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Abstract
The hospitality sector in the United Kingdom has been grappling with the problem of staff shortage. For Leonardo Hotel, Cardiff, the reviews of the customers before the pandemic have been more than four-star ratings. However, post pandemic, although the customers have uploaded the sweet and helpful nature of the staff members, the quality of services has deteriorated drastically. A large number of the employees are blaming this on the Staff shortage issue that is rampant in the hospitality sector of the United Kingdom. Hence, the aim of the study is to identify the impact. Staff shortage has on the financial and the competitive advantage of the case study organisation. To achieve this goal, a primary qualitative research method has been implemented. The findings of the study revealed that poor pay and a Lack of work-life balance are the most important causes of staff shortage. To enhance competitive advantage, the use of advanced tools and technologies like artificial intelligence and machine learning algorithms is important to enhance the productivity of the team members.
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[bookmark: _Toc199353226]Chapter 1: Introduction
[bookmark: _Toc199353227]1.1 Research Background
The hospitality sector in the United Kingdom has been gabbling with the problem of staff shortage. Morosan and Bowen (2022) argued that although the problem of staff shortage started somewhere in the mid-2000s. However, the challenge was exaggerated in the recent past mainly because of the changes in the UK immigration policies post-Brexit, coupled with the economic upheaval that was witnessed by the UK hospitality sector due to the outbreak of the COVID-19 pandemic. In a recent report, Gilbert (2024) stated that employee burnout and labour shortages have continued to plague the hospitality sector even after four years of Brexit and the COVID-19 pandemic. Nearly 53% of the UK managers that are working in the sector have stated that the staff members are suffering from problems such as employee burnout and anxiety because of the staff shortage crisis (Gilbert, 2024). The study will review the staff shortage issues that are currently impacting the hospitality industry in the United Kingdom and look for specific ways through which a solution to this problem can be achieved. The case study of Leonardo Hotel Cardiff, UK, has been taken into account.
[bookmark: _Toc199353228]1.2 Background to the case study organisation and rationale for choosing this hotel for the study
Leonardo Hotel, Cardiff, UK, has been one of the most highly rated hotels in Cardiff, the capital of Wales. Nestled in the heart of the city, Leonardo Hotel has become a favourite for customers mainly because of its strategic location (leonardo-hotels.com, 2025). The comfortable atmosphere of the rooms, spotless cleanliness, friendly service of the employees and its central location have been some of the most important factors that made it a favourite of both international as well as domestic travellers, travelling to the capital city of Wales. Till 2020, the Hotel has consistently acquired a 4 to 5-star rating on websites, such as Tripadvisor and Expedia (tripadvisor.in, 2025). However, there has been a trend of negative reviews on the services provided within the hotel premises among international and domestic customers who have been visiting the property recently. For instance, in TripAdvisor, some of the customers even reviewed that they went into the restaurant/bar looking for food and drinks, but the restaurant was completely empty as there were no staff members to serve them. They were served by the barmaid late at night (TripAdvisor., 2025). The staff members are extremely friendly, yet due to a lack of available staff, the value for money was deteriorating. Some of the guests even reported that there was no availability of hot food at the breakfast and dinner tables. The number of dishes that were available within the property was also limited. The reviews that were posted on websites like TripAdvisor also said that the behaviour of the staff member was off-putting and as a result, the customers did not enjoy their stay. Most of these reviews are recently posted, which are not even a year old (TripAdvisor, 2025). The customers applauded the strategic location and the comfortable rooms. However, the quality of service has been deteriorating, which is making them look for other options in Cardiff. One of the important reasons for deteriorating service quality is undoubtedly labour shortage within the organisation. Hence, analysing the key theme of labour shortage within the hospitality sector is important to overcome the issue.
[bookmark: _Toc199353229]1.3 Justification for the key theme of the topic to be explored
The issue of staff shortage within the hospitality industry has to be solved as the industry is losing nearly £21 billion every year (McAllister, 2022). McAllister (2022) also highlighted that the record staff shortage is causing an estimated £5 billion loss in tax. Nearly 45% of the operators are cutting the trading hours (McAllister, 2022). The Office for National Statistics show that the sector has around 174000 jobs available, and there are around 83% more vacancies when compared to May 2019 (Restaurantonline.co.uk, 2022). The hospitality sector contributes to nearly 10% of the total GDP in the United Kingdom. As a result, the staff shortage is negatively impacting the economic growth of the country as both the organisations in the industry and the government of the United Kingdom are losing out on prospects of profit growth and sustainable economic development. 
[bookmark: _Toc199353230]1.4 Aims and objectives of the study
The aim of the research is to identify the impact staff shortage has on the quality of service and customer satisfaction in Leonardo Hotel Cardiff and recommend strategies to overcome the problem of staff shortage for long-term profit generation of the industry. The special focus is on identifying the financial impact of staff shortage on the case study organisation post the outbreak of the pandemic.
To achieve this aim, the following objectives of the study also have to be achieved.
· To identify and evaluate the reasons for staff shortage within the hospitality sector of the United Kingdom and recommend strategies to overcome the issue. 
· To identify the financial impact of staff shortage on small and medium scale identifies like Leonardo Hotel Cardiff operating within the hospitality sector of the country
· To identify the extent to which staff shortages have impacted Leonardo Hotel Cardiff to effectively compete within a highly dynamic and volatile market


[bookmark: _Toc199353231]Chapter 2: Literature Review
[bookmark: _Toc199353232]2.1 Reasons for Staff Shortages in the Hospitality Industry
Although the problem of staff shortage in the hospitality industry has quadrupled post the outbreak of the COVID-19 pandemic, Birdir and Sahilli Birdir (2024) commented that the issue has been nudging the leaders in the UK hospitality sector since 2006. In 2017, the unfilled vacancies stood at around 90,000 (Infraspeak Team, 2023). The hospitality sector also had one of the highest turnover rates of 30% in 2019 (Infraspeak Team, 2023). This is double what the national average is. Hence, a large number of researchers have tried to identify why there was a staff shortage even before the pandemic and changes in immigration norms have hit the UK hospitality sector. 
Birdir and Sahilli Birdir (2024) argued that hospitality often relied on free movement and immigration, and post-Brexit, there have been changes in the visa and immigration norms, making it difficult for European Union immigrants to secure a job in the UK. When the COVID-19 pandemic hit UK shores, a large number of hospitality staff had to return to their home nations. The travel restrictions were primarily blamed for this (Enes, 2024). The new immigration systems require the employees to earn a minimum of £25,600 per year to secure a UK Visa (Infraspeak Team, 2023). This means that they have to earn a minimum of £10.10 every hour (Infraspeak Team, 2023). This criterion is not often met by people who are working within the hospitality sector. According to a recent report, the chef working in an average SME restaurant or bed and breakfast is earning around £18,000 every year (Infraspeak Team, 2023). 
Kwok (2022) pointed out that the COVID-19 pandemic and Brexit cannot be the only reasons why the hospitality industry has been understaffed for so long. According to Liu-Lastres et al. (2023), there is a large-scale dissatisfaction among the employees of the industry, mainly because of poor work-life balance, Lack of focus on employee health and well-being and unreasonable demands of the customers that caused a lack of flexibility in the job profile. Ivanov et al. (2022) also identified sexual harassment as a cause of employees not wanting to come back to their jobs in the hospitality industry. Topping (2018) stated that nearly 9 out of 10 workers have said that they have experienced some sort of abuse in the workplace. Nearly 56.3% of the respondents said that they have been targeted by customers. 80% of them have been female respondents. Hence, sexual harassment has been a part of their jobs, and the employees do not want to succumb to the pressure anymore. As a result, they are looking for job opportunities elsewhere.
[bookmark: _Toc199353233]2.2 Financial Impact of staff shortage on the SME hotels
The financial impact of staff shortage on small and medium-scale enterprises has been one of the most critical concerns that the hospitality organisation leaders and the government alike are concerned about. According to a joint survey conducted by the British Institute of Innkeeping, UKHospitality, and the British Beer and Pub Association, nearly 45% of the operators are forced to cut their trading hours (Banham, 2022). Due to the staff shortage, the industry is losing around £21 billion every year (McAllister, 2022). The exchequer is also hit by a loss of nearly £5 billion of tax every year (McAllister, 2022). Alotaibi et al. (2022) stated that the hospitality sector in the United Kingdom does not only consist of bed and breakfasts or hotels, but also of restaurants, pubs, cafes and small motels and inns. The combined vacancy of employees in the hospitality sector is around 174000 (McAllister, 2022). The joint survey has revealed that the highest staff shortage is in the frontline roles, with 81% of the operators still looking to fill in the vacancies (Banham, 2022). The kitchen porters, assistant managers, and the chefs are the most sought-after job roles to be looked for by the hospitality leader. Nearly 76% of the chef and Kitchen staff job roles are unfulfilled (Banham, 2022). 
Gupta et al. (2025) argued that these figures denote the danger that the industry as a whole is facing, mainly because it is leading to immense financial loss to the country as a whole. The recovery of the hospitality sector in the United Kingdom is not possible if the problem of staff shortage is not overcome (Ben Youssef and Zeqiri, 2022). If this continues, then many of the small and medium-scale enterprises will have to close down as they are not in a position to offer services to the customers. For instance, according to Clark (2022), the London pubs have witnessed a 25% plunge in sales as the strikes by the existing employees have hit the hospitality firms. Baum et al. (2023) argued that the recent decisions that have been taken by the UK Government have also proved to have fatal blows on the financial security of the hospitality sector. In a recent interview in The Standard, Kate Nicholls, the chief executive of the UK hospitality group, has stated that the decision by the Rishi Sunak government in 2022 to increase the VAT from 12.5% to 20% has proved to be fatal for a large number of hospitality organisations (Clark, 2022). Already hurt by the cost of living crisis and the staff shortage, the bars and restaurants will be hard hit from the decision of the government to increase VAT. All these factors have made it difficult for the hospitality operators to solve the issue of staff shortage in the industry (mooreks.co.uk, 2024). 
Casado-Díaz et al. (2023) commented that hospitality operators have to adopt certain practices, such as increasing wages and introducing flexible working hours. However, all this is not possible if the business is barely making any profit. Cotilla and Campos-Soria (2021) argued that the government policies, coupled with Brexit and changes in the immigration norms, have contributed to a vicious cycle where the individual organisations are not in a position to resolve the cost of living crisis and staff shortage issue any time soon. The number of trade union strikes has also been on the rise (Wood, 2024). Banham (2022) stated that in a three-day trade union strike action that was undertaken by the UK hospitality staff members for more work-life balance and secure job roles, the industry has lost nearly £540 million. Hence, the staff shortage issue is having a significant financial impact on the industry as a whole.
[bookmark: _Toc199353234]2.3 Impact of staff shortage on the competitive advantage of the hotels
Staff shortage is likely to have a significant impact on the quality of service that is provided by the hospitality businesses, thus leading to a negative impact on sustainable competitive advantage. Michael and Fotiadis (2022) argued that the hospitality industry in the United Kingdom has been a prominent sector which is flourishing on excellent services provided to customers. The hotels believe that the human factor has been a source of their competitive advantage. The economies of scale, financial resources and even technology are not going to be adequate in the hospitality sector today (Nazarian et al. 2022). Recruitment of highly skilled labourers is important for achieving sustainable competitive advantage, and to this end, Arthur (2021) highlighted that selecting and hiring talented employees is important. Even the best organisations are likely to function poorly if they are understaffed, the workforce is ineffective and suffering from issues such as burnout. 
According to Gilbert (2024), the labour shortage is the primary cause of employee burnout, which is likely to plague the hospitality industry. Nearly 53% of the UK hospitality managers say that their staff members are suffering from burnout. This is mainly because of increased workload and high employee turnover. The customer experience has also been deteriorating at a steady pace, with nearly 41% of the employees concerned about the decrease in the quality of service. Calinaud et al (2024) argued that burnout is not only characterised by physical exhaustion, but also by emotional and mental stress. This has had a significant impact on the level of productivity as the focus of the employees decreases, leading them to make more mistakes than before (Andrade et al. 2021). The levels of absenteeism and engagement of the employees have also been increasing at a steady pace. When the employees are feeling burned out, they are likely to leave the organisation, leading to a loss of valuable knowledge and increasing the cost of training and recruitment new employees. Seqhobane and Kokt (2021) commented that the reason for burnout is staff shortage rather than any other reason. For instance, nearly 68% of the managers in the UK hospitality sector believe that the current training programmes are designed to help the employees stay motivated and engaged (Dutta, 2024). Despite this, the UK hospitality managers are concerned about staff turnover because of excessive workload.
The service quality and increase in operational costs have been argued by Sampaio et al. (2024) as the most important factors that are decreasing the competitive advantage of hospitality businesses. Less staff means longer wait times, missed opportunities to engage with the customers and delayed responses (Kumar et al. 2024). There are very few employees available to handle the requests and enquiries made by the customers, leading to a detrimental impact on the guest satisfaction level. To retain the staff members, higher wages and benefits have been introduced by a number of organisations within the hospitality sector. According to Gilbert (2024), nearly 58% of the hospitality managers said that there has been an increase in flexible working hours and wages for employees to retain staff members. The majority of UK companies are also offering training around mental health and well-being, which is the first of its kind in the hospitality industry of the United Kingdom (Kariru, 2023). However, despite these measures, the training and recruitment costs have been at an all-time high as the rate of turnover has reached around 30% (Iyengar and Venkatesh, 2024). The staff shortage has led to the loss of revenue because the organisations are not able to cater to the needs and requirements of the customers, even in the peak seasons.
[bookmark: _Toc199353235]2.4 Theoretical background
To understand the concept of staff shortage within the hospitality sector on a much deeper level, it is important to identify the theoretical underpinnings that can help make sense of the cultural events which have had an impact on the outlook of the seekers within the hospitality sector. For a much deeper understanding, two or more theories can be evaluated.
Generation theory: This is a very interesting theory that has helped in identifying how the job-seeking motivation in different generations is shaped by the cultural events. Yu et al. (2023) commented that people across the world can be grouped based on their age, and at the moment, there are five generations that are living together. These are the baby boomers, generation X, generation Y, generation Z and generation Alpha (Marques et al. 2023). These groups play a very important role in shaping the mindset of the people and understanding how the cultural events have had an impact on the personality of the individuals. Costa et al. (2023) highlighted that more than the life experience and the circumstances, cultural events, specially those events that have completely transformed the way in which people have developed their personality and outlook towards life, play an important role in determining what they’re looking for in specific job roles, from senior managers and other colleagues. The generation theory also works in terms of identifying the distinction in motivation among different generations to look at their work (alón-Ballestero et al. 2023). For instance, as far as the baby boomers and Generation X are concerned, monetary benefits have become a primary motivation for seeking jobs. However, as far as Generation Z is concerned, they are more concerned about their mental health and well-being. Generation Z have started to enter the workforce, and as a result, Gupta et al. (2025) highlighted that identifying the specific motivation of Generation Z employees is important to retain them.
Digital generational theory: This is an extension of the generation theory. However, digital theory has identified how each generation is interacting with the technological transformation that has taken place in different industries across the world. Sealy et al. (2023) highlighted that the outbreak of the COVID-19 pandemic has accelerated the adoption of technology in various subsectors of the hospitality industry, and as a result, it is important to identify how every employee is reacting to the technological transformation that has developed in the recent past. As far as Generation X is concerned, they have grown up a large part of their adult life without technology, and hence, they have to immigrate into the digital age. They are known as digital immigrants (McAllister, 2022). On the other hand, the Millennials are known as the digital natives who have grown up in adult life with technology available. They have also learned about technology in their school life. As a result, it is expected that the Millennials will be much more comfortable in using advanced tools and technologies, making it easier for them to conduct repetitive tasks using digitally advanced tools and technologies. The Millennials and generation Z are also much more accepting of technology, and they trust technology by having a high digital presence and also providing personal information on online platforms.
[bookmark: _Toc199353236]2.5 Research Gaps
A significant research gap has been identified in developing long-term, actionable and systematic solutions to the staffing issues. The staff shortage problems in the United Kingdom hospitality sector started somewhere in 2006. However, for the past 15 to 20 years, there has not been a single actionable solution put in place by both the industry leaders and the government to address this issue. In fact, the COVID-19 pandemic has simply accelerated the problem and made it unbearable. Many of the studies have explored the impact of staff shortage and the immediate causes of the same. However, an in-depth analysis of the structural factors that have been causing staff shortage issues has been missing. The development of long-term and sustainable strategies that can help address these underlying issues have also not been addressed clearly.
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[bookmark: _Toc199353238]3.1 Case study Research design
The case study methodology has been used in the specific research. Case study, as identified by Hancock et al. (2021) focuses on conducting an in-depth analysis of a particular real world situation or an organisation. Case study on a group of individuals or an individual alone can also be performed. Mishra and Dey (2022) highlighted that this is a highly comprehensive research method that involves in-depth examination of a specific case to gain a better understanding of the dynamics, complexities and the context. This case study method has been used by the researcher to illustrate specific theories, phenomenon, and practical application of recommendations to resolve a specific problem or a challenge. Through the case study of Leonardo Hotel, Cardiff, the goal is to provide a holistic understanding of the phenomenon of staff shortage in the hospitality sector, which currently is under investigation. The information that is gathered from the case study organisation can help generate insights and draw conclusions for much more in-depth recommendation and actionable insights. Martinsuo and Huemann (2021) commented that the case study research design is an observational research design where the primary focus of the researcher is to test the real-world ideas applied on the case study organisation. 
[bookmark: _Toc199353239]3.2 Data types and research data collection methods used
The primary qualitative data has been collected in the form of interviews. The interviews have been a very engaging way of connecting with the participants as this has helped the researcher to gain detailed information regarding the insights and opinions of the despondence. The semi structured interviews have offered the much needed flexibility in questioning the respondent regarding their experiences and perceptions of staff shortage within the hospitality industry. 
[bookmark: _Toc199353240]3.3 Sampling techniques
The sampling method has been implemented where the researcher is selecting based on specific criteria aligned with the aims and objectives of the study (Kekeya, 2021). For achieving the aims and objectives of the study, it is important for the researcher to select those respondents who have been a part of Leonardo Hotel, Cardiff for a minimum of five years. This will help them to identify the changes that have taken place in the industry post the outbreak of the COVID-19 pandemic. The focus of the study is also to identify how staff shortages have impacted the competitive advantage of Leonardo Hotel, Cardiff. Hence, the respondents are selected based on their seniority within the organisation as this will help the researcher gain valuable insights on specific decisions made by senior managers to enhance the competitive advantage of the organisation. Around five W. Pond had been approached by the Research of. The number of respondents are limited to 5 mainly because of the paucity of time available with the researcher. On top of this, this has also led to data saturation as most of the respondents were giving similar types of answers, which was enough for the researcher to look out for underlying patterns and themes.
[bookmark: _Toc199353241]3.4 Reliability and Validity
The reliability and validity of the study have been maintained by clearly defining the research objectives and identifying the specific problem that the researcher aims to address (Naz et al. 2022). The appropriate case of Leonardo Hotel, Cardiff has also been taken into consideration, as there was a decrease in the quality of service within the Hotel post the outbreak of the pandemic. The case study Hotel is extremely unique as it is one of the SME that have been witnessing a reduction in customer satisfaction post pandemic. The heightened negative reviews on search engine platforms made the case study organisation appropriate. Multiple data sources have also been used to enhance the validity and reliability of the study. Senior managers working in different departments of the organisation have been interviewed. This offers a variety of information, making the researcher identify different patterns and views of the respondents. The comprehensive literature review from authentic journals and online articles, government reports, and websites have contributed to the authenticity and reliability of the study. The use of different data sources have also made it easier for the researcher to triangulate the information, cross verify the findings and strengthen the credibility of the study.
[bookmark: _Toc199353242]3.5 Ethical considerations
The confidentiality of the participants has been maintained within the research study. The participants have been informed regarding the aims and objectives of the study and also the research purpose. Any potential risk that the participants might face have also been informed to them. None of the personal data and information of the participants have been used or asked by the researcher. The analysis of the research findings have been conducted to prevent any form of potential bias or misinterpretation of the data.
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[bookmark: _Toc199353244]4.1 Introduction
The purpose of this chapter is to analyse the data that has been collected from the interviews conducted on managers working in the Leonardo Hotel Cardiff, UK. The interview transcripts are then discussed in the third section of the chapter and it is compared with the findings of the secondary data that has also been collected. 
[bookmark: _Toc199353245]4.2 Interview Findings
Theme generation and coding: [Refer to Appendix]
· Theme 1: Poor pay and excessive workload are the primary cause of staff shortage. 
The respondents of the study believe that amidst the cost-of-living crisis that has been plaguing the UK economy, low wages have had the most significant impact on the case study Hotel. This is true in the case of a large number of small and medium scale hotels operating in the hospitality sector of the United Kingdom. The cost of living has increased exponentially in the past 3 to 4 years with an inflation rate hitting 11% in 2022. (Bank of England, 2025). Although there has been a rise in the cost of living, the minimum wage is still at £10.42 based on full time working for 40 hours for 4 weeks (Gov.uk, 2023). Out of the five respondents that have been interviewed, there were four respondents who have stated that employee compensation is going to play a very important role in positively impacting the turnover intentions of the employees within the case study organisation (Hossain et al. 2021). The rewards and recognition programmes that are undertaken by the organisation are also going to play an important role in the decisions of the employees to quit their jobs. Apart from monetary compensation, there were three respondents who revealed that promotions, workplace, environment and rewards and recognition programs are other leading factors that have affected the turnover intention of the employees (Horng et al. 2022). The respondent argued that poor work life balance and excessive work pressure has been causing a lot of physical and mental stress. On top of this, the employees are also not well paid, which justifies lack of work life balance. Poor work life balance definitely has had a negative influence on the turnover intentions of the employees. 
· Theme 2: The issue of sexual harassment or abuse of any kind have been strictly denied to have taken place in Leonardo Hotel, Cardiff and hence this is not a cause of staff shortage in the organisation. 
Almost all the respondents have said that they are extremely cautious of not only guests but also their employee safety and security. A safe and secure workplace environment is provided to all the employees and appropriate security measures have also been put to place to protect them. As a result, the rampant sexual harassment problems that are there in the UK hospitality sector is not a reality in Leonardo Hotel, Cardiff. The active policies on sexual harassment have made it possible for the staff members to understand the specific code of conduct that is expected out of them. They also go through extensive harassment training (Wang, 2022). There is also an annual training program on harassment prevention and speaking up for inappropriate workplace behaviour among colleagues.
· Theme 3: Rising staffing cost is hitting company profits
The respondents have revealed that currently the hospitality industry is at a crossword and there is an exponential rise in the labour cost in restaurants and hotels, not only in Leonardo Hotel, Cardiff, but across other hotels in the region. In Leonardo Hotel, Cardiff, the rising operational cost is directly linked to staffing practices. It is not just about higher wages, but also adopting new health and employee well-being guidelines and cost of training. The pandemic has completely done away with the traditional cost management practices and to respond to the crisis, Leonardo Hotel, Cardiff had to slash its staffing levels almost overnight. Now, when the Hotel is back on track and it wants to recruit more staff, better benefits and higher wages have to be provided since the competition for retaining top talents within the industry has been fierce. The staff members are also not opting to be recruited and retained within the small and medium scale organisations at low wages, something which was quite common in the pre-pandemic era (Ijomah et al. 2024). Hence, to maintain operational stability, higher wages and better benefits is important to reduce staff turnover.
· Theme 4: Since hospitality is a customer facing industry, selective hiring of employees is crucial for maintaining sustainable competitive advantage
The respondents have revealed that to achieve a sustainable competitive advantage in the market, human resource management is crucial. Under such conditions, the senior management team is focused on selective hiring practices, which undertake numerous initiatives and activities to ensure that the employees that are recruited are a proper match to the job roles. This is a conscious effort that is made by the senior managers of Leonardo Hotel, Cardiff, to select the top talent within the industry and retain them with high compensation. This, according to the respondents, is critical for the successful operations of the hotels (Kuo et al. 2022). To attract and retain top talent, there are major changes have been introduced within the organisation structure. However, conducting selective hiring practices within the current environment has become a major challenge as the availability of highly skilled labourers within the industry has been low. With so many job vacancies currently available in the case study organisation, matching the attributes, skills, and knowledge of the candidates with the job role is next to impossible (Stoyanova-Bozhkova et al. 2022). Hence, low-skilled labourers are recruited who lack commitment towards the job role, and this is contributing to greater employee turnover in the long run.
· Theme 5: Technology can help address the staff shortage issue to some extent
The respondents have revealed that since the outbreak of the pandemic, there is a large chunk of their customers who have shown a preference towards AI services, and they are often accepted in the place of human service in hotels. As a result, this is creating a fear of advancements in technology. However, the respondent also said that the fear towards technology is more prevalent among Generation X than in Generation Y and Generation Z. In fact, the Digital Natives (generation Y and generation Z) believed that AI technology is going to help them in improving the customer experience and also help increase their level of efficiency, especially in performing repetitive tasks. The employees will thus be moving towards a much more complex task that helps them cater to the specific needs and requirements of the customers for a much more comprehensive and immersive experience (Ofori and Appiah-Nimo, 2022). On the other hand, the digital immigrants have been fearful of AI technology. They fear that robotics technology is going to leave them jobless. Hence, the digital immigrants are against the use of robotics and AI technology. This is true in the case of the customers as well. The older customers who belong to Generation X are not ready for technological innovation within the industry (Anas et al. 2023). However, Generation Y and Generation Z are much more accepting of technology as they believe it plays an important role in improving the wait time, speed, quality of service and loyalty.
[bookmark: _Toc199353246]4.3 Discussion
· Objective 1: To identify and evaluate the reasons for staff shortage within the hospitality sector of the United Kingdom and recommend strategies to overcome the issue. 
Poor Pay as the primary cause of staff shortage: The primary cause for staff shortage within the hospitality sector has been identified to be poor pay and excessive workload faced by the employees. This has been in line with the findings of the literature review performed by Sutarmin et al. (2023). In a survey conducted by Khatter et al. (2023), a high percentage of hospitality workers said that they are frustrated with the low wages, because of which they are not willing to return to the industry once they have left. Sutarmin et al. (2023) argued that within the current economic climate, the low wages are having a negative impact on the hospitality sector as the minimum cost of living is currently standing at about £1426 per month. Based on the minimum living wage of £10.42, if a person is working for 40 hours, four weeks, then a wage of £1667.20 is earned (Gov uk,  2023). This is leaving a number of employees with very little money to spare. Hence, they are looking for potentially higher-paying jobs. In another research carried out by UK hospitality, it was identified that nearly 83% of the employees want their employer to focus on their financial wellbeing, along with physical and mental health (ukhospitality.org.uk, 2025). However, 76% of these individuals have not approached their employers asking for support, and hence, they are silently suffering (ukhospitality.org.uk, 2025). Elgarhy et al (2023) argued that the primary cause for employees not approaching their employer has been stigma regarding money. If the employees ask for money from the seniors, then there is a fear of unfair dismissal and discrimination. Pascual-Fernández et al. (2021) also argued that this phenomenon shows a lack of trust among the senior managers and the junior team members, where the latter do not want their seniors to know that they are financially struggling. This may be because of embarrassment or shame (López‐Gamero et al. 2023). When the pandemic led hotels and hospitality organisations to lay off their employees, the latter do not want to suffer in silence and hence, they are looking for better-paying options in other customer-facing industries like retail. 
Excessive work pressure: the findings of the study have revealed that the work-life balance and excessive work pressure has become a significant factor for employee turnover, intentions and employee shortage within the industry. The hospitality sector is experiencing a commercial reality where lack of work life balance is contributing to staff shortage and staff shortage in turn is leading to existing employee burnout. The vicious cycle has been addressed by various researchers like Bilgihan and Ricci (2023) where employee stress has been argued as another important factor which is preventing the hospitality workers from returning back to the industry post the pandemic. According to Paton (2024), nearly 65% of the UK hospitality workers have faced extreme stress in the workplace. Nearly 95% of the respondents reveal that they are unable to switch off from work once they get home. Nearly 75% of the hospitality workers revealed that they are constantly contacted by their bosses on social media feeds and WhatsApp even when they are at home. Buhalis et al. (2022) commented that the most important cause of employee stress has been poor management and unrealistic workload. It was established by Rezaei et al. (2022) that the hospitality workers do not experience a healthy work life balance. Post the pandemic, there has been an increased focus of the employees on their personal health and well-being. Anggraeni et al. (2023) believe that the workers are not willing to put their mental and physical health at stake to earn money. Hence, the trend of micro retirement has been on the rise. 
Sexual Harassment: sexual harassment has been identified in the available literature as one of the primary causes of staff turnover and staff shortage issues in the hospitality sector of the United Kingdom. The UK hospitality sector is plagued by the problem of sexual harassment. Anggraeni et al. (2023) highlighted that sexual harassment in restaurants, bars, hotels, and clubs has not only been on the rise, but it has become entirely normalised. In a recent interview carried out by Muisyo et al (2022), a large number of the respondents revealed that the COVID-19 pandemic was like a breath of fresh air where the employees were able to restart their careers and free themselves from harassment and abuse that they normally face from the senior managers and the unreasonable customers. Even before the pandemic, researchers like Chen et al. (2023) have argued that a large chunk of the workers in the hospitality sector have found themselves experiencing sexual harassment. Nearly 89% of the employees, who have been working in the hospitality sector of the United Kingdom for a minimum of five years revealed that they have faced incidents of sexual harassment at least once in their working life and only 19% believe that the senior managers have taken necessary steps to deal with the issue (Topping, 2018). Sexual harassment has been rampant in the hospitality industry of the United Kingdom, and hence, this has been identified by Topping (2018) as a very important issue for staff members, not wanting to return to the industry once they have left their jobs during the pandemic. However, as far as the findings of the study are concerned, sexual harassment issues are not the primary cause of staff shortage in the Hotel, Cardiff. In fact, most of the respondents argue that they have become extremely committed towards providing a secure and safe environment for the employees and ensuring that the employees are going through extensive harassment training. The hotel also has annual training on the topic of prevention of harassment and allowing the team members to speak up in case any colleague or customer is not behaving in an appropriate manner. However, Adewusi et al. (2024) argue that the employees are not facing harassment from the colleagues but rather the customers themselves. In such a situation, encouraging the employees to go through anti harassment training is not likely to be beneficial. The respondents of the interview have also said that the team members are trained to deal with customers who are harassing them. In fact, some of the customers have also been denied service in case they are misbehaving with the employees. Hence, the sexual harassment problems have been denied by the senior managers to be existent in Leonardo Hotel, Cardiff.
· Objective 2: To identify the financial impact of staff shortage on small and medium scale identifies like Leonardo Hotel Cardiff operating within the hospitality sector of the country
The respondents of the study have revealed that the hiring cost and the cost of retaining the existing employees have been on an all-time high that has been significantly impacting the ability of Leonardo Hotel, Cardiff to maintain its profit margin. Cwibi et al. (2024) argued that this is going to have a very negative impact on the job creation and the investment plans adopted by the senior managers of various hospitality organisations. The respondent argued that as the cost of operation is on an all-time high, it is quite likely that the venue is going to tighten their budget or restrict the trading hours and in the worst case scenario also cut jobs. This has been identified in the available literature, government reports and private company reports all throughout. For instance, according to UK hospitality, nearly £3.4 billion annual cost rise has hit the hospitality sector in the country (ukhospitality.org.uk, 2025). In the same report nearly £1.9 billion is recorded to be the wage cost (ukhospitality.org.uk, 2025). £1 billion cost is noted in the employer national insurance contribution (ukhospitality.org.uk, 2025). A 16% increase in cost of employing a generation Z employee has been identified. For every full time member of the staff, £2500 of additional cost has been recorded (ukhospitality.org.uk, 2025). The excessive financial strain has led to business closure, especially of the small and medium scale enterprises like Leonardo Hotel, Cardiff. The rising labour cost is making the organisation record minimum profits. Grigoryan (2024) stated that if this continues then like many other SME businesses, the hotels will have to deal with significant job losses and reduced income for the employees. An urgent government strategy is likely to be devised to help support the hospitality industry and also facilitate job creation. The reduction in bureaucratic challenges and tax structures can ensure the much needed reformation within the businesses providing maximum benefits for hospitality organisations, specially the SME companies.
· Objective 3: To identify the extent to which staff shortages have impacted Leonardo Hotel Cardiff to effectively compete within a highly dynamic and volatile market
Poor pay and hygiene factors impacting competitive advantage: Liu-Lastres et al.  (2023) argued that for retaining talented employees which has a significant impact on maintaining the competitive advantage of the organisation in the market, monetary rewards and other forms of intrinsic and extrinsic benefits is the very basic the organisation can do. According to motivation theorists, such as Herzberg, Maslow and Vroom, competitive wage, perks, incentives and secure employment are the basic hygiene factors that make the employees productive and engaged within the workplace. The high customer satisfaction for the hospitality business is directly proportionate to the services that are provided in the hotel. If the staff members are not motivated to provide high-quality services, then the competitive advantage and the long-term success of the Hotel directly gets impacted. Alrawadieh et al. (2021) commented that in the cost of living crisis, it is not advisable to the organisations to pay the bare minimum speciality that is stipulated by the government laws. As identified by Alrawadieh et al. (2021) the cost of living crisis has increased the price of various goods and services. However, the basic pay mandated by the government still remains the same. Hence, under such a situation motivating the staff members is challenging. Hayes et al (2021) Has noticed that the small and medium scale hospitality organisations have to focus on employee motivation, maintaining a healthy work environment, rewards and recognition program, establishing good relationship and collaboration within the co-workers, job satisfaction, employee relationship, salary and career development to maintain a long-term competitive advantage for the organisation in the market.
Employee burnout and impact on competitive advantage: With a rise in employee burnout levels, Rezaei et al. (2022) commented that this is playing an important role in decreasing job satisfaction and increasing the rate of turnover. The productivity level is suffering because of the high burnout rate and the employees are feeling less engaged. As a result, this is directly impacting the competitive advantage of the organisation as the service quality of Leonardo Hotel Cardiff is decreasing at a steady rate. This can be identified in the customer reviews on various online travel portals such as Expedia and Tripadvisor. Many of the customers have been complaining that although the staff members are sweet and well behaved, they are not able to provide the best of services because of their cynicism towards work and emotional exhaustion. Anggraeni et al. (2023) argued that when there is an increase in burnout, there is decreased job satisfaction and a reduced sense of personal accomplishment. This is the primary reason that makes the employees shift from one job to another.
Selective hiring is crucial for competitive advantage: selective hiring has been identified by the respondent as a very important factor that is going to contribute to the competitive advantage of Leonardo Hotel Cardiff. They have to focus on selective hiring where the skills, knowledge and attributes of the employees are aligned with the job roles. Selective hiring as identified by Chen et al. (2023) also helps the employees remain committed to the obligations and make them responsible for the tasks that they are performing. This in turn contributes to employee motivation. However, although Muisyo et al. (2022) argued that there is a positive relationship between competitive advantage and selective recruitment of the employees, in the hospitality scenario of the United Kingdom, entering into the selective hiring process is going to be a very difficult challenge to overcome. Due to staff shortage issues, finding the most qualified candidates is next to impossible as the pool of available talent is already reduced at a drastic level. Topping (2018) commented that it is making it difficult for the senior managers of the hospitality sector to attract candidates by meeting specific requirements. The highly skilled employees are extremely expensive. On top of this, the generation Y and generation Z employees lack the level of experience that is there among the generation X employees. Adewusi et al. (2022) argued that the need for higher benefits and salaries have intensified due to the selective hiring strategies that are undertaken by various hospitality organisations. The hiring process is also much slower as it takes longer for the organisation to evaluate the available talented employees who have applied for the job. Chen et al. (2023) stated that the use of robotics technology and artificial intelligence is going to significantly reduce the cost of operations in the long run for the hospitality businesses. The AI adoption will also help ease the staff shortage issue in the hospitality sector. This proposition has been accepted by the respondents who have been interviewed. However, generation theorists like Muisyo et al. (2023) argued that the technology acceptance among the generation Y and generation Z is much higher when compared to generation X employees. Hence, if the organisations are looking for highly talented and experienced employees which is available among the generation X employees then acceptance of technology might be limited to a large extent.
[bookmark: _Toc199353247]4.4 Summary
In this chapter, the evaluation of the primary research data has been done using logical reasoning and analytical thinking so that components of the data collected can be effectively examined. The analysis of the data using a primary qualitative research method coupled with a case study analysis of the Leonardo Hotel Cardiff has focused on critically investigating the issue of staffing shortage and establishing specific solutions that can help overcome these issues for long-term sustainable growth and development of the industry.


[bookmark: _Toc199353248]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc199353249]5.1 Conclusion 
Resolving the staff shortage issue in SMEs like Leonardo Hotel, Cardiff has become crucial to help retain the existing staff while attracting new staff members within the hospitality workforce. The findings of the study have revealed that poor pay and excessive work pressure has been the primary cause of staff shortage in SME hotels like Leonardo Hotel, Cardiff. The cost of living crisis is also making the employees look for job opportunities in other customer facing sectors like the retail industry as the inflation rate has increased the living cost. Yet the government has not increased the minimum wage for the employees (Adewusi et al. 2023). On top of this, the employees also believe that there is excessive work especially in the hospitality sector and they are not well compensated for the kind of hard work that they are putting in. Although sexual harassment has been rampant in the hospitality sector of the United Kingdom, the respondent of the case study organisation has repeatedly argued that they have gone to the extent of denying service to the customers if any of the customers have misbehaved with the male or the female staff of the hotel. There are various sexual harassment training programmes put to place where the employees are trained to deal with customers who are wanting to harass them. All these factors have made Leonardo Hotel, Cardiff as one of the very few SME that has low sexual harassment case registrations. 
The staff shortage issue has significantly decreased the available pool of employees within the labour market. On top of this, the cost of living crisis has made the employees demand a higher wage and intrinsic or extrinsic benefits in the form of rewards and recognition programmes. As a result, there has been a significant financial strain on the small and medium scale Enterprises as a magnificent hike in the annual cost rise has been witnessed within the UK hospitality sector. A large chunk of the cost hike is because of the wage cost. Apart from this, the employer national insurance contribution has also been on the rise (Kuo et al. 2021). The excessive financial strain is putting a lot of pressure on hotels like Leonardo Hotel, Cardiff to register profits. This can lead to significant job loss and reduced income for the employees. In the worst case scenario, these organisations can also close down in case they are not being able to sustain the financial pressure.
In SME hotels, like the Leonardo Hotel, Cardiff, selective hiring strategies have been implemented by the senior managers to maintain his competitive advantage. However, in times of staff shortage where the available pool of employees are already extremely low, selective hiring is not likely to be the best option. Hence it is becoming difficult for the senior managers of the organisation to attract candidates that can help meet specific requirements of the organisation. The employee burnout level is also having a negative impact on the employee morale and motivation level. Stoyanova-Bozhkova et al. (2022) stated that offering high pay and other hygiene factors like healthy work, environment, employee recognition and job satisfaction is important for maintaining employee motivation. However, due to staff shortage, employee burnout is a common outcome and hence the level of productivity of the team members is reducing at a drastic rate. This is impacting customer satisfaction levels which is contributing to reduced competitive advantage in the market.
Rusmingsih et al. (2021) argue that hospitality is a customer facing industry. As a result, in order to cater to the dynamic and ever changing needs and requirements of the customers, offering high-quality services is crucial for repeat visits. Anas et al. (2023) stated that labour shortage is a significant cause for employee burnout due to which the employee morale has been suffering. The problem of staff shortage is even more detrimental for small and medium scale hotels. On one hand, these hotels are losing on customer trust and loyalty due to poor service quality. On the other hand, they have to constantly spend more money to recruit talented staff members and train them so that they can live up to the customer's needs and expectations. High employee turnover is increasing the operational costs pertaining to employee onboarding and training and development (Khatter et al. 2021). The small and medium scale hotels are the backbone of the hospitality industry in the United Kingdom. Hence, if they fail to generate sustainable economic growth and profits, then the contributions of the hospitality sector on UK GDP is also likely to dwindle. The research as a result is being conducted to understand possible solutions that can be implemented on small and medium scale hotels like Leonardo Hotel Cardiff, so that these hotels can cater to the dynamic needs of the customers and generate a loyal customer base for long-term success, profit generation, community development, and overall health and well-being of the staff members.
[bookmark: _Toc199353250]5.2 Recommendations
Based on the findings of the study, the following recommendations can be made to resolve the staff shortage issue in the hospitality sector:
Change in the perception of the company: the hospitality industry at large has a very negative image of low wages, poor working conditions and employee burnout. However, Leonardo Hotel, Cardiff has to focus on changing the image of the company among the employees who have a negative image towards the industry at large. Improving the wage is going to be a priority for Leonardo Hotel, Cardiff to improve staff retention. Leonardo Hotel has to completely do away with zero hour contracts, something which was adopted by the senior managers in the early 2010. The hospitality industry as a whole has the highest number of zero hour contacts. In contrast, Leonardo Hotel Cardiff has to introduce full time contracts that can help employees become much more committed towards the job role (Elgarhy and Abou-Shouk, 2023). The removal of zero hour contracts will also attract the potential employees who want secure employment opportunities within the industry. To increase the pay of the employees, Leonardo Hotel Cardiff can opt for various government benefits that are currently available in the UK helping the SME to overcome the cost of living and volatile market conditions. The improvement in pay is not only in terms of monetary pay but also improvement made in the health and well-being of the employees. Increasing employee and entertainment benefits can also help retain talented employees.
Investment in skill development of the employees: at present, the recruitment strategy of Leonard Hotel, Cardiff is selective recruitment which is proving to be detrimental for the business as the available pool of talent is already extremely limited within the UK. Under such situations, the organisation must focus on recruiting Generation Z and Generation Y employees and focus on enhancing their skills and capabilities, specially the data analytics, AI and robotic skills. The generation Z and generation Y already have a much better acceptability of technology since they are brought up at a time when technological advancements were already booming. Hence, investing in skill development and enhancing their experiences within the organisation can contribute to greater commitment and satisfaction.
Investing in technological innovation: the technological innovation is going to significantly benefit, not only Leonardo Hotel, Cardiff, but the industry at large. The hospitality industry has significantly adopted technological advancements in the form of AI and robotics to deal with the issue of staff shortage. The case study organisation has to focus on how the technology can become an assistive tool that can help improve the working conditions of the employees. Different technologies can be implemented to streamline repetitive tasks (Pascual-Fernández et al. 2021). This can also play an important role in reducing the level of burnout among the individual employees. When technology is implemented to complete repetitive tasks, the chances of human error is also reduced and the employees are free to cater to the specific needs of the customers. The level of productivity and efficiency also increases, improving the chance of employee retention and satisfaction. Hence, rather than just focusing on recruiting highly skilled employees, the organisation invests in the employee skill development. Technological advancements also reduce the amount of job roles that are time consuming and repetitive in nature.
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	Themes
	Sub themes
	Evidence from interview transcripts

	Poor pay and excessive workload are the primary cause of staff shortage.
	The cost of living crisis has made hospitality organisations address poor pay issues
Every employee have complained about burnout at least at some point in their career
	Respondent 1: the demand for higher wages is on the rise and employees are not only shifting hotels, but also industries looking for high paid jobs.
Respondent 2: I think the cost of living crisis has been the primary factor for employees looking for better pay in different industries, other than hospitality.
Respondent 3: there is excessive workload in the hospitality sector. When the high workload is not compensated well in terms of both extrinsic and intrinsic rewards, the employees are likely to shift grounds.
Respondent 4: a large chunk of the employees have often complained about poor work life balance due to excessive workload. On top of this, they are barely making any money to spend on their physical and mental health and well.
Respondent 5: I think there needs to be a change in existing policies where the employees are not only compensated in terms of money, but also in terms of better work, life balance and more rewards and recognition.

	Sexual harassment issues are addressed promptly in Leonardo Hotel, Cardiff
	Various training programs on sexual code of conduct and harassment redressal are put to place within the organisation. 
	Respondent 1: in the past five years, there are zero sexual harassment cases that have been reported by the employees within the organisation.
Respondent 2: we have a very strong sexual harassment policy where the employees are trained regarding the code of conduct as soon as they join.
Respondent 3: if an employee or colleague is found to be sexually harassing anyone be it, their colleague or any other customer, they are blacklisted, and it is ensured that they do not get a job in any other hotel or organisation.
Respondent 4: our hotel premises are under CCTV surveillance, and hence, no customer or colleague can get away with such heinous crimes.
Respondent 5: we have introduced various sexual harassment policies and training programmes to ensure that the employees are aware of sexually appropriate behaviour and their code of conduct.

	Rising staffing cost is hitting company profits
	Rise in wage cost
Rise in rewards program cost
	Respondent 1: to deal with the cost of living crisis, the organisations will have to enhance the wages of the employees to retain top talent.
Respondent 2: Increasing the wages is increasing the operational cost of the hotel, which is difficult for a small and medium scale hotel like Leonardo Hotel, Cardiff.
Respondent 3: Apart from increasing the wages, there is also demand among the employees to give them intrinsic benefits in the form of rewards and recognition programs.

	Human resource is crucial for maintaining competitive advantage
	Hospitality is a customer facing industry
Offering customised services is crucial for customer loyalty
	Respondent 1: since hospitality is a customer facing industry, the employees have to be recruited according to the specific needs and requirements of the job role.
Respondent 2: organisation hygiene factors are important to be maintained to retain and recruit top talent.
Respondent 5: retaining top talents have become difficult as availability of talented and highly skilled employees within the industry has been and there is fierce competition to acquire these individuals.

	Technology can help address staff shortage issue to some extent
	AI can help perform repetitive tasks freeing employees of more creative tasks that can be engaging. 
	Respondent 2: artificial intelligence and robotics technology can play an important role in reducing the staff shortage crisis.
Respondent 3: generation Y and generation Z is much more accepting of AI technology.
Respondent 5: even though AI technology is implemented to streamline repetitive tasks, human intelligence is required to cater to the specific needs and requirements of customers.





