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[bookmark: _Toc212750399]Abstract 
This research aims to explore the causal factors, consequences, and the strategic actions of these shortages in the UK hospitality sector using the Holiday Inn Guildford, a four-star hotel which is a member of InterContinental Hotels Group (IHG) as a case study. Hospitality industry is one of the sectors that are highly labour intensive, where the delivery of quality service and long-term customer satisfaction depends on the presence of well skilled and motivated employees. However, over the last few years, the issue of staff shortage has emerged as a common and constant problem within the hospitality market of the UK, negatively affecting the performance rate of operations and long-term viability. The main focus of this is on the management of workforce limitations within the organisation maintaining service quality and efficiency of operations in the highly competitive and challenging environment.
The thematic analysis was used to complement the qualitative secondary research design to synthesise the information based on the existing academic literature, industry reports, and other worthy publications. The choice of secondary data sources was informed by their ability to provide a holistic, evidence-based picture of the phenomenon in various angles, and hence counterbalance the weakness of the primary data collection method. The thematic analysis helped to identify common patterns and categories that are relevant to the shortage of staff that may encompass external labour-market factors, internal organisational issues, operational outcomes, and sustainable managerial performance. The chosen methodological strategy was based on the principles of academic rigour, transparency, and replicability, based on a logical system of data selection, coding, and thematic categorization.
The study’s findings show that the problem of staff shortage in UK hospitality market is triggered by a mixture of macroeconomic factors and internal organisational challenges. A high percentage of the employees in the hospitality sector especially the ones who have their roots in the European Union have left the UK employment market as a result of new regulations on immigration and the perceived instability in the industry.. Operationally, the shortage of employees has expressed a set of predicaments to Holiday Inn Guildford. This has led to poor guest experience and poor quality of services and thus threat to customer loyalty and brand image of IHG. The Job Demands Resources (JD-R) model explains this relationship by showing how a mismatch between high job demand and lack of support or resources provokes burnout, disengagement and turnover. Also, the Human Capital Theory supports the argument that to maintain productivity and competitive edge in a service-driven industry, an investment in employee development and retention is necessary.
It concluded that resolving staffing shortages cannot be based on recruitment efforts alone; instead, there is a need to have an overall human-resource approach that integrates well-being, learning, and technology. 
It was recommended for Holiday Inn Guildford to train employees, focus on inclusion and diversity among employees, engagement of younger talent and focus on skills enhancement. The management must implement flexible system, competitive values, and recognition programmes to make increases in the satisfaction level of job to all the employees. It is essential for the hotel to make investment in the advanced technology for automation of the routine task and optimisation of the workforce efficiency to elevate staff pressure. The hotel management is also responsible to start some training and development sessions online physical for the management of efficiency in the workforce 
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[bookmark: _Toc212750400]Chapter 1: Introduction
[bookmark: _Toc212750401]Background
Kwok (2022) assumed that the worsening labour shortage will be unlikely to disappear in a few years because of the persistent labour supply and demand imbalance in the hospitality and tourism sector. The issue of staffing shortage in the UK hospitality sector is a complicated problem that has a significant impact on working values, service quality, and employee welfare. Several factors that have worsened this problem include the COVID-19 pandemic and the changing labour-market dynamics (Popa et al., 2023; Yin, 2003). As an example, flexible working hours, hourly payment, and introductory training are highly appreciated by workers in the UK quick-service restaurant industry, meaning that their manipulation may impact the retention rates. Many skilled workers, which may be caused by the mass events, like the pandemic, demonstrate the necessity to know the incentives underlying the fact that employees are willing to leave the hospitality practices (Rydzik and Kissoon, 2022). According to one survey, 95 per cent of the participants found labour costs as one of the most serious issues, 77 per cent found staff deficits a problem, and 48 per cent also found staff turnover a problem (Innerhofer et al., 2022). Hotels and restaurants are making use of chatbots to improve operational efficiency and simplify services in order to take some of the burden off human employees. In addition, artificial intelligence (AI), robotics, and sophisticated data analytics are also considered innovative tools to address skilled labour shortages (Rydzik and Kissoon, 2022).
[bookmark: _Toc212750402]Case Study Hotel 
Holiday Inn Guildford by IHG is a modern four-star hotel with modern standard rooms, friendly employees, and full leisure facilities, all of which are located on Egerton Road near the University of Surrey and the A3. The hotel has a gym, indoor pool, sauna, a Wi-Fi resources, all day room service, a Starbucks counter, and a steam room. It also has a restaurant and a bar with a terrace, which serves breakfast and dinner, and 15 meeting rooms and a large club suite, which can be used to conduct a wedding and any other celebration. The Royal Surrey County Hospital, University of Surrey, and Surrey Sports Park are within walking distance of the hotel (Trivago, 2025). This paper will assess the issue of staff shortage and turnover rates in the hotel industry. 
[image: Hotels Near Guildford Station: Holiday Inn Guildford]
Figure 1: Holiday Inn Guildford
IHG, 2025
[bookmark: _Toc212750403]Research Aim and Objectives 
The main objective of this study is to critically analyse the problem of staff shortage in the hospitality industry with a specific emphasis given to the underlying causes, organisational effects, and the long-term consequences on business sustainability. 
 To address these objectives, the research will attempt to address the following objectives:
· To examine the reasons behind concerns with staff shortage, such as labour market dynamics, working conditions, and the evolving employee demands.
· To explore the consequences of staff shortage on operations, service standards, and the brand name of the hotel.
· To elaborate the existing competencies (e.g., recruitment, retention, training and adoption of technology) applied by hospitality businesses in order to fill workforce gaps.
· To develop recommendations for hotels and policymakers to create sustainable staffing principles and balancing of the efficiency with employee well-being.


[bookmark: _Toc212750404]Chapter 2: Literature Review 
[bookmark: _Toc212750405]Introduction 
The literature review presents a searching and reporting on previous research done on a specific topic. Similarly, this part of the study will provide old research studies done regarding staff shortages, the UK hospitality industry, causes, impact, and theory. Furthermore, this part will help to support the stance of this study. It will focus on recent studies, industry reports, and peer-reviewed articles.
[bookmark: _Toc212750406]Staff Shortage
The lacking in staff defines personnel in working environments, a problem that may lead to pernicious effects, such as reduced standard of care in the health sector, increased levels of professional burnout, and increased spending on institutions (Magnini et al., 2024). The etiological factors to blame for the shortage of staff include increased demand, ageing of the workforce, and poor management measures; the mitigation measures may include improved recruitment and retention systems, flexible working schedules, and the introduction of modern technological solutions. In addition, the changes in demography and the health insurance coverage increase the demand for health services, further increasing the shortage of the workforce (Gauci, 2024).
[bookmark: _Toc212750407]UK Hospitality Industry 
In 2023, the hospitality industry, including accommodation and food services, had an economic output value of 62.6 3 billion, which contributed about 2.8% to the gross domestic product of the United Kingdom. By March 2025, the number of jobs in the UK hospitality sector amounted to 2.6 million jobs, which equates to 7.1% of total employment nationwide (Ghani et al.., 2022). The industry is facing significant challenges, including increasing labour and operational costs, the chronic shortage of staff, and the consequences of the current cost-of-living crisis. As of March, 99.6% of hospitality businesses were small or medium-sized enterprises (SMEs), and 97.7% of them were considered small businesses (Ward et al., 2025). The UK hospitality sector is still the third-largest employer in the country, and it provides about 93 billion of revenue every year to the national budget, but its performance decreased by 21% in 2021 (Clifton et al., 2023).
[bookmark: _Toc212750408]Impact of Staff Shortage in Hotels 
Küblböck and Standar (2016) found that the majority of hotels are currently capable of alleviating staffing shortages, but managers themselves are concerned about their ability to meet service and staffing goals. The hotel industry is facing a very high employee turnover rate that can be attributed to the thought of prolonged work hours, a poor work-life balance scenario, and the relatively low wages that are further exacerbated by a lack of skilled personnel and the availability in other sectors where working conditions are better. These issues are highlighted by the interviews with eighteen General Managers of hotels (Davern et al., 2019). Grigoryan (2024) states that employee compensation is a major predictor of turnover intention; in the case of job insecurity, workers tend to find alternative jobs, which increases the likelihood of turnover. Moreover, work-life conflict, excessive working hours, low wages, and discrepancies between educational needs and competencies needed are the main factors that negatively influence job satisfaction of workers and turnover intentions (Wang & Cheung, 2024).
[bookmark: _Toc212750409]Causes of Staff Shortages in the Hospitality Industry
Innerhofer et al. (2024) suggested that the level and category of professional skills are one of the factors of the shortage of professional labour. Employers, who face the daily business demands, view the emphasis of hospitality organisations on the social, environmental, and ethical responsibility as a barrier to attracting and retaining competent and qualified staff (Baum et al 2023). Work-life balance, work and workload, earning opportunities, proper remuneration, job security, social security, and fringe benefits are relevant variables to subordinate groups of workers or employers. McKane (2017) notes that in the hospitality industry, long working hours and shift work resulting in fatigue, irregular working hours, lack of breaks, high physical weight, and high mental and emotional demands, with underpayment, poor working conditions, and lack of resources, are the key causes of labour shortages. Many employees are also leaving the organisation due to the absence of clear developmental paths in the organisation. Many employees left the sector due to the pandemic to seek better and more stable jobs with better work-life balance. Also, the pandemic reduced the pool of experienced foreign labour (Giousmpasoglou, 2024).
[bookmark: _Toc212750410]Theoretical Framework
[bookmark: _Toc212750411]Human Capital Theory
Human capital refers to the economic worth possessed by the educational level, experience, skill levels, health condition, and other characteristics that are valued by employers. In theory, the spending of money on education and training is now discussed as a strategic investment instead of the money spent. The modern evolution of this theory took place in the 1960s and 1970s, based on the work of such economists as Theodore Shultz and Gary Becker (Awu et al., 2025). According to the theory, the workers practise self-investment of human capital through choosing low wages over a period of training. These workers can expect higher remuneration and increased career improvement throughout their experience.
[image: Figure: Human Capital Theory (Source: Influnced by Mu et al. 2022)]
Figure 2: Human Capital Theory
Ray et al., 2024

Becker distinguished the two types of training:
· General training: This increases the productivity of a worker in many firms, and since the skills learnt can be transferred, workers fund this training themselves.
· Firm-specific training: This increases the productivity of a worker in a particular firm, and the costs and returns associated are both shared between the employee and the employer (Awu et al., 2025).
[bookmark: _Toc212750412]Job Demands-Resources and Use of (JD-R) Model
The Job Demands-Resources (JD-R) Model is a theoretical perspective that suggests that job demands, which require one to work hard (e.g., high workload), develop strain and burnout due to a health-impairment process (Batabyal and Das, 2019). The model also contends that resources have the capacity to counteract the negative impact of increased demands, and the environment balances demands and resources to ensure that engagement is made to avoid burnout (Harju et al., 2021). This model of occupational stress, therefore, assumes that employee strain will occur when there is an imbalance between job demands and job resources (which will result in burnout), and motivation and engagement will occur when there is a balance between high demands and high resources.   
[image: The Job Demands-Resources model. ]
Figure 3: JD-R model
Bakker et al., 2008
[bookmark: _Toc212750413]Research Gap
In regard to the research gap, existing literature highlights how staff shortages pose serious challenges to hotel operations, short-term outcomes, and also focuses on hotel performance, quality, and customers (Mohsin et al., 2023). Therefore, it does not explore variations across luxury, midscale, and budget hotels in regard to studying a specific hotel. Also, a few studies connect staffing levels directly to guest experience indicators such as satisfaction, complaint rates, or online reviews. Contextual factors like regional labour market conditions, immigration policies, and cultural attitudes toward hospitality work are often ignored by many researchers. This restricts knowledge adaptation in regard to the field. In conclusion, the staff shortage in the UK hospitality industry represents a critical challenge influenced by the aftermath of the pandemic, inherent industry characteristics, and broader economic pressures (Xia et al., 2023). 
[bookmark: _Toc212750414]Chapter Summary 
This part provides previous studies that provide a summary of how staff shortage was covered across different areas. To summarise this part, the impact of staff shortages is in the hotel industry. Therefore, the UK hotel industry is considered to be essential for the economy. Therefore, there are many reasons related to internal and external factors that can cause staff shortages. Furthermore, there is a research gap regarding short-staffing, as this is studied in the hospitality industry. 


[bookmark: _Toc212750415]Chapter 3: Research Methods
[bookmark: _Toc212750416]Research Philosophy
There are three types of philosophies applied on the research studies which include positivism, interpretivism, and pragmatism (Collis and Hussey, 2014). The recent study adopts an interpretivism philosophy as the researcher is seeking to understand about relevant causes and impacts of staff shortages. It is selected due to the provision of the subjective and contextual perspective while focusing on relevant perceptions, differences in the organisational culture, and dynamics of the hospitality industry.
[bookmark: _Toc212750417]Research Approach
Saunders et al. (2012) stated that there are two types of approaches applied such as deductive and inductive. The use of deductive approach is based on analysing theories and concepts whereas, the inductive approach is used as measuring the quantity of collected feedback. Therefore, for the current research work, Inductive approach is used to analyse the implication of the existing theories and use of relevant literature based on the staff shortages. The motive of selecting is based on using the insights while using the specific context of Holiday Inn Guildford and consideration of the effective secondary qualitative resources.
[bookmark: _Toc212750418]Research Strategy
The strategy of research is associated with different methods known for qualitative, quantitative, and mixed for the research works (Cottrell, 2014). For the current research study, qualitative method is used where the application of related secondary sources are applied to fulfil the objectives. 
 There is an appropriate use of the qualitative case study with the implication of relevant secondary data sources. It seems helpful for the provision of the rich and in-depth insights for learning about the staff shortage issues and management of the consequences in the practices and services of hospitality.
[bookmark: _Toc212750419]Research Choices
There are different types of choices are used for the research studies where the significant method of mono-method is used in the current study (Veal, 2006). The selection of the method is based on the qualitative choice which is applied in the study. The selection is associated with leveraging secondary qualitative method which is helpful to develop allows efficiency in the analysis without the use of primary methods. It is considered feasible to measure the details in the relevant contextual understanding.
[bookmark: _Toc212750420]Time Horizon
In the current research study, the application of cross-sectional time horizon has been done. The motive for the selection of the cross-sectional method is associated with the analysis of the relevant data and use of the literature which is already available in the online resources. The selection allows focusing on the consideration and learning of the staff shortage which is challenging for the development of the organisational responses in the hospitality measures.
[bookmark: _Toc212750421]Data Collection and Analysis
The data is collected using primary and secondary method in the research studies (Brymen, 2008). The primary method is cost-effective however, it uses real feedback from the people concerned with the issues. The secondary data is time-consuming while it presented the reviews of different authors and scholar on similar subject. For the current work, the adaptation of secondary qualitative data has been used to gather relevant information considering the work of other authors, relevant reports, official papers, industry reports, and relevant hospitality publications. The study uses thematic analysis for describing the themes associated with the causes, effects, related competencies, and recommendations for the staff shortages in the hotel management system. 
[bookmark: _Toc212750422]Ethical Consideration
The ethical issues are considered in the study for the development of the transparency, honesty, and provision of the adequate recognition for using the secondary sources in efficient manners. The research is not based on plagiarism and was provided on the value of objectives.



[bookmark: _Toc212750423]Chapter 4 Findings and Discussion
[bookmark: _Toc212750424]Findings (Thematic Analysis)
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[bookmark: _Toc212750425]Theme 1: Labour Market Pressures and Internal Causes of Staff Shortages
Staff shortages at Holiday Inn Guildford is an extension of a broader issue in the labour market in the UK in the hospitality industry. The hotel business has always been known to be greatly dependent on the flexibility, low remuneration, and migrant-heavy workforce, and the Brexit and post-pandemic restrictions have significantly decreased the existing number of talents (López‐Gamero and Molina‐Azorín, 2022). Remember that the UK had many EU workers who in the past occupied housekeeping positions, kitchen positions, and service positions, but with the limitation of visas and increased living expenses, they abandoned the UK, causing an acute shortage of supply. Within the housekeeping and restaurant departments at Holiday Inn Guildford, there has been a recurrence of the shortage that has seen the number of staff below the levels required to operate. The recruitment challenges are also enhanced by the regional competition of other hospitality and retail employers who provide similar remuneration but with less workload.
Working conditions are also important in influencing whether employees will opt to work or stay in the hotel industry (Mooney, & Baum, 2019). According to employees at Holiday Inn Guildford, workloads, prolonged shifts, and lack of breaks, particularly in peak seasons, are some of the problems that they experience. These aspects decrease job satisfaction and turnover rates, especially among younger workers who want to balance between work and life and follow their career. Front-line work is both repetitive and physically demanding, whether it is housekeeping or kitchen work; this is discouraging to long-term commitment (Tarik Doğru and Mody, 2023). Moreover, the rates in most hotel departments have not been adjusted according to inflation, and this has led to a situation where people feel that the effort is lowly rewarded. Lack of career development opportunities is another internal factor that causes shortages of staff (Deakin, 2022). Lack of proper training and prospects of career growth make a lot of hospitality employees see entry-level positions as temporary positions and not as professional jobs (Signoretti and Pederiva, 2021; Flegl et al., 2022). At Holiday Inn Guildford, there has been restricted access to formal training programs and mentorship, which has decreased employee engagement and retention in the long term. Motivation has also been reduced due to a lack of appreciation and reward for experienced employees, hence increasing the rate of attrition (Dachner and Ellingson, 2021). The employees tend to shift to bigger city hotels or other services that offer them a better prospect of advancement
[bookmark: _Toc212750426]Theme 2: Operational Consequences of Staffing Deficiencies
Staff shortage directly and quantitatively affects the work and functioning (Kemal Birdir and Sevda Sahilli Birdir, 2024). The most tangible impact is the decrease in the efficiency of services and the satisfaction of the guests (Morosan and Bowen, 2022). Duties such as check-in, housekeeping, and restaurant service can slow response to customer inquiries (Mandić et al., 2023). Visitors often complain of inadequate preparation of rooms in a timely manner, decreased housekeeping sessions, and slow service at restaurants for breakfast and dinner. This means that these operational bottlenecks compromise the perceived quality of the guest experience and negatively affect the reputation of the hotel as a comfortable and reliable hotel (Innerhofer, 2022). The drop in customer loyalty and online ratings may be disastrous in a highly competitive hospitality market when a small drop in service is observed (Kim and Chung, 2020). 
The operational pressure also causes uneven allocation of work among the available employees (Collis, J and Husseym, 2014). The workers are usually called upon to multitask and do front desk work, room services or even event set-ups in the various departments. This flexibility, as much as it is needed, creates fatigue, mistakes and less productivity (Al-Hyari et al., 2023). Employees at Holiday Inn Guildford have complained of burnout and frustration as a result of understaffing, especially during high seasons. This overworking on overtime not only raises labour costs, but also the morale, retro-cyclic absenteeism and additional shortages (Diamantopoulos, A. and Schlegelmilch, 2002). Experienced employees leave the team without coordination and continuity, which further decreases efficiency (Holmlund and Hellman, 2020).
Reduction in performance due to the decline in operational performance also impacts the financial performance of the hotel. The problem of staffing also restricts the number of staff in terms of occupancy, event operation, and uniformity of service delivery (Näppä et al., 2025). Holiday Inn Guildford has at times decreased its room inventory and event reservations because of a lack of organisation in its staff personnel. This directly affects the ability to generate revenue, especially through the business conferences and weddings, which constitute a significant portion of the hotel's revenue (Lauring et al., 2021). The poor experience of service also causes an avoidance of repeat booking, leading to a loss of revenue in the long run.
The other key casualty of workforce shortages is the brand reputation. The IHG international brand, controlling Holiday Inn, is concerned with reliability and uniformity in all its hotels. In the situation when the quality of the service in the outlet in Guildford does not correspond to these standards, the image of the local hotel is ruined, as well as the reputation of the parent brand. The negative reviews on such web pages as TripAdvisor and Booking.com concerning not being able to keep rooms clean or serve fast enough are making potential visitors lose their trust (Holmlund and Hellman, 2020). The goodwill will be lost, and it will take months before this can be stabilised at that level of staffing to restore itself.
The organisational and reputational effects of workforce scarcity paint the extent of the inseparable union of the human resource capacity and service quality of the hospitality industry. The sufficient and professional staff in the case of the Holiday Inn Guildford is not simply an administrative issue, but a strategic one to continue a high level of service and profitability. In the absence of effective interventions to stabilise the workforce levels, the hotel will face the threat of a long-term customer confidence and brand value drain.
[bookmark: _Toc212750427]Theme 3: Managerial Responses to Workforce Challenges
To overcome the impacts of manpower shortage, Holiday Inn Guildford has adopted a number of management practices, which focus on staffing, retention, and operational stability. Hiring has been centred more on local recruitment initiatives as well as collaboration with job centres and colleges linked with hospitality training (Green and Hughes, 2022). Nevertheless, such initiatives can be very short-term, as the turnover remains a menace to stability. The small labour force within the Guildford industry compels the hotel to provide flexible hours of work and, of course, sign-on bonuses, although this does not necessarily guarantee permanency.
The focus of management work has now been directed towards retention. The Hotel Holiday Inn Guildford has implemented an internal reward program, an employee of the month and a feedback program to foster morale. The management has also started to re-examine wage structures to make them closer to regional levels (Chafi et al., 2021). Nevertheless, these efforts are still not that productive. Although the monetary rewards have some short-term ability to decrease the turnover rates, the lack of a robust career development program and an enabling leadership system inhibits long-term retention. Employees do not only want remuneration, they need respect, communication and opportunity to develop within the organisation as well.
Another important competency area is training and development. The hotel also offers regular onboarding programs, infrequent customer service, and safety IHG Academy training programs. However, training is mostly compromised or done shallowly because of operational demands. This discontinuous growth exposes the employees to inadequate preparation to manage the complicated guest interaction or multitasking demands. Another possible solution is technology adoption (Mostafa and El-Atawi, 2024). To alleviate pressure on the front desk, the hotel has progressively added digital check-in technology and cursory booking functions to ease workloads. Nonetheless, automation may not provide the human touch needed in the hospitality industry completely. The digital tools must be regarded as the support services that enable the staff to concentrate on the personalised guest service, but not the administration. 
[bookmark: _Toc212750428]Theme 4: Sustainable Workforce Development for Long-Term Stability
Having an investment in the personal well-being of employees is also important when it comes to long-term stability. Hospitality work tends to result in fatigue and a lack of interest in the work due to physical and emotional demands (Islam and Amin, 2021). Wellness programs, such as mental health, staff meals, and frequent rest breaks, could be instituted at Holiday Inn Guildford as a way of boosting morale and productivity. A welcoming and non-discriminatory work environment based on feedback and communication encourages loyalty and decreases turnover (Chang, 2024). Employees will also deliver high-quality service more often if they feel respected and taken care of.
The partnership with policy makers and industry associations can also contribute to the sustainability of the workforce (Pradhan and Hati, 2020). Efforts by the UK government to establish hospitality apprenticeship and vocational training are activities that can work towards creating a stable supply of talent. Holiday Inn Guildford may collaborate with the local colleges and employment centres to provide occasional placements of apprenticeships and internships to the youth, so as to get some hands-on experience. These companies are known to satisfy both short-term and long-term staffing requirements, as well as establish brand loyalty among prospective workers in the future.
The use of technology can also play the role of sustainable management of the workforce in case it is utilised in a strategic manner (Fan and Henager, 2021). Enhanced scheduling systems, analytics of performance, and online training can streamline the distribution of the staff and skill building. Manual loads can be minimised and efficiency increased through automation, which may not supplant human experience; it must augment it. Digitalisation is expected to enable the employees to concentrate on value-added service instead of administrative repetition (Lu and Ko, 2022).
[bookmark: _Toc212750429]Discussion 
The results indicated that the' shortage of employees at the Holiday Inn Guildford has made a direct contribution to the observable deterioration in the quality of service, guest satisfaction, and the entire customer experience. It is noted that there are frontline employees who have to multitask, and this causes delays in service, irregular interaction with guests, and less personalisation. Likewise, Grigoryan (2024) found that understaffing weakens the employees ' ability to deliver satisfactorily to the customers, which leads to dissatisfaction and even damage to the company's reputation. It is also revealed in the findings that the number of complaints of slow check-in, delayed room cleaning, and a lack of availability of food services by the guests has risen. These findings align with Davern et al. (2019), who underlined that customer satisfaction is mostly related to the engagement and simultaneous availability of the employees. At Holiday Inn Guildford, although there is an upsurge in the use of technology such as digital check-in, brand identity still requires a personal component of hospitality. 
Theoretically, the decline of service quality can be traced to the JD-R Model, which shows that job demands like multi-tasking and time pressure should surpass job resources, like employee levels and managerial assistance, which leads to employee strain, which in turn causes poor job performance. This is what was observed in employees at Holiday Inn Guildford, where overworking subjected them to fatigue and diminished their attention to the guests. In these ways, a sufficient number of staff and their psychological resources, such as recognition and support, can play a key role in the continued service excellence. Another key finding is that the problem of staff shortages has been contributing to increasing staff workload and thus burnout and absenteeism among staff, resulting in demotivation. Workers often said that they used to work late in order to cover the loss of co-workers, which led to their physical burnout and emotional stress. This finding complements McKane (2017), who suggested that excessive working hours and irregular schedules are regarded as the main factors of labour dissatisfaction in hospitality. The results also substantiate the process of health impairment outlined in the JD-R model, according to which a continuous high demand in relation to the lack of sufficient resources leads to psychological pressure and disengagement.
The productivity and collaboration of employees in Holiday Inn Guildford have been cascaded by burnout. Harju et al. (2021) state that burnout decreases the intrinsic motivation of the employees, increasing their lower level of commitment to the organisation and its service objectives. Employees were reported to feel overlooked, and they were underpaid to do the extra work. This indicates the results of Grigoryan (2024), who stated that compensation and recognition mean a lot when it comes to predicting turnover intention. 
The most notable operational challenges that were witnessed during the Holiday Inn Guildford were recruitment problems and low retention rates. The hotel also had a continuous problem of recruiting qualified job candidates, especially in housekeeping and food services. These issues were further worsened by the pandemic, as most employees shifted to other sectors that were more stable in terms of job and work-life balance. In Holiday Inn Guildford, the competitive local labour market and particularly the Surrey region, where hospitality businesses have to compete with the retail and logistics industry that offer an attractive hourly pay, has impeded recruitment in the company. This is further in line with the observation by McKane (2017) that pay inequities and unregulated working hours are significant put-offs to workforce stability. In addition, the results indicated that low promotion opportunities and a lack of recognition schemes are some of the causes behind high turnover rates among the junior staff. Workers reported that the career development opportunities in the hotel were unclear, and thus, they felt stagnated and uninterested.
Applying this finding to the Human Capital Theory, the implication is that the investment that Holiday Inn Guildford has made in employee development is not adequate to create a long-term retention strategy. As suggested by Becker, firm-specific training promotes the increase of loyalty and productivity, but once the employees realise that the organisation fails to pay them appropriately, they are prone to leave. The solution to this problem will be to change recruitment policies to focus on long-term expansion and offering lifelong learning opportunities. Apprenticeship schemes, mentorship schemes and skill-certification schemes not only help to make recruitment appeal, but also minimise turnover costs.
There is a definite lack of staff management which is considered as the significant issues associated with the operational and financial management of Holiday Inn Guildford. Therefore, it is essential to make reduction in the challenges that are based on lack of workforce availability and make effective disruptions in the operations like increasing turnover rates of housekeeping, staff food management services, and also even efficiency in the hotel premises (v et al., 2022). Therefore, the findings are based on providing frequent learning about reducing service offering like limitations in the restaurant hours and frequency in housekeeping department. It seems effective for the management to provide workforce efficiency where the operational adaptations are aligned with the observations provided by Küblböck and Standar (2016). The consideration is effective for the hotel to make adaptations in the services for reducing strategies and maintenance of efficiency in the labour resources. However some of the majors are also temporarily applied on the operational values to manage risk damaging in the customer satisfaction and overall brand loyalty.
There are some financial aspects that are also seem challenging like increasing in the reliance on agency staff management it seems in raising the cost of the labour in the hotel service. The finding has allocated that the UK hospitality industry offer profitability decline in the services of post pandemic situation with the recovery plan efficiently. Moreover, there are also some inconsistencies in the service management as providing lack of skilled staff members which results in high complain rates from the customers and also losses of financial compensations due to the increases in negative reviews and feedbacks (Mohsin et al., 2023). The finding has also elaborated that is staff shortages have also impacted on the innovation and sustainable measures applied by the hotel management. The managers of the hotel seem expressing their reviews with the workload where the employees are having lack experience to make participation in the skill development programme to make improvements in the task and projects.
There is an implication of the findings using operational and strategic values where the staff shortages directly impact on the service consistency which is leading toward dissatisfaction of the guest and reduction of the visitations (Xue et al., 2022). Therefore, it seems that the higher rates often over also threatened threatens the abilities of the hotels to maintain efficiency in their reputations and competitive advantages in the hospitality industry. The findings have advocated that the HR management of the hotel should manage a reactive system with integrating effective workforce planning and use of long term organisational goals in efficient and elaborated manners. From the collected data it seems that the hotel needs adaptations of multi skilling look force which will help in handling a larger number of tasks with maintaining efficiency in the hospitality sector. the consideration of JDR model helps manage are to ensure about different job resources and make effective demands towards effective system (Kwok, 2022).
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This research has analysed the problem of staff shortages in Holiday Inn Guildford, which is a four star IHG hotel, with the view of identifying the root factors, operational effects, and the long term sustainability effect. The study aimed to examine the labour-market relations, employment relationships and labour needs along with assessing the organisational reactions and suggesting sustainable staffing patterns. The main goals were to determine shortage drivers, measure the quality of service and brand consequences, analyse recruitment and retention and technology adoption policies, and propose balanced efficiency and well-being systems. A modern four-star hotel, Holiday Inn Guildford is a part of the IHG chain and consists of the standard rooms, amiable staff and complete leisure amenities, all located at the Egerton Road in close proximity to the University of Surrey and the A3. This study was based on two theoretical frameworks namely human capital theory and the job demands-resources model. Becker and Schultz developed the human capital theory (HCT), which views employees as organisational assets whose value is enhanced with investments in education, training and health (Awu et al., 2025). It separates general and company specific training, with the focus on collective payoffs of productivity and retention. According to the Job Demands-Resources (JD-R) model, burnout is attributed to high demands (i. e. workload) and insufficient resources (i. e. staffing) that result in strain, whereas balanced resources are attributed to engagement. These theories collectively conceptualise the issue of staff shortages as an investment shortage and an imbalance between demand and resources, and drive sustainable workforce planning. 
The research followed the qualitative, interpretive method of analysing the secondary data and theming analysis in a single case study of Holiday Inn Guildford. Peer-reviewed journals, industry reports and government publications were used to draw data, as well as the sources related to individual hotels (e.g., IHG reports, TripAdvisor reviews). The study was based on the Research Onion by Saunders, moving towards an interpretivist philosophy, an inductive argument, a qualitative design that involved only one methodology and a cross-sectional time perspective. The results were summarised into four broad themes of thematic areas that included labour-market pressures and internal causes of staff-shortages, operational impact of staffing-shortages, managerial reactions to workforce pressures, and long-term sustainability of sustainable workforce development.
In regard to findings, the issue of staff shortage in the hospitality sector in UK is deeply-rooted in the macroeconomic and micro-organisational factors. On the external side, the post-pandemic recovery phase, the implications of Brexit and demographic changes in the labour market have decreased considerably the supply of skilled labour. A large number of foreign employees who constituted the housekeeping, catering and service departments either abandoned the UK or relocated to other sectors that were more stable and better paid. The workers in Holiday Inn Guildford complained of long working hours, lack of rest and excessive workloads especially during peak seasons. The impact of the workforce shortages was functional and image-related. The results depicted the adverse impact of understaffing on service quality, satisfaction of the guests and organisational efficiency. In Holiday Inn Guildford, the staffing shortage caused the waiting time to be increased during cheque-ins, delay in cleaning rooms and slowing the restaurant service. These operational efficiency failures had direct impacts on the customer experiences leading to more complaints, poor rating in the online platforms and decreased customer loyalty. Moreover, the strain of staffing issues instigated other indirect effects of role overload, multitasking and absenteeism. The front desk workers were often forced to work on different departments including setting up events, front desk operations, and the physical and mental exhaustion. This subsequently decreased productivity, additionally created mistakes and heightened frustrations amongst employees. The study discovered that Holiday Inn Guildford has carried out a number of managerial interventions that included recruitment, retention as well as technological adaptation. The recruitment was also done through the local job centres, schools of hospitality and flexible working options to get part time workers and temporary workers. The fourth theme sustainable workforce development to long-term stability illustrated the need to have a holistic approach which focuses on employee well-being, policy collaboration and lifelong learning. The results indicate that the long-term solution to labour shortages will be seen in the establishment of the workplace culture, in which employees are not only valued as workers but main stakeholders in the organisational success. Work wellness programmes, frequent reviews and rewarding achievements are some of the initiatives that can be created to help increase morale and sense of belonging. Furthermore, it can develop collaborations with the local colleges and apprenticeship programmes to have the constant stream of skilled labour.. Hotels like the Holiday Inn Guildford can play a role in developing more responsible and competent future labour force through community and policy-level partnership.
This study also gave the recommendations. To strengthen employee retention, Holiday Inn Guildford should improve the working conditions, provide equal wages and flexible working hours. The long-term loyalty will be developed with the introduction of structured training, mentorship and career development channels. The management ought to focus on the well being of their staff members by rewarding and addressing mental health programmes. They should start using technological tools to facilitate operations without filling the human role, like automated cheque-ins. The enhancement of the recruitment process by collaboration with colleges and job centres based in the area can also provide a skilled talent flow. Last but not the least, encouraging an employer brand that is diverse, sustainable and employee development will allow the hotel to attract and retain loyal hospitality workers.
[bookmark: _Toc212750432]Recommendations for Holiday Inn Guildford Future Changes
For addressing the shortages in the staff, the management of the hotel is responsible to move enhancement in the recruitment strategies. It seems essential for the management to make expansion in the talent sources beyond the use of traditional channels (Xue et al., 2022). There must be inclusion in the partnership with local colleges training institutes an engagement of the online platform for targeting younger and skilled professionals. It is essential for the management of hospitality industry to make recruitment pools with the help of online resources that will help to attract larger number of diverse and skilled labours which are suited to the different positions in the hotel. There must be improvement in employee retention system that offer priority to focus on better working in skills and efficiency in the career development resources. The management must implement flexible system, competitive values, and recognition programmes to make increases in the satisfaction level of job to all the employees. The hotel also offered tailoring training system with clear progression parts to enhance loyalty and reduction in the rates of turnover (Morosan and Bowen, 2022). It seems in reducing the rate of dissatisfaction and competitor evaluation.
It is essential for the hotel to make investment in the advanced technology for automation of the routine task and optimisation of the workforce efficiency to elevate staff pressure. There are different tools such as soccer schedule process self-service is an AI driven approaches for the guest to make reduction in the workload of the labours (Mohsin et al., 2023). The implications of the tools are helpful for the staff to focus on the delivery of personalised services and high quality measures to maintain efficiency in the brand standard and fostering overall guest experiences (Birdir and Sahilli Birdir, 2024). The management of Holiday Inn Guildford should make adaptations of the supportive system of organisation culture for the promotion of well-being and work life balances of the employees.
The hotel management is responsible to provide direct access to the employees for maintaining their mental health and Wellness programme. It will provide enhancement in open communication channel that is helpful for the employees to manage stress associated with the shortages of the staff. The provision of the supportive environment is also helpful to attract and retain skilled and talented employees and reinforced the reputation of the hotel as one of the desirable workplace systems (Liu-Lastres et al., 2023). There must be collaborative skills with policy maker and industrial authorities for the development of sustainable frameworks for the employees in the hotel services. it seems essential to make development of sustainable staffing framework to make engagement of larger number of employees towards initiatives while focusing on the development programmes of a skilled and talented measures. The hotel management is also responsible to start some training and development sessions online physical for the management of efficiency in the workforce (Kwok, 2022). It will be helpful to develop efficiency in the services and manage increasing rates of turnovers in the staff due to the provision of effective services in the competitive landscape.
[bookmark: _Toc212750433]Recommendations for Future Research Work
For the future in his forehead, there must be expansion in the sport to develop efficiency in the staff turnover rates in the service of Holiday Inn Guildford. There will be larger number of hotels to be included in the data collection system for the inclusion of diverse range of geographic and market contexts. It will help in enhancing learning abilities and efficiencies to develop effective resources to the learning skills. The future research much also work on the comparative analysis to elaborate different patterns that will be applied on the research. The factors must be influencing on the staff shortages for making supporting aspects in the generalised manner and use of the adaptable solutions to maintain efficiency in the hospitality services.
The future research must also offer primary qualitative methods for the collection of the data based on the objectives and questions. There should be conduction of the interviews and consideration of the focus groups from the hotel staff and management. The process helps in enriching the understanding based on the personal and organisational challenges (Grigoryan, 2024). The implications of the first-hand data will help in uncovering the changing insights towards employee motivations, enhancing level of satisfaction, and management of the operational impacts to determine the value of the secondary data which has not fully captured in the work.
There must be appropriate investigation for the role of emerging system and use of the AI technology for addressing shortages in the staff in the hotel services. It is essential to explore about use of automation system that influence on the demand and enhance employee experiences in the hospitality measures (Gauci, 2024). It will be helpful for the strategic guidance to manage hotels and focus to integrate the innovation with the maintenance of the service quality and enhancement in the overall employee well-being.
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