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                                    EXECUTIVE SUMMARY

We as a country are facing a ‘profound economic crisis’ were the exact words of the current Prime Minister on his first day in office. (Sky News, 2022) 
While still trying to recover from the devastating effects of the Covid-19 pandemic and the decision of the British government to pull out of the EU, the UK is facing one of the most difficult chapters in history. With prices rising at the highest rate for 40 years (ONS, 2022) currently being driven by higher energy and food prices caused by the war in Ukraine. Along with upward pressure on prices, the interest rate is the highest it’s been since 2008. Mortgage rates have hit their highest levels in 14 years, and we are seeing the highest level of company insolvencies since 2009 (Gov.UK, 2022) Some sectors that were hardest hit by the pandemic such as tourism, hospitality and some retail businesses are now being particularly affected by the rising cost of doing business as they are less able to absorb additional costs and debt, and they rely on non-essential spending. (Gareth, 2023). All these issues have only but compounded the already existing challenge of staff shortage within the hospitality sector with 80% of hospitality operators now reporting front of house vacancies and 42% of staff leaving their jobs within 90 days. Furthermore, the sector has an employee turnover rate of 30% – double that of the UK average – and is forecasted to increase. But why is the sector facing these recruitment and retention challenges?
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     INTRODUCTION: UK HOSPITALITY’S NEW CHALLENGE


Over the past year, hotels across the UK have been reopened their doors, but the current business environment is not the same as the one prior to the pandemic. Last year saw a revival of the hospitality industry, with inbound visits to the UK forecast reaching 65% of pre-Covid levels by the end of the year. (Visit Britain, 2022) Though reinvigorated after the health-crisis, the sector is now facing up to new challenges, not least a talent crisis. And with inflation reaching a 40-year high in 2022, and vacancy rates at explosive rates among hospitality staff, increasing by 675% from November 2021 to January 2022, the post-pandemic road to recovery is shaping up to be more of a steep incline than a gentle stroll. Considering these emerging pressures on resources and margins, hotels will need to be astute and forward thinking to be better equipped to navigate the changing marketplace. Sourcing and retaining the right staff are critical to business operations as recruitment continues to be a major challenge for the sector in its bid to recover after an extremely challenging two-year period. In addition, the current economic climate has continued to challenge hospitality operators, with spiralling energy prices and food costs, supply chain disruption and labour shortages threatening to impact profits. (Butler, 2022) According to Deloitte Hospitality industry outlook report, disruptions due to labour shortages are expected to increase and last beyond 2025 (Deloitte, 2023) Analysis of data from more than 700 pubs, bars, restaurants, and hotels reveals that despite positive signs of growth within the UK workforce, high levels of staff turnover persist meaning that businesses must continue to boost recruitment and retention to support day-to-day operations.

This report will examine the impact of the current challenges on London Marriott Hotel County Hall and how the business is addressing the issue of recruitment and retention with a view to offering solutions on can be done to attract potential employees. Located in the South bank, the hotel is Grade-11 listed and has 206 rooms. (London Marriott Hotel County, 2023)
          
             Reasons for UK Hospitality’s labour shortage 
                                   
Britain’s hospitality labour shortage has made headlines over the last two years, and it’s predicted to last at least up until 2024. But is it just because of Covid and Brexit? And why is there a labour shortage in hospitality? According to Big Hospitality, the British Beer and Pub Association and the British Institute of Innkeeping in 2021 had about 170,000 vacancies in the hospitality sector which was estimated to be 10% of the sector. (McAllister, 2021) A survey of over 350 businesses found that all had vacancies with 84% lacking front-of-house personnel, 67% non-head chefs and 36% kitchen porters. Around 33% also have vacancies for managerial roles. However, statistics suggest Brexit, and not COVID-19, was the breaking point for this unprecedented shortage. (ONS, 2021) Before the pandemic, between January and March 2020, there were 80.000 vacancies. And in 2020, 92,000 EU workers left the hospitality industry. Prior to Brexit, 75% of waiting staff in London came from the EU, but a significant portion of that number went back to their home countries during the lockdown and have not returned to the UK. Although travel restrictions may have something to do with that, these ‘casual workers’ struggle to emigrate to the UK under the new points-based system. Tier-2 visas require applicants to make £25.600 per year or £10.10 per hour. As a comparison, chefs earn £18.000 per annum on average.
Another reason for the shortage accentuated by Brexit was that the number of lorry drivers, who were predominantly from the EU significantly dropped. It was estimated that 20% of deliveries for hotels and restaurants were arriving at the wrong time and with higher prices. Britain’s favourite dish, tikka masala, costing up to £1 more due to price changes in ingredients, including a 50% rise in spices. 
At the same time, restaurants and hotels are trying to fill their vacancies with increased pay and even sign-on fees. (Butler, 2021) According to a survey by Caterer.com, businesses are using different techniques to try to attract and retain talent. While 83% provide flexible shift patterns, 81% invest in personal development programmes and 80% increased bonuses. (Price, 2021).  

Are higher salaries incentive enough?

Brexit and Covid have no doubt left almost indelible marks on UK hospitality with many people losing interest in the sector as being viable. The devastation caused by covid-19 required business owners to make tough decisions that would help to sustain business operations. While some of those decisions did help to cushion the effect of the pandemic, others crippled it creating a work environment resulting in managers and hourly employees experiencing burnout, low morale, low productivity, and mental exhaustion among others. Due to furloughs, permanent layoffs and position eliminations, former employees were faced with difficult decisions with some leaving the restaurant and hotel sector entirely.
Out of those who remain in the industry, almost half (45%) are less satisfied with their work now. (Peralta, 2021) While 23% do mention COVID-19 risk, that’s less than 38% who cite difficult customers, 34% who refer schedule inflexibility, and on par with 23% who complain about their job’s physical demands. Sourcing and retaining the right staff is now a challenge for most employers (Riley, 2021).
Apart from the low wages – even with an increase in hourly pay, 14% is still below London’s £11.05 living wage and the rest of the country’s £9.90 – hospitality workers often must endure harsh work conditions. Over 1 in 10 left the industry in 2020, (Keeley, 2021) using furlough as an opportunity to seek better career prospects that offer more flexibility. Many are using their valuable experience to move into customer-care jobs, in retail or contact centres. 
Overworking seemed similarly endemic to the industry. Several people report 14-hour workdays on 8-hour contracts. A 2015 study, long before the industry was at a crossroads, uncovered that hospitality workers were some of the most stressed in Britain – as many as 70% felt overworked, and felt their jobs didn’t provide a good life/work balance. (Public sector, 2015) Then there are zero-hour contracts, which are an ongoing source of job insecurity. In 2021, almost 25% of those employed in accommodation and food were on zero-hour contracts, more than in any other sector. Therefore, it’s not just hourly pay that’s at stake but also stability, respect for one’s time, and a safe workspace.
[bookmark: _Hlk128828927]The Nature of the industry also accounts for the high rates of turnover. Due to the sector being largely seasonal, companies are used to layoffs and mass hires, which in turn leads to employers’ reluctance to go above the minimum wage. A high employee turnover coupled with a low wage could become a breeding ground for a toxic workplace culture. Also, many employees expect remote flexibility when they take on a job. Unfortunately, for many jobs in the hospitality industry, remote work isn’t possible as employees tend to be at the hotel, or the restaurant to serve clientele, although some hotels are already utilizing automation in providing a contact-free guest experience. (Mews, 2023) The lack of an option to work remotely has hit the hospitality industry hard as employees look elsewhere for better work alternatives. Poor communication and a lack of opportunity for growth are also reasons affecting retention. 










How London Marriott Hotel County Hall is adapting
       
The implementation of a Spectank system in their kitchens has not only improved the efficiency, effectiveness and the pace with which work was being carried, but also lifted staff morale, by reducing any health or environmental concerns. Additionally, this has prevented staff from excessive burnouts resulting from the use of traditional methods of cleaning kitchen equipment.  Introducing the system has not only saved the hotel a couple of hours of staff time a day but is saving the hotel hundreds of pounds every month in staffing costs as well as creating a happier team who are more focused on delivering exceptional quality food to guests instead of cleaning. There is a marked improvement in hazardous work environments and a significant reduction in chemical usage. Vital Hospitality’s This new system reuses non-corrosive and biodegradable cleaning powder designed to work and is replenished once a month, so it is environmentally friendly. The investment has significantly reduced the hotel’s water consumption by an average of over 50,000 litres a month. (Vital hospitality, 2023). Poor communication is also one of the reasons why staff retention and recruitment is a concern within the industry. The Hotel has streamlined its internal communication, making communication more efficient thus giving employees real time information which allows them to keep up with assigned tasks. Overall, by improving their communication efficiency team performance has greatly improved. (Amity, 2023)
A recent upgrade also helped the hotel reduce its use of electricity and gas thus saving the business a substantial amount amidst spiralling energy costs. Saving energy allows the company to free up resources which can be used to enhance the guest experience. This will ensure a reduction in energy-related complaints that staff have to deal ultimately reducing their stress-levels. (SSE, 2023)
The hotel in partnership with the princes’ trust has been involved in ongoing support and training for young, disadvantaged people thus allowing them to put hospitality theory into practice. Through this effort the company has been providing opportunity for young keen to develop a career in the hospitality industry. (Hospitality & Catering, 2013).
                                             Conclusion
The UK hospitality industry has indeed proven the ability to bounce back from a setback. But while the effects of Brexit and Covid-19 remains fresh in our memories, it would be naive to play down the existential nature of the cluster of threats facing the industry this year. But businesses that survived Covid-19 have already demonstrated their resilience. With imaginative solutions to staffing pressures and by fine-tuning their responses to customer preferences, the UK sector is well positioned to ride out the challenges against it. 
While important, a pay-check is only one among a number of factors candidates consider when accepting an offer. The  Hotel should seize the opportunity to reimagine what a career trajectory in hospitality looks like by fostering personal and professional growth by providing opportunities for  staff to expand their skill set which would give them a sense of fulfilment and meaning. The Hotel should also employ a robust technology that would open communication channels needed for effective problem solving, Hyatt, for instance has created a centralised digital workspace called Konverse which includes communication channels and a task tracking system that enables daily collaboration from front desk to housekeeping to engineering. (Konverse, 2023). And as part of their commitment to encouraging a more diverse range of candidates to apply for jobs they have placed diversity at the heart of recruitment. (Hyatt. 2015) 
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