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Executive Summary 
In order to increase workforce stability and operational effectiveness, the study intends to analyze and resolve the effect of zero-hours contracts on worker shortage at the Cardiff Marriott Hotel.
The following are the primary goals of the recent research project:

1. To undertake a review of the existing literature on staff shortages in order to build a sound knowledge base on the topic. The literature review will offer insightful information and assist in identifying practical solutions to the personnel shortage problem.

2. To interview 2-3 ‘casuals’ working at the Cardiff Marriott Hotel. Gathering personal accounts and viewpoints on the staff shortage issue is the goal of this mission. The interviews will offer priceless qualitative information that deepens our awareness of the difficulties experienced by temporary workers and guides our next steps in creating workable solutions.

3. To compare the management of the Marriott Hotel (Cardiff) with those of other international hotel chains, contrasting the data and information acquired from the Cardiff Marriott Hotel and various staff management strategies with the methods used by the chosen international chain hotels, paying particular attention to how they address staff shortages and identify their strengths and potential improvement areas.

4. Provide concrete ideas and interventions for mitigating employee shortages, aim to increase workforce stability and to reduce the negative consequences of zero-hours contracts to assure effective operations.

Introduction

This research project focuses on addressing the case study of staff shortage in Marriott Hotel Cardiff, where I completed a placement opportunity. During my time at Marriott Hotel in Cardiff, I had the valuable opportunity to immerse myself in the operations and management of the hotel. Throughout this experience, I keenly observed and noted several issues pertaining to hotel management, and one recurring challenge that caught my attention was the persistent issue of staff shortage.

Across almost all departments within the hotel, I observed that the availability of sufficient staff members fell short of meeting the demands and requirements of daily operations. This observation served as a catalyst for my decision to undertake this research project, aiming to thoroughly investigate and understand the intricacies and implications of staff shortage within the unique context of Marriott Hotel in Cardiff.

The primary objective of this research is to gain an in-depth comprehension of the underlying causes and consequences of staff shortages at Marriott Hotel. By conducting a comprehensive analysis, I aspire to identify the root causes contributing to this issue, examine its impact on various departments, evaluate its effects on overall hotel operations, and assess its influence on guest experiences. By delving into the multifaceted dimensions of staff shortage, including its implications on service quality, employee workload, customer satisfaction, and employee well-being, I aim to provide a holistic and nuanced understanding of the issue.

Additionally, this research project seeks to evaluate the effectiveness of the existing management strategies employed by Marriott Hotel in addressing staff shortages. By closely examining the hotel's workforce planning and forecasting methodologies, recruitment and retention practices, and staff allocation strategies, I aim to assess the strengths and weaknesses of the current approaches. Through this evaluation, I aim to identify areas for improvement and propose practical solutions to mitigate the challenges posed by staff shortage.

By undertaking this research project, I aim to make a meaningful contribution to the field of hospitality management. The insights and recommendations generated from this study will not only benefit Marriott Hotel in Cardiff but also have the potential to inform and guide other hotels and organizations in effectively managing staff shortage challenges.

Literature Review

The labour shortage in the hospitality sector in Britain, specifically in the case of the hospitality staff shortage in Marriott Hotel Cardiff, has gained significant attention, with predictions that it will persist until at least 2024. This research aims to delve into the reasons behind the shortage and explore strategies to improve working conditions and retain talent. While the impact of COVID-19 and Brexit are often cited as factors contributing to the shortage, studies indicate that the issue of understaffing has been present in the industry for several years.

Findings & Discussion

The current state of the hospitality sector reveals alarming statistics. There are approximately 200,000 vacancies in the industry (McAllister, J. et al. 2021), accounting for roughly 10% of the workforce. A survey conducted among over 350 businesses highlighted the lack of personnel in front-of-house roles (84%), non-head chefs (67%), and kitchen porters (36%), with a considerable number of vacancies also existing for managerial positions (33%). 

Brexit has had a significant impact on the labour shortage as well. Before Brexit, a substantial portion of the hospitality workforce, especially waiting staff in London, comprised individuals from the EU (Price, K. et al. 2021). However, since the introduction of new immigration policies, many EU workers have returned to their home countries (MacAskill, A. et al 2020), creating a substantial void in the industry. The stringent requirements of the new points-based system for emigration have made it difficult for casual workers to migrate to the UK, with the minimum salary threshold for Tier-2 visas exceeding the average earnings of chefs.

Another area affected by Brexit is the shortage of lorry drivers (Wearden, G. et al. 2021), which has disrupted the supply chain for hospitality businesses, resulting in delayed and more expensive deliveries. These challenges have led businesses to offer increased pay, sign-on bonuses, flexible shift patterns, personal development programs, and free meals as measures to attract and retain talent. However, the sustainability of these approaches is questioned, particularly with the anticipated VAT increase (Neate, R. et al 2021), and ongoing supply chain difficulties.

While higher salaries are a consideration, they are not the sole determining factor for retaining staff. Dissatisfaction with work conditions is a prevalent issue, with difficult customers, schedule inflexibility, physical demands, and mistreatment by customers being significant sources of unhappiness. The industry's reputation for low wages, harsh work conditions, and job insecurity, is exemplified by the prevalence of zero-hour contracts (almost 25% of those employed in accommodation and food are on zero-hour contracts (Clark, D. et al 2022), has contributed to turnover and a shift of workers into other sectors.

The research aims to shed light on the multifaceted challenges faced by hospitality workers and provide insights into improving work conditions, addressing job insecurity, promoting respect, and achieving a better work-life balance. By understanding the root causes of the labour shortage and its various implications, this research seeks to provide recommendations for industry stakeholders to tackle the issue effectively and sustainably.

Recommendations

1. Intelligent time management: utilize the data to improve shift management using a clever scheduling mechanism. In order to estimate how much labour the hotel will require for housekeeping, catering, and maintenance, analyze previous statistics about check-ins and trends. Some of these systems also provide pick-up options that give employees additional freedom by letting them choose the shifts they want to work or swap them with coworkers. 

2. Positive workplace cultures may be just as important in attracting and keeping talent as greater salaries. That entails putting an end to overworking, respecting people's time off, encouraging an equal workplace devoid of harassment, and lowering stress and burnout.

3. Training and career advancement: the hospitality sector needs to recruit new employees, therefore it's crucial to demonstrate to them that it may be a career path rather than a "stopgap". Employees value the chance to try out new things and work on new talents, especially those who are just starting out. They won't be trapped doing the same job forever, so it's important to emphasize that there are opportunities for career advancement inside your organization.

4. Immediate pay: Getting paid right away or on a weekly basis after a shift may be something employees prefer if the industry cannot function without zero-work contracts. “Instant gratification” tells individuals they did a good job. For those taking on shifts, it may also be a compelling choice.

5. Managing the hotel with less staff:

Both customers and staff complain about "difficult customers", which is a problem. ReviewPro reports an increase. (Shiji et al., 2023) in the number of negative reviews and staff references. The main focus should be on the activities that have the biggest influence on guests and those improvements should be given the highest priority because of the staff shortage.

Time can be saved by integrated operations. For improved customer request management, all communications platforms can be combined and property management software with maintenance software can be integrated in order to arrange work orders.

Repetitive processes can also be streamlined by automation. For instance, chatbots can be used to respond to common queries (such when breakfast is served or when the pool bar opens) or pre-written templates can be used as replies to reviews, as long as they sound kind and natural. Like airlines, the website can be improved to allow online check-ins and handle table reservations. Robots can be also utilized to do housework more quickly, such as robot vacuum cleaners. 

Managing expectations is yet another approach to keep the front desk staff pleased and keep customers from becoming irate. Concise information prior to check-in should be sent out so that visitors are aware of whether facilities and services are offered or not. Collaborations with other local companies to offer alternatives if something isn't working (like the bar or the spa) should be taken in consideration.

When you don’t have enough employees, you need to employ technology. After all, technology should work for us – not the other way around! At least that’s how we think here at Infraspeak. If you need help managing your daily tasks, schedule a demo with one of our specialists. We’ll assess your challenges, potential integrations and work on a tailor-made solution.

My opinion is that you must use technology when you don't have enough employees. In the end, technology ought to serve humans rather than the other way around.
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