & @

< See all 444 hotels in Liverpool

Novotel Liverpool Centre @ Visit hotel website Deals About Location Reviews -

o

G
3

& Noddie77 wrote a review Dec 2024 .

Telford, United Kingdom « 12 contributions « 1 helpful vote

00000

Friendly staff, poor service and room

Staff are friendly, but information given is wrong. Called the day before arriving to book
swimming to be told it’s fine to book a slot when we check in. But on arrival it was fully booked
and had to fight and argue to get a slot and prove we had called the day before!

Room is way too hot and air con not working, on top of that we booked a family room and the
children’s bed had not been made up, so straight down to ask for that to be done to be told it
would be done ASAP. 3 hours later and | was back down at reception to complain as it still
hadn’t been done and we were ready to settle our young son to bed.

Read more v

Date of stay: December 2024

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews
as part of our industry-leading trust & safety standards. Read our transparency report to learn more.

o

m Jane H wrote a review Dec 2024 .
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ukindeed com/q-novotel-I-liverpool-jobs.html2vjk=bccOc806ff2caef8 * 0O L@

All Round Night Team Member H

AccorHotel All Round Night Team Member
Liverpool L14LN
' AccorHotel & - 40 ¥
We're looking for an All Round Night Team Member tojoin our Liverpool L14LN

vibrant team and ensure smooth, seamless operations during

the night shift. Full-time

Active 23daysago - More. Apply now 7] e

Room Attendant :
Job det:
WGC
Liverpool L14LN = Jobtype
£12.95an hour Full-time
Rate: £12.95 | Hours: Guaranteed Hours Each Week. © shiftand schedule
Benefits: Fixed hours contract available - Flexible hours to suit
Night shift
you- Life Insurance - Free access to Doctor.
More..
Location
Commis Chef : 9 Liverpool L14LN
Accorkotel
Liverpool

Full job description
‘The Commis Chef willassist in the preparation and cooking of J P!
dishes across all kitchen sections, indluding breakfast, lunch, Company Description
and dinner services.

“u R
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1of3
Renovated vs. Non-Renovated U.S. Hotel RevPAR 2017 - YTD July 2022
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The information and communication, retail, and financial sectors could
see high vacancy rates even if overall unemployment increases.
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Staffing

The hospitality sector has always had a higher vacancy rate than the
eeconomy overall. In the three months to September 2024, there were 95,000
vacancies in the hospitality industry in the UK, or 3.6 vacancies per 100
workers in the sector. The average across all industries is 2.6 vacancies per
100 workers."” The number of vacancies in the hospitality industry rose sharply
following the Covid-19 pandemic.” The current number of vacancies is similar
to pre-pandemic levels.

Hospitality vacancies have returned to pre-pandemic levels
Vacancies per 100 jobs, seasonally adjusted

8

Hospitality

Allindustries
0
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‘Source: ONS, VACS02, Vacancies by industry, 15 October 2024

Minimum wage

In April 2024, the National Minimum Wage (NMW) had its largest ever
increase, from £10.42 an hour to £11.44 an hour for employees aged 21 and
older.™
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