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Executive Summary
The following research paper looks at the effect that staffing shortages have on service quality at The Great Western Hotel, a charity hotel run by the YMCA in Taunton. This will further bring into focus how the levels of understaffing impinge on operational efficiency, guest satisfaction, and overall business performance in a charitable hotel environment. Some of the key questions are: To what magnitude does the effect of staffing shortage have on the quality of the service? What are the root causes of these shortages? And comparatively, to what extent does it impinge compared with other challenges faced in the hospitality industry.

This research will utilise secondary data, qualitative observations from a hotel placement, and certain analytical frameworks such as SOAR, TOWS, PESTLE, and Root Cause Analysis-5 Whys-to identify factors both internally and externally affecting staffing and operational efficiencies. Observations reveal that understaffing is linked with overworked employees, lower quality of service, and reduced satisfaction of guests, further exacerbated by constraints on finance and the need for special approaches to staffing in charity hotels.

These can be overcome by better recruitment and retention strategies, including good salaries, improved benefits, and using the social mission of the hotel as a way of attracting staff. Training can be urged upon the programs so that staff are prepared and do not get overwhelmed. More volunteers, community involvement, and TQM would distribute the workload without lowering the standards of the service. These strategies support charity hotels in balancing their social mission with the delivery of high-quality service for both guests and the community.



Introduction

Hotel service quality is one of the most critical variables influencing customer pleasure, loyalty, and operational sustainability. Charity hotels must combine humanitarian goals with financial sustainability on restricted resources and a minimal workforce. A charity hotel relying on community support and minimal staffing, the Great Western Hotel in Taunton managed by the YMCA, was considered an ideal case study for researching how labour restrictions affect nonprofit hospitality service quality.

During the last couple of decades, demographics, economic pressures, and world events have produced shortages in the hospitality workforce. Shortages lead to overwork, low morale, and eventually poor service. This can be clearly seen in the case of the Great Western Hotel in Level 6. Because the hotel enjoys a charity status and relies on its community, service gaps, staff tiredness, and drops in standards are only made worse.

Research Aim and Objectives

Through this research, "The Impact of Staffing Shortages on Service Quality in Charity Hotels: A Case Study of The Great Western Hotel," the staffing constraints impinging on operational efficiency, customer satisfaction, and service quality in charity hotels shall be brought into the open.
a) To identify the level of satisfaction among guests due to service quality in case of a shortage of staff.
b)  Assess Great Western's recruitment and retention performance.
c) Provide recommendations on how to help relieve charity hotel staff shortages and operational methodologies, focusing on TGW Hotel.
Reviews the literature on staffing in hospitality, analysis of secondary data and feedback from guests, assessment of recruitment and retention strategies, and recommendations for charity hotels like Great Western. The study contributes to new theory development in the field of hospitality management and offers nonprofit hotels some practical recommendations on how to balance the quality of service with sustainable staffing.

Literature Review


Labour shortages within the hospitality industry have been in dispute for many decades, but most particularly since the end of the 20th century. Underpinning factors-high labour turnover, fluctuating seasonal demand, and the nature of the work in hospitality itself, which entails long hours, often with poor remuneration and limited career prospects-have always made the supply of labour unstable.

Understaffing, however, increased in the early 2000s as global demand for hospitality was on a high and there was increased competitiveness for labour from other industries (Dignon ,2024).

The situation in 2020 was further exacerbated by the COVID-19 pandemic. During lockdowns, many hospitality staff left the business and never returned when restrictions were lifted, often citing better pay, benefits, and work-life balance elsewhere. This disaster really proved a watershed in making worse an already chronic problem of hospitality employment.

Morosan et al (2022) explains that in recent years, other factors have contributed to the shortages, including aging populations in wealthy countries, restrictions on immigration, and increased demand for higher standards of service. The shortages have therefore become more severe and widespread resulting in more pressure towards the hospitality industry.

Introduction to ‘’Charity Hotels’’

The definition of "charity hotels" is not widely represented in scientific literature. Places of accommodation, where the main purpose of their operation is a humanitarian goal, are usually described as nonprofit hospitality establishments, hotels in social enterprise or accommodations that are socially responsible, or Impact-driven hotels, meaning that have a mission-oriented approach.
These concepts appear mostly in research related to social enterprises, sustainable tourism, and nonprofit management (Boateng et al, 2016).
Limited literature

Since nonprofit hotels are one of their kinds in the hospitality industry, their literature is very rare. Non-profit hotels emphasize community support and social effect instead of income. They come with different aims and financing conditions than for-profit ones (Gee et al,2023). It is impossible for mainstream hospitality research to conceptualise nonprofit hotels since it mainly deals with profitability, guests' satisfaction, and competitive advantage. While the data for charity hotels is even scarcer compared to that for for-profit hotels, and academics cannot always generalise such findings to the hospitality industry, nonprofit hotels normally fall into the context of nonprofit or social enterprise studies due to their very special management, funding, and staffing strategies. Thus, specific problems and operation methods require special research attention in the case of charity hotels. Among the literature reviews on the operation of charity hotels, critical identifications are made along three lines: service quality, employee wellbeing, and gaps in the literature (NCN,2023).
· Mission-Orientated Operations

The operation objectives of non-profit hotels are also inextricably bound into the social mission of the governing non-profit organisations and consequently focus on community development and social responsibility accordingly (Grant,2015). The establishments of charity hotels operated by organisations like the YMCA allow people to be housed but at the same time also act as a place for social interaction and community support. The mission-oriented goals that distinct such charity hotels from purely commercial institutions have an impact on resource allocation, personnel recruitment, and guest interaction. Given the social contributions, amazingly few studies consider the consequences of mission on specific operational aspects-particularly when a resource shortage is at hand (Grant, 2015).

· Resource Constraints and Financial Limitations
Budgets and financial resources are limited for nonprofit facilities than for for-profit hotels. Contributions, governmental subsidies, and volunteer staff support the nonprofit hotels, which therefore face many difficulties with staff, maintenance, and service capacity. Financial instability can be reflected in a shortage of employees in any group, which reduces the quality of services that may be provided (Anand et al,2023). Such hotels face challenges in ensuring service delivery standards because of the limitations in resources; this is mainly pronounced when the staffing levels are very low to the point where operational competitiveness with the commercial hotels is difficult (Bezjian et al., 2009). Not-for-profit organisations lack actual data to address such limitations to ensure excellent services.

· Service Quality Impact
For social enterprise hotels, there is an amalgamation of excellent service standards with mission-oriented goals. The service quality dominates their literature to date. The NPOs can only achieve the typical service quality benchmark because of the limited resources and few staff, and this may affect visitor experiences (Saleh et al ,1991). These hotels teach their staff and volunteers the ways of improving service and promoting their mission as a way of meeting visitor expectations. Many of the recent studies on service quality of charity hotels used the SERVQUAL model that measures reliability, empathy, and assurance, which is inappropriate because of the special missions and resource restrictions of charity hotels (Jones et al ,2015).

· Community & Social Effect

Supportive hospitality enterprises provide jobs, training, low-cost housing, and support for underprivileged groups. Such social consequences may increase community wellness, sustainable tourism, and social equity, according to Hopkins and Dowell, 2022.
The purpose alignment attracts also, from a marketing point of view, consumers who consider the social issues when purchasing. Social emphasis institutes goodwill. Limited studies have examined how community involvement affects service delivery and functional success in charity hotels experiencing significant operational issues that include a shortage of employees (Kaur et al., 2019).

· Employee Motivation & Well-being

Workers in social hotels find consistency with the goal of the non-profit organization to be their most overriding factor, which increases job satisfaction through intrinsic motivation. On the other hand, the low pay and scarcity of resources increase the chances of burnout that decrease morale and service quality.
By incorporating social enterprise ethics and community involvement, the morale of the staff is boosted and inspires accountability and involvement in the hotel's social objective. This positive influence needs further consideration into how to reduce impacts of burnout and maintain workers during scarcity ((Polonsky et al., 2016).

· Social Responsibility and Ethical Management Practices

Nonprofits are ethical and social hotels that emphasize transparency of resource distribution, fair sharing, and staff and customer ethics. Scientists postulate that ethical leadership in philanthropic hotels inspires and guides employees in the delivery of quality service in line with the goals of the organization, Reed, 1999.
There are also those ethical issues of charity hotels, especially when their financial or personnel constraints block them from achieving their service and social goals, hurting employee morale and tourist satisfaction. This is a field that requires further research on how nonprofit hotels can address such challenges through ethical management and environmental practices (Richea, 2013).

· Guest Perceptions of Morality and Service Expectations

Guests in charitable hotels often have adjusted expectations because of their understanding of the hotel's philanthropic mission (Ekinci,2008). Research has shown that consumers can be lenient toward minor service failures since they regard the hotel operating under philanthropic conditions and limitations. The sense of shared mission may bring a moral connectedness between the customers and the hotel, which can buffer the negative impact of service quality gaps (Ortmann et al, 1997). 
· Theoretical Gaps and Unaddressed Questions

Even general models of staffing and service quality do exist, none are tailored to charitable lodges operating at the juncture of nonprofit management and hospitality. The settings of charity hotels create singular challenges in balancing community impact, social missions, and guest empathy with service quality on limited resources. What is needed is the development of a specific service quality framework for charity hotels to manage such unique dynamics, which would include factors such as ethical fit, community involvement, and perception of guests about social responsibility (Sun et al,2023).

Methodology

The present study on how staffing shortages affect the quality of the service at The Great Western Hotel employed case study methodology underpinned by reflective writing and secondary data analysis, structured with an analytical framework, namely SOAR, TOWS, PESTLE, Root Cause Analysis, and the Employee Life Cycle Model.

· Case Study Methodology

The case study approach is suitable in carrying out qualitative research, thereby allowing a comprehensive investigation into complex problems in realistic situations. According to Yin (2018), the details of the case studies apply to events that occur in bounded systems; hence, this approach will be relevant in identifying specific issues related to the staffing of charity hotels.
According to Stake (1995), case studies yield rich, contextual insights that may be missed in broad studies. The focus on TGW would therefore provide the depth of analysis in the form of constraints that may impact on service quality, integrating various sources of data in a process of triangulation that enhances the validity of the findings, Baxter & Jack (2008).
The limitation is that the researchers themselves may hold subjective bias as they are too close to the subject (Baxter & Jack, 2008). This will be minimised in this study by combining various data sources to enable objectivity. 

· Techniques

a) Reflective Writing: Reflective writing combines first-hand observations from the researcher's placement in the hotel itself through the documentation of staffing challenges and their impact on the quality-of-service delivery.

b) Data Analysis: The secondary data available from the YMCA organisational records and industry reports contextualize findings within broader trends affecting the hospitality industry.

c)  Analytical Frameworks: The research applies various frameworks to comprehensively examine the manpower shortages (Hancock et al ,2021).

Case study 

· Hotel Overview

The Great Western Hotel is a modest Victorian-era   opened in 2018, in the historical, culturally rich, and naturally beautiful Taunton. Being the county town of Somerset, Taunton is truly beautiful, with the Quantock Hills being designated as an AONB. This tract of land contains some magical scenery and attracts nature lovers, who can see the ever-changing fauna, flora, and walking routes in abundance. Somerset has indeed much to pride itself on when it comes to an agricultural background, as this county boasts great cider production, among others. Having historic sites in Taunton, like the Anglo-Saxon Taunton Castle serving as a home for the Museum of Somerset today and the Gothic-styled Church of St. Mary 
Magdalene gives it a historical and cultural appeal.
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                                                                                                                       (TGW,2024)                                                                                                      
The YMCA Dulverton Group has carefully restored the Great Western Hotel, recreating its former glory with a modern twist through the framework of social entrepreneurship. The only plastic-free hotel in Taunton, it offers 15 comfortable, eco-friendly bedrooms, along with numerous social spaces, including a café, function rooms, and coworking places. Its singular identity lies in the mission of the YMCA, whereby all the profits of the hotel help in its charitable activity about youth development and community welfare (TGW ,2024).
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                                                                                                            (YMCA,2024)

Impressively, the hotel relies on only 12 staff members who are committed to maintaining high standards of service and furthering the philanthropic works of the YMCA. Since inclusion means a great deal to this hotel and due to its mission and values, some of the employees have disabilities such as Down Syndrome, Autism, ADHD, OCD, F Helps to encourage the team to be united and supportive of each other. It therefore employs three housekeepers, two chefs, two-night porters, and five general assistants to play different roles in reception, bar, restaurant, conference rooms, housekeeping, and the kitchen whenever the need arises. The lean staffing, supported by a general manager, focuses on cross-functional roles in an effort to ensure effectiveness in operations and exceed customer expectations at a smaller scale.
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                                                                                                           (TGW ,2024)

Opened for only 6 years the main concern remained the issue of understaffing, and especially the case where the GW Hotel has a high clientele base, 4.5-star ratings at TripAdvisor, most of which were ranked as "excellent." It therefore shows that the current crew tries to multitask and adapt to situations the best way possible to keep the hotel's standards up to par. The crew provides not only conventional hospitality duties but also supports the YMCA's mission by endorsing training and mentorship initiatives for youth. Service quality and social responsibility make the difference for Great Western Hotel from conventional hotels in the area to perform a twin function be a company and a catalyst for community influence.

· Organisational Overview

The Great Western Hotel along with the Beach Hotel (Minehead), Barley Wood Country House (Bristol) and Dulverton Hostel (Dulverton) is owned and operated by the YMCA Dulverton Group, which is a local chapter of the broader YMCA network. The YMCA brand is well-known globally for its focus on social impact, youth development, and community engagement, with a history stretching back to its founding in London in 1844. 
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                                                                                                      (YMCA,2024)
Each local YMCA organisation operates autonomously in developing the values and mission to address community needs. In England and Wales, the YMCA offered residence, health and wellness, family, youth work, and education services in 740 communities. The Hospitality money from the TGW Hotel funds YMCAs local work which includes housing, childcare, counselling and alternative education.

Since 2018, the YMCA took a disregarded property and turned it into a thriving business that trains, apprentices, and employs the most marginalized kids in the community. Management at TGW believes guests to TGW are not just customers; they help build inclusive and thriving communities.

This social enterprise model of the Great Western Hotel enables YMCA to reinvest hotel profits into charitable work in the local community on housing, childcare, counselling, youth work, and alternative education (YMCA,2024).
· Key Analyses

The following section elaborates on the internal and external environmental analysis of The Great Western Hotel.


· TOWS Analysis


	Strengths

	Motivated Management: The key factor in the hotel's success is the knowledgeable manager whose leadership would improve operational issues and manage the staff accordingly.

Social Mission and Community Support: Being a part of the YMCA, the hotel enjoys community goodwill that will make the staff loyal to the mission.


	Weaknesses

	Human Resource Issues: Unsatisfactory high staff turnover and reliance on part-time unskilled employees leads to disruption of regular functioning, particularly in housekeeping.

Low Wage Offering: Minimum wage offering policy of the hotel is prohibiting them from competing with other employers offering higher remunerations.

Overloaded Employees: Consequences of manpower constraints include heavy workloads in each employee, leading to burn-out and further turn over.

	Opportunities

	Local Labour Pool: The hotel could utilize local unemployment initiatives as well as vocational training schools, especially for those socially conscious individuals.
Improved Training Programs: Utilising the training programs available through the YMCA would improve job satisfaction and skill building thus helping with retention. 
Flexible Work hours: Providing flexible schedules would make the positions more attractive and may lower turnover.

	Threats
	Competitive Labour Market: Competitors offering higher salaries locally make it difficult for the hotel to retain employees.

Quality of Service Risk: Reductions in staffing levels and low morale could mean reductions in service quality. This may lead to poor reviews and loss of revenue.

Financial: Limited resources make it difficult to allow increases in wages and invest in additional staff.





	SO 
	Utilise YMCA's network to find mission-oriented recruits and the training programs of YMCA to enhance the skill sets and morale of the recruits.

	ST 
	Encourage the community-oriented mission of the hotel, plus mentorship and experienced management support

	WO 
	Utilise flexible scheduling to make the jobs more attractive and design training to recognise employee achievements

	WT 
	Contingency plans for service quality cross-training; a minimum wage increase, where feasible, will bolster retention.




· SOAR Analysis

	Strengths

	Experienced Leadership: The experience of the manager supports effective staffing and operational guidance.
Association with YMCA: The affiliation with the YMCA increases the community standing of the hotel and opens access to social enterprise support

	Opportunities 

	Community-Oriented Staffing: Access to the local networks of the YMCA will help in forming a community-oriented staffing composition.

Partnership for Training: Availing of the YMCA's training programs, a capable workforce can be developed which will improve service quality

	Aspirations
	Achieve High-Service Quality: The hotel aspires to deliver high customer satisfaction despite budgetary constraints which would, in turn, help in improving its brand reputation.

Employer of Choice: Providing a supportive culture, work flexibility, and training, it shall be able to attract people who are looking for employment within the area.


	Results
	Improved Employee Retention and Satisfaction: Good training and flexible working conditions would lead to reduced employee turnover.
Better Guest Satisfaction: A supported staff should equate to improved service, thereby driving improved positive reviews and occupancy.




· PESTLE Analysis


	Politics 

	Government Grant and policies: The charitable hotel raises some form of government funding, but the amounts received sometimes seem to arrive without pattern, this shall impact resources management.

The employment policies: The national minimum wage and other associated legislation over employees' care could suddenly change; the implication then shall be to affect an operational level over staffing on the business level.


	Economic
	Limited Sources of Revenue: The scarce budget doesn't allow increments, causing increased problems at the employment levels.

Competitive Job Market: Locally, the competitors pay a higher wage; therefore, competing to gain skilled employees is an unfortunate fact.



	Social 

	Socially Conscious Mission: YMCA's charitable mission attracts those employees and guests who are in line with social conscience values.

High Turnover and Burnout: Low wages, high pressure, and consequences force the employees to go into states of burnout, hence increasing the level of turnover and recruitment challenges.


	Technological 

	Skill Development and Training: YMCA's online training web portals could skill their staff and reduce turnover, hence retaining quality.

Operational Efficiency Tools: Basic task management tools can de-clog pressures and increase coordination.


	Legal
	Health and Safety Compliance: Employee turnover greatly increases health and safety risks if lapses in training occur.

Employment Rights and Fair Practices: Fair Work practices are key to maintaining the hotel's reputation and avoiding adverse legal issues.


	Environmental
	Sustainability Practices: The no single-use plastics policy and proper waste management at the hotel fit with YMCA's social mission, so guests who value eco-friendliness will be attracted.
Sustainable Staffing Solution: It is also important to minimize turnover to reduce the level of resources devoted to frequent hiring and training.




· Root Cause Analysis 

	Q 1: Why is the staff overworked?
R: High workload because of shortage of staff.


	Q 2: Why shortage of staff? 
R: Because of high turnover due to low wages and demanding work.


	Q 3: Why low wages and demanding?
R: Because the hotel has limited funds, depending on occupancy revenue.
Q 4: Why is high occupancy necessary to the hotel for generating revenue? 
R: Because it is a charity, and it requires consistent revenue to fund community work.


	Q 5: Why is funding insufficient? 
R: Charity funding model has community investment as priority so competitive remuneration is not possible.

	Root Cause: The social enterprise model restricts funding at low wages and creates understaffing who further affects service quality.





· Employee Life Cycle Model
	Attraction
	Emphasizing YMCA’s mission would probably help attract candidates whose values are aligned with theirs.

	Recruitment
	Streamlining the hiring process or/and establishing relationships with various programs at the YMCA could increase candidate flow.

	Onboarding
	Complete onboarding, including hospitality training and introduction to the social mission, may be beneficial in increasing the retention rate.

	Development
	The YMCA's training resources may enable the development of new skills, such as customer service.

	Retention
	Scheduling improvements, and recognition, might lead to increased job satisfaction, reducing turnover.

	Separation
	 Undesirable but enables exit interviews to allow for continuous improvement of staffing policies.



Based on this analysis, it seems that continuing employee training, workload distribution, and frequent guest feedback allow for a more "efficient" approach to maintaining quality levels and reducing/eliminating problems concerning staffing rather than offering TQM.

Theme Exploration: Service Quality Under Staffing Shortages in Charity Hotels


· Overview of Service Quality and Staffing 


Service quality is the heart of the hospitality industry, as it lies at the core of customer satisfaction, ensures customer retention, and indeed is a guarantee for the long existence of any business venture (Rehman et al., 2020). In charitable hotels, the challenge seems even more insurmountable in maintaining service quality. 
These organisations balance a social mission with operational demands and budgetary limitations as they try to do more with less and often operate with scarce resources and reduced staffing. Thus, charity hotels deal with singular pressures in maintaining service consistency that could lead to lower customer satisfaction, employee morale, and organisational survivability (Vasquez et al ,2002).


Types of Nonprofit Organisations
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· Comparison between Profit and Non-Profit Hospitality Organisations 
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                                                                                                  (YMCA,2024)

a)  Context of Placement

Great Western Hotel, under the management of YMCA, it has been directly seen how the balance between the objects of charity and hospitality standards is met. Great Western being a community-based charity hotel must offer accommodation facilities and achieve its social objective through contributing to community work. Shortage of staff brings a fundamental disequilibrium negatively impacting the delivery of superior service levels and well-being of employees (Marchante et al, 2006). In this regard, these issues have been critically examined through theoretical insights gained from the limited literature, aided by empirical findings from the placement, to give viable recommendations for improvements.

b) Academic Exploration of Service Quality and Staffing Shortfalls
· Impacts 

Studies consequently demonstrated that the maintenance of a satisfactory level of work force is important if consistent service is to be offered in high contact industries such as hospitality. Effects are graver in non-profit hospitality because limited resources exacerbate the repercussions brought about by under-staffing to service quality (Macedo et al., 2006).

As a result, shortages can become very serious when the resources are already at basics. According to Zeithaml et al (1990), when staff cannot meet customer expectations and standards set by the organisation, a decline in service quality is often unavoidable. Poor quality of service may diminish the level of tourist satisfaction, and harm customer purchasing intentions, therefore damaging the social goal of the hotels in the long run. NPO’s must devise ways through which to sustain quality in service delivery despite the challenges brought on board by the workforce for the attainment of goals on operation and community level.
[image: ]






Adequate staffing ensures the hotel provides timely and efficient services. Slow check-in, poorly cleaned hotels, problems with maintenance issues, and poor hotel service negatively affect the guests.

Insufficient staffing requires employees to undertake more work, thus increasing workload and fatigue. The outcome forces levels of concern for quality, thereby reducing time and effort put into personalized detailed service. Employee burnout exacerbates the quality problems because too stressed staff cannot deliver services as needed, and continuous pressure leads to increased turnover levels (Kapiki, 2012).

Consistency and reliability are vital to the level of service. A reduced staff may cut corners to maintain the demand, and this can lead to inconsistency in the service delivery. Guests expect stability and may feel discontent with small discrepancies, for instance, cleanliness and wait times.
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                                                                                                                 (YMCA,2024)


While volunteers and apprentices indeed provide essential support for the hotel and TGW in particularly, relying too much on these volunteers and apprentices as the main staffing has resulted in an unstable workforce as it will be very challenging for the hotel management to meet its staffing needs at any one time.
Compared to paid workers, volunteers are relatively freer and enjoy the relative freedom to decide when to participate or withdraw from organisational involvement. For instance, Boezeman and Ellemers (2014) and Pearce, (1993), present that volunteers are less prone to role expectation pressures, and their work performance is less likely to be evaluated.
 Moreover, unlike paid staff, volunteers reveal less concern over the loss of benefits and can be part of several groups, which could hinder their loyalty and commitment to just one organisation (Cnaan & Cascio, 1999). Volunteers also generally have very irregular working patterns, such as only working a few hours every week, and exhibit less solidarity with co-workers (Hodgkinson, Weizman, 1992). 
Considering these fundamental differences between volunteers and paid workers, volunteers are usually working in different environments, establishing different relations with coworkers, and demonstrating a different level of commitment to their organisations.

Excellent service is about staff interacting positively with visitors, where their needs are anticipated, and pleasant surprises await them. This kind of contact is often far too demanding for inadequately supported staff, hence, the reduction in welcoming and reactive aptitude that creates enriching experiences for travellers (De Rojas ,2008).

There can be a lack or incomplete training, which is also an essential factor in service quality. New recruits and persons with disabilities may be rushed to service positions without acquiring the essential skills to perform in such a position (Waqanimaravu et al, 2020). 
Contrary, rather than compromising the quality of service, employees with autism, ADHD, and ADD bring special talents and insights into the world of hospitality. The degree of service quality which may be influenced by the inclusiveness of their needs in the workplace.

Individuals with autism, ADHD, or ADD have natural talents to bring value into the hospitality industry, such as paying close attention to detail, having a strong work ethic, thinking out of the box for solutions, and focused attention in task-oriented matters. Those with ADHD might show their energy in customer service-oriented jobs, whereas individuals with autism usually perform very well with structured tasks.

Unmet needs have the potential to influence support in the workplace. For instance, it is pointed out that noise or distractions may well affect some individuals with ADHD. People who are autistic will find difficult social contacts and situations altered rapidly unless the provision and support of their needs are made. These workers would thrive and provide excellent service if needs are met (Bernik,2021).

· Theoretical Frameworks

The SERVQUAL model is one that has been used to analyse customer perceptions in the hospitality industry. Examining the quality of service based on five characteristics, including reliability, responsiveness, empathy, and tangibles. In fact, the model is among the most applied in the analysis of customer perceptions in this industry (Zeithaml et al., 1990). Application of SERVQUAL to charity hotels may require certain adjustments due to the unique operational constraints and customer expectations of nonprofit hospitality. Although the SERVQUAL scores can effectively identify points of service failure, it has been suggested that adjustments to the model can have a much better predictive representation of quality in situations where constraints are going to impact the delivery of services (Wisner et al., 2005).



[image: ]


c) Great Western Hotel Service Quality Assessment

· Placement Experience Gained - Levels of Staff and Delivery of Service

The staff limitation factors came in clear at the Great Western Hotel because employees were often under an obligation to play different roles, whereby they would serve as receptionists, housekeepers, and customer service as well. This often brought in inconsistency in terms of the quality of service. The placement experience highlighted the complications brought forth by this limitation, insufficient staff in most instances translated to slower response rates and higher demands on multi-tasking. These limitations were clearly seen during peak traffic, in which delays in service provision hampered the delight of guests.
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                                                                                              (TripAdvisors,2024)
· Employee Morale and Well-being

The placement highlighted that shortages in staff contribute to poor morale most of the time amongst remaining staff. Most respondents mentioned overwork and tension due to pressure for multitasking, as also testified by literature on staffing levels in hospitality (Multle et al.2017). Sometimes it resulted in absconding, which, in turn worsened the situation of staffing levels. Due to insufficient staffing support, the employees experienced constant burnout with a negative consequence on service quality and reduced wellbeing of employees.
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                                                                                                 (GlassDoor,2024)

The values of the employees explain their priorities and influence their motivations. Motivation is a main exponent of performance explaining behaviour (Steers, et al,2004). In this respect, because of the dissimilarities in values, for-profit and nonprofit organisations have different motivations of their employees (Lanero, et al (2017
· Visitor Impressions and Expectations

The charitable nature of charity hotels can affect visitor expectations. From the field experience, it was found that most visitors showed empathy for minor lapses in the service as they were informed about the social cause and the scarcity of resources at the hotel. However, due to high rates for a b&b hotel guest who encountered   too lengthy delays or repeated service aberrations manifested negative visitor response and, sometimes, complaints (Niranjana et al. 2008)   suggested that, although clients of charitable hotels may have relatively low expectations, they nonetheless anticipate that minimum levels of hospitality will be provided. More particularly, these relate to housekeeping and response times.
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                                                                                                 (TripAdvisors,2024)
· Reflecting upon Feedback

Feedback obtained from visitors during the placement provided some excellent clues on the level of expectations. In general, the visitors liked the social cause of the hotel but expressed frustration whenever delays or anomalies in service disturbed their expectation. These findings are supported by literature evidence that customers of non-profit hospitality setting have a certain level of expectation from the service quality and unmet expectations tend to decrease satisfaction and motivate negative word of mouth reviews (Medina et al ,2024).
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                                                                                          (TripAdvisors,2024)

d) Areas for Development and Improvement at the Great Western Hotel

· Increasing Employee Support and Retention / Induction and Training Programs

A structured induction process would greatly enhance the standards of service since expectations would be clearly communicated and new staff inducted into the job with the competencies to perform their duties. Systematic training ensures that the workers and volunteers understand the aim of the hotel and their various roles. This helps to reduce stress since every worker can tackle his/ her work and as well work harmoniously while acting with consistency in offering services. It has been noted in various studies that proper training leads to a reduction in labour turnover because the workers are satisfied with their job and are adequately equipped for carrying out various responsibilities (Abaejan et al ,2019).

Instituting health initiatives, such as scheduled breaks, resources for physical and mental well-being, and teambuilding, may alleviate some of the pressure due to being short-staffed. High-pressure working environments negatively impact morale and productivity and looking after the well-being of the employees may see improved staff retention and a more positive workplace environment (Malaka,2014). The creation of a caring culture will allow the Great Western Hotel to enhance employee morale and customer satisfaction.

· Alternative Models of Staffing/ Temporary and Volunteer Workers

To overcome the issues relating to the budget, the Great Western Hotel may utilise the options of flexible staffing, such as part-time employment for peak seasons, which is balanced by volunteers for low-skilled professions. Baxter and Jack's (2008) study indicate that flexible staffing models minimise resource constraints by fully staffing demand peaks to maintain the budget. Volunteers can be appointed for non-critical tasks with support from paid professionals to free up their time to address critical tasks requiring special expertise (Kelliher ,1989).

· Community Involvement for Recruitment
Staffing support, through established partnership development with community groups Great Western Hotel able to build more volunteer schemes or work experience in partner with schools & local community centre. With its objective of promoting social integration and connectedness, this is one potential strategy to address staff shortages while deepening community connections.
 Partnership development with educational institutions may provide a pipeline of enthusiastic volunteers who are out to get experience in the hospitality industry (Tisch et al ,2004).

c) Improvement of Customer Experience with Transparency and Involvement

· Clear Communication of Social Mission

Transparency about the hotel's social mission regarding charitable purpose and limitations in staffing might lead to higher perception from the guests. The communication of the hotel's social mission through welcome materials or signs would contribute to realistic expectations, thus minimising the frustration created by minor delays in service (Antonucci et al., 2022).

· Policies on Service Recovery

Knowing how to enact service recovery strategies, such as giving complimentary refreshments in cases where one needs to wait long, will help in retaining positive passenger experiences despite disruption to service. This approach ensures that the guests feel valued and enhances their perception of hotel commitment to excellence. Training of staff on how best to manage service recoveries reduces dissatisfaction and increases guest loyalty (Liat et al ,2017).

d) Leveraging Technology to Improve Operational Efficiency

· Technology Use in Process Optimisation

Technology use in operations could improve Great Western Hotel's visitor relationship management. Technology helps in saving labour time through automated tools of online check-in, guest messaging apps and self-service kiosks which enhance regular tasks to be performed with minimal manpower so that the staff can pay more attention to personalised service, which thereby can support the hotel with the quality of its services despite its limited number of personnel (Oh et al., 1996).

e) Feedback Collection and Data Analysis

Consistent collection and analysis of feedback from visitors will also provide an indication of the trend in service quality and help further identify areas that need improvement (Briggs et al, 2007). The analysis would therefore enable management to make decisions based on facts regarding specific issues related to staffing levels and service delivery (Bowen et al ,2006). A longitudinal approach to monitoring feedback could establish trends that inform future intentions and link operational improvements with the expectations of guests while reinforcing the hotel's vision of community focus (Allen,2004).

Conclusions and Recommendations
· Key Findings
Charity hotels, which rely on the local community for donations and volunteers, cannot maintain consistently high service levels due to constraints of personnel and available budgets (Anderson et al 2009). Hotel staff shortages produce burnout and tension, leading to poor morale that will reduce overall service quality. Where there is commitment from the staff at the YMCA, long hours and staffing shortages may manifest themselves in lower job satisfaction and burnout. These factors may affect service delivery and retention. Poor finance and uncompetitive remuneration packages mean that the hotel faces challenges in recruiting and developing competent staff, resulting in significant turnover. Despite the altruistic mission of the hotel and perhaps a tolerance from visitors at times, there are still service problems at peak times. 

· Recommendations

a) Enhance Staffing Models

Flexible Staffing: The Great Western Hotel should retain, where possible, far more flexible staffing solutions such as promoting part-time roles or taking on temporary staff during peak seasons or volunteers for non-essential roles, reducing pressure off the entire staff (Whitehouse et al ,1997).

Improve Volunteer Engagement: The GW can involve local volunteers or apprentices in less critical aspects of operations, such as event management or administrative tasks (Harp,2017). This would lighten not only the workload from the paid employees but also engage the local community in activities that answer to the social mission of the hotel (Lo et al,2005)

b) Invest in Employee Well-being

Wellness Programs: Great Western Hotel should implement wellness programs that will ensure avoidance of burnout, which includes regular breaks to clear the mind, access to counsellors, and team-building exercises that help in improving morale, hence reducing stress levels. This will lead to better delivery of services (Shulga et al, 2021).

Employee Recognition-Develop a recognition program for staff and volunteers, giving appreciation for hard work and commitment to the hotel's mission to enhance morale and employee satisfaction given the limitations of available resources (Ventrice,2003.

c)Training and Development Programs

Staffing Levels: The hotel should communicate their nonprofit theme and staffing constraints to guests by establishing realistic expectations and enhancing guest patience thresholds when minor service processes are disrupted by the charitable cause and operational constraints (Sandjongs,2021).

Service Delays: In the event of delays caused by limited staff members, the facility should be proactive in informing their visitors about the wait time anticipated and service recovery options available, like complimentary drinks (Whitt,1999)

d) Promote Social Responsibility and Community Involvement

Improve Community Partnerships: The hotel should engage in discussions with the local businesses and organisations to raise levels of financial and staff support. Partnership with local schools, universities, and community groups could ease the personnel pressures through volunteering and work experience (Huda et al, 2018).

Social Impact: The hotel can more actively promote its social mission to attract those guests who appreciate accommodation and community-related initiatives at lower costs, which would better align customer expectation with the social mission of the hotel, improving customer loyalty (Bruder,2021).

· Conclusion

The main research questions that would be concerned with the impact caused by the staffing shortage at The Great Western Hotel were answered during the research. Based on this case study, it was established-that through answering the first question, how understaffing influences these critical areas: the shortage of staff strongly impinges on operational efficiency, service quality, and affects the morale of employees and guest satisfaction. Also, the major drivers of charity hotel staff shortages were indicated to include limited financial resources and high turnover, which was in line with the general challenges faced by the hospitality industry, addressing the second research question.

The problem of staffing negatively impacts the satisfaction of the guests and, consequently, the overall performance of the Great Western Hotel. Proposals for mitigation included flexible staffing, employee well-being initiatives, better training, technology integration, and internal communication. These will allow TGW and its sister charity hotels to further enhance their operational resilience and manage a better balance between service quality and resource limitations, while achieving higher levels of employee and guest satisfaction consistent with their social mission.


Reflective Account

Reflective Account Using the ERA Model: Practical Experience at The Great Western Hotel

This reflective account outlines my experiences and personal development throughout my placement at The Great Western Hotel, within which I was working in the Guest Service Operations-Housekeeping and the Front Desk divisions. Through the ERA (Experience, Reflection, Action) Model, I will critically reflect on my work placement, assess my learning outcomes, and outline an action plan for future development within the hospitality industry.

· Experience

During placement, I encountered two core sectors of the organisation, namely Housekeeping and the F&D front desk at the Great Western Hotel. It is a not-for-profit organisation comprising a few committed crew members in many departments. Housekeeping, front desk operations and event management come under Guest Service Operations. I had actively cooperated with housekeeping staff, including part-time workers and a team leader who organized the daily supervision of the cleaning process in 15 rooms.
Various responsibilities in housekeeping included helping to keep rooms clean, using proper inventory control, and monitoring the team leader in operational duties. Crisis management was one area I learned, after an accident in which a second-degree burn had happened to a maid in handling chemicals improperly. This situation revealed if the team could meet the challenge through stress performance.

During my work at the Front Desk, I was involved in various activities: check-in/check-out of the guests, mail processing, and providing information to visitors. I observed the style of management which team leader adopted, especially when some stressful situations occurred, such as complaints from guests or a peak period of check-in. I had also observed some of the operational policies being followed and internal communication within the hotel.

· Reflection

As teamwork and individual contribution are equally vital for the smooth operation of the hotel. I have seen how much stress the small group in the housekeeping department had to manage, especially when one of its members was injured on the job. The incident where a housekeeper burnt her hands with cleaning chemicals brought into sharp focus my need to develop an ability to handle a crisis when under stress. It was aptly led by the team leader, who rearranged the shifts promptly to maintain service quality, a case showing flexibility and planning in a situation of unpredictability.


The importance of human communication and setting the tone in the visitor experience came out very strong in the front desk department. Through the observation of the team, I realised that while they appear to function well, there was plenty of room for improvement. Many of the staff were new to the hospitality business and a couple had ADD or ADHD so consistency in any delivered service was hard to come by. There were also significant safety concerns at the front desk with a total lack of CCTV and no on-site security that affected morale as well as their actual safety.

By experiencing the front desk, my confidence increased enormously in dealing with guests. I learned to deal with guest inquiries and how important it is to continue being calm and professional, even in the most stressful situations. I realised that in such critical and serious situations, such as when safety or emergency issues needed to be dealt with, hard work is needed for crisis management skills since I feel uncertain in these situations.

The above experiences and observations brought me several points of improvement, based on which I set up some goals for my development in the future.

Crisis Management and Safety
 One of the crucial areas that I would wish to further develop my personal growth is in crisis management particularly for emergency situations. This is through furthering my training on first aid, conflict resolution, and emergency management in preparation for any crisis in the future. Equally, I intend to develop my knowledge on standards and protocols of health and safety, particularly about harmful compounds used in housekeeping.

Improvements in Leadership and Communication
 I will focus on my leadership and communication skills. By observing the team leader of both departments, I have understood that clear communication and proper delegation are very important, especially when working in diverse teams. 

Operational Knowledge
 I intend to gain more knowledge in the property management system, sales, and revenue management to complement my guest service experience within the Front Desk department, offering a wide perspective in hotel operations and increase my decision-making capabilities.


Improve on Security Matters
 In my future action plan, I would recommend workplace security improvement, especially in the Front Desk area. It is further recommended to add more CCTV cameras and/or security personnel at least during peak hours. I also want to learn more about risk management and safety audits in the hospitality industry, which I can apply in further careers.

Time Management and Organisation
 Within the housekeeping and front desk sectors, I came to appreciate how significant it was to manage time and resources. I plan to enhance these skills through prioritising duties to have my work done effectively and timely. I will concentrate on my assignment management as well as keeping tabs on the team's needs, particularly under pressure.

· Final Evaluation

Through reflection of my experience working with the ERA Model, I have come to understand issues and advantages that exist in the industry. From my service in the cleaning department and through communication with guests at the front desk, I have gained a deep awareness of the importance of flexibility, good communication, and teamwork, while recognising shortcomings related to improvement in crisis management, team leadership, and security.

In the time to come, I would like to develop this insight and skill through further training, improvement in time management, and attainment of a leading position within the industry. 
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                                                   Appendices

Connection between low wage and employee turnover

Economic Discontent

Employees often regard compensation level as a direct reflection of the value they represent to the organisation. If the pay is insufficient people will be unhappy and bitter, which will cause them to seek higher paying jobs elsewhere.

Decreased Employee Morale

Pulled down by low pay, workers will likely feel underappreciated, leaving them with lower morale, lack of involvement, and lesser job satisfaction. Such unhappiness increases the likelihood that workers will leave their jobs.
Unable to Meet Basic Needs

Workers who are poorly compensated may struggle to cover basic costs like rent, transportation and healthcare. Often this added financial burden often pushes them to look for better paying jobs.

Limited Career Mobility and Retention Factors

Poor pay is often associated with lack of additional benefits, such as education, promotion opportunities and incentives to do well. Without investing in developing employees, we enable them to leave.

Elevated Cost of Living

For those areas that lack the level of pay to afford a good standard of living, this means things become untenable which only compounds turnover as employees searches for decent paying jobs around their livelihoods.

Cold War Individuals Constantly on High Alert

Inadequate remunerated employees may have to do multiple jobs or work more hours just to break-even which leads to fatigue and higher turnover rates.
Impact on Organisational Culture High turnover triggered from poor pay might create a vicious cycle of instability in teams. Fresh recruits may face problems with adjustment, while old-timers might get disillusioned because of repeated changes, and this will worsen the turnover rates.

Investments in Hiring and Organisational Effectiveness

Increased turnover leads to hiring and training cost for a constant number of new hires. Higher workloads for remaining staff may mean a loss of productivity and quality of service to the organisation, indirectly compounding turnover issues.

Hospitality Industry Data

Turnover rates are often even higher in low wage sectors like hospitality. It is a perpetual problem as employees tend to move on to different businesses or competitors that offer slightly better remuneration, persistence in retaining a core group of employees can be challenging.

This relationship often requires solutions that include competitive salaries, benefits, rewards programs, and development opportunities to improve worker satisfaction and reduce turnover (Quantum Workplace,2024).
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Where we Are

YMCA Dulverton Group operate across
a wide area in multiple locations. Find
our sites here.
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National Council of Young Men’s Christian Associations (Incorporated) | Consolidated statement of financial activities | Year ended 31 March 2023

INCOME FROM
Donations and legacies
Affiiation fees
Income from charitable activities
Income from trading activiies
Investments, interest and rental income
(Loss) profit on disposal of fixed assets
TOTAL INCOME

Costs of raising funds.
Expenditure on charitable activities
Operating costs of trading activities

TOTAL EXPENDITURE

NET INCOME (EXPENDITURE) FOR THE YEAR

Net (losses) gains on investments
Transfors between funds
Other recognised gains and losses:

Losses (gains) on defined benefit pension schemes.

NET MOVEMENT IN FUNDS

Reconciliation of funds
Fund balances at 1 April

FUND BALANCES AT 31 MARCH

56

2023 2022
UNRESTRICTED ~ RESTRICTED  TOTAL UNRESTRICTED RESTRICTED ~ TOTAL
£000 £000 £000 £000 £000 £000

3,396 303 3,789 2777 266 3,043

1,053 - 1,053 1,039 - 1,039

137 578 715 1 674 785

15929 - 15,929 12,544 - 12544

228 15 243 177 25 202

: 13 13 - @) @1

20743 559 21742 16648 544 17500
1618 - 1618 1,357 - 1,357
4198 1233 5431 3,842 930 4772
13672 - 13672 10,931 - 10931
19,488 1233 20721 16,130 530 17060
1,255 (234) 1,021 518 14 532

(331) 0 (332) 1,089 4 1,093

- - & 240 (240) =

(185) - (185) 243 - 243

739 (235) 504 2,000 (222) 1,868

6.089 1,852 7941 3,999 2,074 6073

63828 TEIT Baas 6089 1852 7841

The statement of financial activities includes all
gains and losses recognised in the year.

The notes on pages 62 to 85
form part of these accounts.
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National Council of Young Men’s Christian Associations (Incorporated) | Analysis of total income | Year ended 31 March 2023
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24

25

26

DONATIONS AND LEGACIES
Individuals

Legacies

Corporate and Trusts.

AFFILIATION FEES

INCOME FROM CHARITABLE ACTIVITIES
Movement Services

Programme Development

Communications, Policy & Research
International

Central Services

INCOME FROM TRADING ACTIVITIES

Income generated by charity shops
Trading companies (note 8)

INVESTMENTS, INTEREST AND RENTAL INCOME
Investment income
Interest receivable

PROFIT ON SALE OF FIXED ASSETS

Profit (loss) on sale of assets

TOTAL INCOME

Grants and Grants and
Contracts Other TOTAL Contracts. Other. TOTAL
for services Income 2023 for services Income 2022
£000 £000 £000 £000 £000 £000
- 2435 2435 - 2332 2332
- 1,225 1,225 - 559 559
- 129 129 - 152 152
- 3.789 3,789 - 3,043 3.043
- 1,053 1,053 - 1,039 1,039
- 51 51 - 55 55
578 - 578 674 - 674
7 4 50 1 8 9
- - - - 10 10
6 30 36 1 36 37
591 124 715 676 108 785
1,146 14,709 15,855 344 12,150 12,494
- 7 74 - 50 50
1,146 14783 15.929 344 12.200 12,544
- 170 170 - 167 167
- 73 73 - 35 35
B 243 243 5 202 202
- 13 13 - @1 (1)
N 13 13 N @1) (21)
1737 20005 21,742 1,020 16572 17,5692
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PUTTING TURNOVER INTO PERSPECTIVE

Percentage of employees considering leaving their job in the next six months is 4.25x
higher among burnt-out and unappreciated employees than healthy and appreciated
employees.

4.25x 64%

Healthy and Appreciated Bumt-Out and Unappreciated
Employees Employees YMcA

/GRKWELL
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UNAPPRECIATED EMPLOYEES
ARE FAR MORE LIKELY TO LEAVE

Percentage of unappreciated employees who are
considering leaving their job in the next six months
based on their levels of burnout.

Employees Who Feel Unappreciated at'

Healthy

mployees 33%

At Risk
mployees

Burnt Out

mployees 64%

0
609
701

9% of employees considering leaving their role in the next six
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APPRECIATED EMPLOYEES ARE
LESS LIKELY TO LEAVE

Percentage of appreciated employees who are
considering leaving their job in the next six months
based on their levels of burnout.

Employees Who Feel Appreciated at Wo

Healthy

mployees 15%

At Risk
mployees

Burnt Out

mployees 19%

% of employees considering leaving their role in the next six v

WORKWELL
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4/10 Fair
15 Sept 2024

Nobody on the desk on arrival had to walk around
looking needed to phone if getting back to hotel
after 10pm so porter could open door. So called bar
in darkness when we got back at 10 very limited
drinks. Room needed blinds and blackout curtains to
keep light out. A overpriced hotel will not be going
back.

See less

SI2 Geoff, 2-night trip
Verified Hotels.com guest review
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The Great Western Hotel
Station Approach, Taunton TAT 1QW

*

| understand staff are busy, especially when on
their own. You need a better range of drinks to
entice customers to stay. There are better options
close by.
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Great people, not so great leadership!

& Anonymous employee

Former employee, more than 5 years

X Recommend X CEOapproval — Business outlook

Pros
The people are great. They care about the work they
do and it's them who carry the organisation.

Cons

They have cut so many roles over the years but the
workload has not decreased, which puts pressure on
staff and does not create a good work/life balance.
The hours are long and there are no rewards, they
rest on the good will of staff who are committed to
the people the organisation support.

Advice to Management
Practice what you preach! Whilst you say all the right
things this is not felt within the business.
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Avoid at all costs
Key Worker/Acting manager (Former Employee) - Port Talbot - 12
October 2024

Stressful beyond belief

To not work at ymca

Non existent

Cut every corner possible

Dealing with the stressful environment
Going home at the end of your shift

v/ Pros
Zero
X Cons
Stress beyond belief

Was this review helpful?

B

Yes No P
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@ Jloss

Very unwelcoming spat on talking to me with a
mouth full of food

Review of The Great Western Hotel

Q@ OOOQ Reviewed Oct 21,2023

Had to go looking for someone to check us in. Finally
found someone that had a mouth full of food that he
spat all over us while talking. He was extremely rude
refusing to check us in as | didn't have | d even though it
was all booked and paid for. He was very off with us
NOT Approachable and very unwelcoming. Stayed here
before with different staff that were lovely not again
though.

More

Date of stay: October 2023

Trip type: Traveled as a couple

....‘ Value

Location

00000 .-
.OOOO Service
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2 contributions « 1helpful vote

e Aoibheann Ni G wrote a review Jul 2023 eee

00000
Disappointing stay

Tatty in places - toilet seat was fitted crookedly,
chipped paintwork in various places.
Overpowering smell of air freshner in corridors.
Some staff clearly under trained and
unprofessional in their manner. Noisy (inside and
outside). Coffee at breakfast was undrinkable.
Breakfast was not great. No vegetarian option as
they didn't have the right stock. The bacon for
the full English breakfast was inedible. When | left
my luggage for the day | was assured it would be
placed in a meeting room and safe - it was still in
Reception when | returned some 7 hours later
which was annoying as | know that reception in
left unattended during the day. Up your game
Great Western! | could go on but really can't be
bothered. Will not stay here again whichis a
shame as it is close to the station.

Read less ~

Date of stay: July 2023

Trip type: Traveled solo
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W wrote a review Nov 2023
Bridgwater, United Kingdom « 8 contributions
« 6 helpful votes

00000
Blown away by excellence

From the moment the antique doors magically
swung open on arrival to the genuine 'See you
soon' as we left, this place was just excellent.
Pleasant efficient greeting at the well signposte
reception; simple and accurate directions to a
huge suite of room, writing/drinks/makeup area
and we'll provisioned bathroom (large walk in
shower).

Plush furnishings oozing nostalgia for a time
when customer service mattered.

Amazing breakfast, almost too large, along witt
a help-yourself cold selection.

Hard to believe this is a charity.

Will have to find an excuse to return!
Read less A

Date of stay: October 2023

Trip type: Travelled with friends
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About

4 Excellent
. Q0000 Mreviews
#6 of 16 hotels in Taunton

Location
Rooms
Value
Cleanliness
Service

Sleep Quality

Travellers' Choice @

A beautifully restored Victorian railway hotel,
we offer a venue full of character directly
opposite the train station. Our lounge offers a
Read more «,
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TOP FACTORS EMPLOYEES WOULD LEAVE FOR

69%
38%
0 0 0
21% 18% 18% 15%
More pay A promotion or Better More flexibility More flexibility More meaningful
career development benefits of working location  of working hours work
opportunity
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General Assistant yearly salaries in

the United Kingdom at YMCA
Job Title

[ General Assistant 2salaries v }
Location
[ United Kingdom v J

Average salary
£10,962 per year

1 43% | Below national average

2 salaries reported
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Housekeeper yearly salaries in the
United Kingdom at YMCA

Job Title
[ Housekeeper 23salaries v ]
Location
[ United Kingdom v ]

Average salary
£13,589 per year

1 40% | Below national average

Average £13,589
]
Low £7,580 High £30,000

23 salaries reported
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Salary satisfaction

46%

46% think they are paid fairly
Based on 2,282 ratings

Add your rating
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YMCA LINCOLNSHIRE

Employee Benefits

At YMCA Lincolnshire, we couldn’t do what we do without our incredible team of employees.
We're delighted to offer a wide range of benefits, including:

Contractual Benefits:

» Annual Leave - 20 days’ paid annual leave (plus public holidays). After five years' continuous
service, employees receive an extra day's annual leave per year of employment, up to a
maximum of 5 additional days.

» Pension Scheme — YMCA Lincolnshire offers all employees a contributory pension scheme.

» Death in Service - All employees are entitled to death in service insurance cover at 2x the
individual’s gross salary.

» Occupational sick pay — YMCA Lincolnshire offers employees sick pay, with eligibility from
day one of working with us. Employees are entitled to 5 days paid sick leave in their first full
year of employment, increasing after each full year of employment, up to a total of 20 days.

Family Friendly Benefits:

» Maternity pay — Employees are entitled to receive up to 39 weeks of statutory maternity
pay.

»> Paternity leave — Employees are entitled to up to two continuous weeks paid leave.

» Adoption pay - Our adoption pay package includes 26 weeks’ paid leave.

> Shared parental leave — Employees have an entitlement to shared parental leave to allow
flexibility in how to share the care of your child in the first year following birth or adoption.

»> Parental leave - Up to 18 weeks unpaid leave for each child up to the age of 18.

» Compassionate leave — We offer paid or unpaid leave for a range of unforeseen
circumstances.

> Bereavement leave - Employees are entitled to up to 14 days bereavement leave with pay
on the death of a partner, parent or child.

> Discounted childcare — Discounted childcare across all of our childcare centres.

For more information on our Family Friendly Benefits, employees should refer to our Family Leave
Policy. Please note, for each of the above criteria apply.
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Other Employee Benefits:

Y Vv

Y Vv

7

Annual Awards/ Recognition Event — Each year we host a Team Awards & Celebration
evening for our employees and volunteers, to celebrate achievements from throughout the
year. The event is free for employees to attend, with food and drinks provided.
Long Service Awards — Upon working with the organisation for a period of 5, 10, 15 or 20
years, employees receive a certificate presentation at our celebration evening.
Free uniform — All front-facing employees are provided with free uniform.
Employee Assistance Programme — All employees have access to the following services for
free through our EAP:

o 24/7 confidential support through a helpline
Webinars
Nutritional advice
Health checks
Financial wellbeing

o Referrals for counselling or occupational health services
Training and Development — Helping you to develop in your role is important to us. All
employees are provided with a full induction and core training, along with role specific
training in their first few weeks. We are happy to discuss access to external training courses,
and arrange department specific training for all areas of the organisation.
Social and Fundraising Events — There are many opportunities for employees and
volunteers to become involved in social and fundraising events, such as our annual Sleep
Easy event.
Free DBS checks - All initial and ongoing DBS checks are paid for by YMCA Lincolnshire.
Discounted food and drink — Employees are able to purchase discounted food and drink
from our catering facilities, including our iCafé at The Showroom.
Free car parking — There is free car parking available to employees at most of our sites.
Campaigns and Awareness Days — As an organisation, we collectively engage in national
campaigns and awareness days, such as World Mental Health Day.

o
o
o
o

» Climbing Wall- All employees are entitled to concessionary tickets for our climbing wall.
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Here for young people
Here for communities
Here for you

YMCA





