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This Conference research paper analyses the consequences of the scarcity of human capital for the UK luxury hospitality industry, concerning The Ritz London. It also discusses factors such as Brexit, the COVID-19 pandemic and changing expectations of the staff about the problem of staff shortage. By application of the PESTLE analysis on the staffing aspect of luxury hotels, the following factors were deducted. All in all, the research shows some complexity for people about recruitment and retention with such practices as increase of wages and programs focused on employees' health and well-being. The final policy directions outlined in the report include how to achieve the right mix of automation and time-tested service delivery about government policies and other factors to deal with the shortage of labor. Last of all, it suggests ways and means for effectuating recruitment and retention in the luxury hospitality industry.

[bookmark: _Toc189909143]Introduction
The shortage of workers, especially qualified ones, has emerged as one of the largest problems for the UK hospitality industry, especially when it comes to luxury hotels such as The Ritz London. One of the biggest issues in the industry is workforce development, which relates to the need to satisfy the guests and sustain the functioning of a hotel business, while employees are difficult to attract and retain. Shift in immigration policies, particularly after Brexit, whereby most staff from EU countries who used to fill most of the gap in these industries have been replaced. Further, because of COVID-19, there were massive layoffs, and several employees did not return to work since they got better job security and working environments. The prospective employees have negative perceptions of the jobs in the hospitality sector such as lack of adequate remuneration, and long working hours. This paper examines the issue of labor shortages through an investigation of The Ritz London, literature on the matter, and analyses the results of applying the PESTLE model for evaluating economic, political, social, and technological factors. 


[bookmark: _Toc189909144]Literature Review
Labor shortages have been increased in organizations within the hospitality industry, particularly in the Ritz London since excellent service delivery is expected from the workers. This means that affects the quality of services produced to meet the expectations of guests, and now there are labor shortages. This paper aims to discuss relevant literature on staffing issues in hospitality organizations with an emphasis on the period of 2018-2021. This section discusses the effects of Brexit and the COVID-19 pandemic on qualified and available human resources in the hospitality industries, and how recruitment and staff welfare measures are essential.
Staffing challenges that exist especially in the hospitality industry, not to mention the upscale hotel business, have not been newly invented but have worsened in the recent past. Skilled labor is important mainly for the creation of a positive image and perception by the guests, effective operations and delivering quality services stated by Batabyal, and Das in 2019. It is expected that in luxury hotels such as The Ritz London staff need to be professional hence, they are trained and have experience in the field. It has overcome some challenges it has encountered in the sourcing and retention of such a workforce. Labor issues have long been a problem for most hospitality establishments since many of them source their personnel from other countries especially the European Union in this case, yet this is set to significantly change after the Brexit stated by Maccarrone, Erne and Golden in 2023.
Among the main causes of staff scarcity in the hospitality industry of the United Kingdom, is Brexit curbed immigration from the EU. WTTC (2022) has captured the revelation that the hospitality industry depended on EU employees for several positions such as kitchen personnel, and housekeeping staff. According to Spital and Aerssen (2023) in post-Brexit there has been poor entry of EU workers in the UK due to the devaluation of the pound and uncertainty of immigration policies affecting the hospitality force.
Labor force issues were worsened by the COVID-19 crisis, allowing for mass redundancies and increased furlough across the hospitality industries. Chronopoulos, Lukas and Wilson (2020) acknowledge that many workers faced unemployment and had to find other jobs because of the prolonged disruptions and the closing of such enterprises as restaurants. When restrictions eased, the return rates of the employees were still low, and many of them could secure better-paid jobs in other industries. Škare, Soriano and Porada-Rochoń’ (2021) reveal that though operations reached an abrupt stop due to the pandemic, its impact on the morale of employees and the expectations of the workforce have become long-standing factors contributing to high turnover and hiring problems.
Nevertheless, the following macroeconomic issues remain prevalent in the segmentation; Cultural differences, long working hours, low wages and seasonal employment are some of the most pressing evils which are common in the hospitality industry. Holston-Okae and Mushi (2018) note that due to the challenging tasks expected of the employees in the hospitality industry and the low wages that come with it, the sector is generally regarded as one that is unprofitable to work in hence the challenge of talent attraction. According to Filimonau and Brown (2018), national culture plays a critical role in the construction of hospitality. Cultural differences should also be considered, and proper orientation should be given to avoid high turnover rates and to tackle labor issues. Family-friendly policies and certain welfare provisions have remained critical in the retention of human resources since employees’ desire jobs that are friendly to their families and provide support to them psychologically (Cooper and Hall, 2019). Several papers by Lucas et al. (2019) examine the necessity of better attention to the health of employees to decrease turnover and the improvement of overall satisfaction with the job done. 
Thus, there is considerable literature on the shortage of labor in the hospitality industry, but some important research gaps can be identified. First, there are very few works targeting the discussion of the post-pandemic recovery of the workforce in luxury hotel establishments. There are issues concerning the general workforce without focusing on the peculiarities of such a luxurious hotel (Mill, 2012). Secondly, there is an appeal to search the literature for more effective approaches that would be useful for recruiting luxury hospitality companies. The answer to the challenge is adopting new techniques in recruitment and employment which could include online recruitment services or flexible work or hire arrangements in the new world after Brexit and the COVID–19 outbreaks.
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This study uses secondary research to investigate some of the causes of staff scarcity in the hospitality industry of the United Kingdom, particularly in upscale hotels such as The Ritz London. The main data collection technique of the study is the use of reports, journal articles, industry articles as well as government data. Some of the most relevant data sources include government documents such as the UK Hospitality Workforce Strategy which gives information about the workforce to solve problems in the country. The expectations as well as the statistics from other overhauls of industry like Hospitality UK and STR reports will give a more comprehensive understanding of the hospitality industry (Myers, 2019). These will be about employees and their dynamic following Brexit and COVID-19. Scholarly articles retrieved from papers accessible between 2018 and 2021 will be read to establish the context of staffing deficit and employee turnover intention challenges in the hospitality industry. To decipher the data collected, the PESTLE analysis will be used, about political, economic, social, technological, legal and environmental factors that are affecting labor shortages in the luxurious hospitality industry.

[bookmark: _Toc189909146]Theme Impact Analysis
This section aims to identify the factors that are used in the PESTLE model to understand the labor shortage affecting UK luxury hospitality, particularly Ritz London. It will be used for political, economic, social, technological, legal and environmental factors.
[bookmark: _Toc189909147]Political impact
Post-Brexit, the UK hospitality business experienced a blow like staffing as roughly a quarter of the force was made up of EU citizens. The current immigration rules have also been tightened after Brexit to reduce the chances of EU workers entering the United Kingdom, thus worsening staffing gaps (Thomas, 2019). The Skilled Worker Visa which was announced to bring talent into the country has not been opened for most hospitality workers due to high pay and qualification demands. All in all, 40% of the companies operating in the Hospitality sector in the United Kingdom reported the skills gap as a problem that raises recruitment costs and personnel search among local employees (UK Hospitality Workforce Strategy, 2021).
[bookmark: _Toc189909148]Economic Impact
Due to the scarcity of workers in the United Kingdom hospitality sector, there has been a rise in wages where The Ritz London has upped wages by 7% this year. From the above-provided information, the sector realizes an overall wage rise of 5-10% due to the competition in the market for skilled employees (Avram and Harkness, 2025). But the remuneration cost has escalated and has affected operational costs, thereby affecting the company's profitability. The concentration of recruitment and retention costs in the personnel remunerations implies that luxury hotels are under pressure to contain costs and at the same time maintain high service delivery at inexpensive prices (Tan et al., 2020).
[bookmark: _Toc189909149]Social Impact
The reasons include low wages, long working hours, and high turnover rates hence making the hospitality sector be viewed in a negative light. According to the UK Hospitality Association report, in the 2019 fiscal year, 60% of the workers were dissatisfied with the sector because of such conditions. Due to COVID many of the employees focused towards obtaining better and flexible paying jobs that aggravated the scarcity. In this case, to retain the employees, the employees through efforts such as first aid training and counselling among other efficiency-boosting measures have been adopted by the Ritz London luxury hotel (The Ritz-Carlton, 2024). Flexibility in the workplace, particularly during working hours, is one of the areas that should be considered for enhancing the work-life balance to retain talented employees.
[bookmark: _Toc189909150]Technological Impact
Some changes in industry that can be noted are the use of kiosks for check-ins and check-outs, or the application of robots in cleaning services, which is a result of the scarcity of the workforce. For instance, through adopting technology, The Ritz London has tried to contain staff dependence on undertaking certain tasks. However, automation should be carefully managed, as it contradicts granting the individual attention that is expected in the luxury hospitality industry. Artificial intelligence is extremely useful when it comes to providing concierge services intended for satisfying basic customer needs, yet it cannot substitute direct human connection and reaction (Sharma, Singh and Tyagi, 2024). Hotels try to leverage the application of technology with the training of human resources as a way of maintaining a high standard of customer service.
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There are employment relations laws and health issues related to this type of employment in the hospitality workforce. According to the article, increasing the 2021 UK National Minimum Wage to £8.91 per hour brought about changes to the general minimum wage and more so in entry-level jobs (Gov.UK, 2021). This puts pressure on the budgets of luxury hotels. Also, due to the call for standard employment contracts to be fair, employers are compelled to offer permanent employment for benefits in the modern work environment. In response, The Ritz London has boosted their contracts by providing permanent contracts to enhance the opportunity of attracting and retaining talented workers (The Ritz Hotel London, 2024).
[bookmark: _Toc189909152]Environmental Impact
Since sustainability policies affect the operations of a luxury hotel, having staff that are sufficiently trained to address the principles of sustainability becomes a necessity. Such amenities as food waste reduction, and green energy use among others have been adopted by The Ritz London (The Ritz Hotel, 2024). The employees’ awareness of these issues and their concern for sustainability creates additional human resource and staffing issues. Sustainability goals also require the capability to be built which further puts pressure on talents or jobs, which in any case is a constrained resource (Lemelin, Dawson and Stewart, 2013). The interplay of operational demands against environmental objectives adds more pressure on the management to recruit a competent workforce for a sustainable operation.
Comparing The Ritz London to other luxury hotels in the city, including The Savoy, staff strategies have disparities that can be identified. For instance, Savoy has incorporated training courses, clear career advancement plans, and benefit-oriented programs that support the idea of employee loyalty (Savoyassociates.com, 2025). Similar adaptations have been implemented in Claridge’s too, with changes to shift working and working hours for senior employees due to the burnout (The Claridge Hotel, 2025). On the other hand, The Ritz London has paid more attention to salary increases and mental health, which shows that the organization has adopted various strategies to address issues of labor shortage (The Ritz Hotel London, 2024). Thus, despite the overall focus on service delivery excellence, the three fields have approached this task differently to cater for respective workforce requirements – a fact that is representative of broader trends within hotels.
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The general absence of workers, especially in luxury hospitality particularly at The Ritz London is attributed to Brexit which limited the number of EU workers allowed in the country and COVID-19 caused dismissals of workers and tightened recruitment process. The other factors include raising wages and working hours that encourage the turnover rate and dissatisfaction with job positions. The shortcomings highlighted by these findings include the recent strategies that the Ritz London has adopted to rectify these problems which include increasing wages, and promoting mental health to its employees, among others; however, other measures like work flexibility and strategic employee management are crucial in dealing with such challenges in the long run. In further prognoses, problems with staff shortage will be solved through such means as government regulations and policies, wages, and benefits provided to the employees in the workplace. In addition, there is a need to strike a balance between the use of technology in service delivery and the conventional practice of quality service in luxury hotels due to the existing workforce issues. To address and overcome these barriers the strategies of adaptation and innovation will be essential for the creation of a sustainable workforce in the sector of luxury hospitality.

[bookmark: _Toc189909154]Recommendations
From the assessment of impact made out below, the following recommendations will be useful to the likes of The Ritz London to mitigate labor shortages. First, very liberal policies on immigration will be important aspects of the new strategies that will be formed. Due to fewer EU workers migrating to the United Kingdom after Brexit, the government should offer more friendly programs for hospitality staff (Spital and Aerssen, 2023). For example, while allowing some industries, the Skilled Worker Visa has limitations when it comes to the lower level of work. The opening of this visa to another line of work in hospitality may help fill openings, as countries like Canada have done by opening more work visas for needful employees.
Secondly, human capital management and capital development experts suggested that quantitively upgrading the volume of investments in the field of employee well-being and retention should be considered (Schubert and Schamel, 2020). Other hotels too, including the Ritz London Hotel, should adopt the case of flexibility in working conditions like that of the Claridge’s that adjusted to this problem. Furthermore, organizations including The Savoy should encourage the promotion of mental health policies, benefits, or programs in the workplace since certain professions are known for having significantly high attrition rates due to job dissatisfaction.
Thirdly, increasing incomes and profit through the application of technology is also important since it reduces operational costs. Automated solutions such as self-check-in devices for guests and the use of artificial intelligence in delivering concierge services should be considered to cut down on the human resource utilization in The Ritz London (Sharma Singh and Tyagi, 2024). Room-service automatons, baggage tending, and porter automatons utilized in Lux Henn-na Hotel in Japan imply that robot employment in luxury hotels is possible to address staffing crises while maintaining good service quality.
Lastly, a better remuneration package will be required to ensure that the company can attract and retain efficient workers. Hence, luxury hotels have no option but to ensure that they pay their employees well and provide them with some additional working conditions and privileges (Pradhan and Hati, 2020). For instance, The Ritz London recommended a rise in wages by 7% in the year 2021, and this is something that hotels should adopt to ensure that they do not lag in their compensation sacks to other sectors (The Ritz Hotel London, 2024).
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