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1. [bookmark: _Toc157526221]Title


“CONTEMPORARY CHALLENGES IN SERVING GUESTS IN THE HOSPITALITY INDUSTRY - A CASE STUDY BASED ON HOSPITALITY INDUSTRY IN THE UK”
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2. Introduction

· Background 
            The hospitality industry in the UK has seen a growth in the number of guests especially after the pandemic situation. For example, the UK-hospitality sector has the potential to reach $28.11 billion by 2029 (Mordorintelligence, 2023). This shows the high growth potential of the hospitality industry of the country that can also contribute in creating jobs and economic growth in the UK. However, as noted by Çınar et al. (2020), the change in the consumer demand and segmentation is a major challenge for the managers in the hospitality industries to modify the services accordingly. 
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Figure 1: Market size of the UK-hospitality industry 
(Source: Statista, 2023)
The figure 1 shows the growth of the hospitality business in the UK with a visible decrease in revenue in 2021 due to the Covid-19 pandemic. The rising demand among the UK consumers regarding the incorporation of modern technologies in the hotels is a major challenge to the hotel authorities. For instance, nearly 71% of the UK travellers want an “automated messaging system” in the hotels and 37% of guests want “voice activated amenities” in the hotel rooms (Oracle, 2022). The shortage of staff is another significant challenge faced by the UK-hospitality businesses in serving the guests. Considering this, it is a challenge for the hotel authorities in serving guests in the hospitality sector due to changing service demands and staff shortage. 
· Research problem 
            The hospitality industry managers in the UK are facing challenges due to the rising competition in the market, managing safety and satisfaction needs of the guests and providing a personalised experience. The research problem focus on highlighting the issues experienced by the UK-based hospitality industry due to labour shortage along with changing needs of customers. 
The “Hospitality Member Survey” in the UK highlighted that nearly one third of the hospitality businesses in the country are on the verge of collapse (Boutiquehotelnews, 2023). The primary reason behind this collapse is the rising cost of operation and change in consumer demand. For this reason, this research is highly significant as it highlights the challenges faced by the UK hospitality businesses and facilitates required strategies as well. 























3. Aim and objectives

· Aim 
           This research aims to identify the challenges faced by the UK hospitality industry due to changing consumer demand while serving the guests in the contemporary situation. 

Objectives
· highlight importance of customer satisfaction for recovery and growth of UK Hospitality Industry
· To identify changing consumer behaviour in the hospitality industry 
· To recognise the challenges faced by UK-hospitality industry and recommend strategies while serving the guests in the contemporary situation 

· Research questions
     Q1. What is the importance of consumer satisfaction for recovery of growth in the UK hospitality business?
           Q2. What are the different consumer demands in the hospitality sector of the UK?
           Q3. What are the challenges faced by the hospitality industries in the UK and                  recommend effective strategies to serve the guests in the contemporary situation? 
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4. Preliminary literature search

· Importance of consumer satisfaction in the growth of UK-hospitality industry 
           The hospitality business in the UK has seen a significant growth in demand after the                    pandemic, which has the potential to increase the revenue of this sector. For instance, the UK-hospitality industry is valued almost 16.42 billion pounds in 2022 (Statista, 2023). In this regard, there is a high growth prospect of the hospitality businesses in the UK. Contrary to this, the issues of change in the consumer demand and the cost-of living are the challenges of the managers in the hotels in serving the guests (Gupta et al. 2022). In addition to this, as noted by Woolfson (2023), there are almost 120,000 unfilled roles in the hospitality sector of the UK due to staff shortage which is a major challenge in attending the guests. 

· Different consumer demands in the hospitality sector 
            The consumers in the UK-hospitality sector are demanding a higher incorporation of the modern technologies in the hotel rooms. For instance, Premier Inn has started to use a smart AI system to attend the guests at the hotels (Futr, 2020). Along with this, the consumers are also seeking cheap hotels due to the rise in “cost of living”. For instance, the market of budget hotels in the UK grew by 17.1% in 2023 (Ibisworld, 2023). This highlights the demand for the consumers in seeking budget hotels.

· Challenges of the hospitality industries in the UK in serving guests  
             The UK-hospitality sector is facing challenges due to staff shortage, fluctuation in consumer demand and rising competition in the market. The UK-hospitality sector is dynamic with a combination of both domestic and international hotel businesses (Giiresearch, 2023). In this regard, it is a major challenge for the hotel businesses in the UK to provide personalised services to the guests. However, the managers in the UK hotels can follow a systematic approach by recruiting more staff and incorporating more technologies in the business to serve the guests (Xu et al. 2020). Situation oriented planning can be beneficial for the UK hotel managers in coping with the situational needs of the consumers and provide personalised service. 





· Strategy for the hospitality businesses in serving the consumer needs  
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Figure 2: “System theory of management”
(Source: Adapted from Iandolo et al. 2021)
The “system theory” suggests that an organisation is a single unified unit with the interrelated parts that need to be maintained by the managers in a systematic format (Iandolo et al. 2021). Similarly, the managers in the UK hotels can hire staff; arrange skill development programs to provide personalised services to the guests to increase competitiveness. In addition to this, the new technologies can also be incorporated in the business to enhance the room services. As noted by Kopalle et al. (2020), initial planning is required to improve the services and make them more consumer-centric. Similarly, the managers in the hotels are required to evaluate the requirements of the guests and make the services more personalised. 

· Gaps in the research 
             There are existing journals on changing consumer demands although a few journals include both changing consumer demands and current staff shortage issues that can be solved with some more AI based advanced technologies for more customer-centric services. The Findings of this research will include current hospitality industry challenges as well as potential solutions which are feasible with consideration of trending modern technologies applicable to the UK Hospitality industry.
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5. Research methodology

· Research methods 
          “Secondary qualitative” method will be applied here for this research as it assists in collecting vast information in a short time. As mentioned by Crick (2021), secondary data from the qualitative sources can be accessed from a variety of already published papers and news articles which can be accessed at free of cost. Considering this, secondary data from the qualitative sources will be used here. Systematic literature review of approximately 50 articles will be done by collecting the peer reviewed journals from Google Scholar based on the hospitality sector. In addition to this, authentic books, news articles, company websites and government reports from the last five years will also be used for the collection of data. “Case study method” as research strategy will be utilised identifying challenges faced by the hospitality industry of the UK while serving guests. Positivism philosophy, inductive approach and thematic analysis will be considered for this research as well. On the other hand, “primary data collection” is highly time consuming and it can create bias in data collection (Tayefi et al. 2021). 4 themes will be made based on 8 sources and non-probability sampling will be used in this research. 
· Research ethics 
            Research ethics are the certain academic principles that the researcher is required to maintain throughout the course of the research (Johansen and Frederiksen, 2021). In this research, all the valid sources will be used to maintain research ethics. In addition to this, all the secondary sources will be given credit by properly citing the references. The university referencing guidelines will be followed throughout the research process to maintain academic integrity. 
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6. Risks

The maintenance of data accuracy and alignment are the major risks in secondary research as all the information is collected from pre-determined sources. As noted by Borderon et al. (2021), the risks of omissions, poor interpretation and bias are major risks in “secondary data collection”. The quality and validity of the sources can be difficult to establish, making it another big risk in this research. These are the major risks in the research that can be observed in the “data collection process”.  
[bookmark: _Toc157526226]

7. Timeline
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Figure 3: Research Timeline 
(Source: Self-made)
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