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Abstract
The research paper has focused on the over-tourism which is a contemporary issue in the hotel and hospitality industry. Here, a brief discussion of the topic in general has been provided which further involves detailed understanding. The main aim of the research has been mentioned and following the objectives, a literature review has been done. Effects of over-tourism on the sector have been mentioned along with presenting the fundamental challenges posed by the industry. Further, the methodology section has made it clear that secondary quantitative data would be gathered through PESTLE frameworks. The factors have impacted the industry by affecting over-tourism and this research has enlightened the significance of governmental rules obedience. Finally, recommendations for staff training, modern technology integration and sustainability practices have been provided to the industrialists. 
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Overview of over-tourism
Over-tourism is a situation where an excessive number of tourists visit a popular destination which leads to overcrowding, environmental pollution and poor service quality. This is considered a critical issue for hotels and other hospitality businesses. The hospitality industry has contributed nearly £62.5 billion to the UK economy in 2023 (ukhospitality, 2024). The tourism sector is continuously growing throughout the country, specifically in Edinburg, London and Bath. This causes rising accommodation prices, strain on infrastructure and degradation of overall guest services. As a result of the uncontrolled number of visitors, hospitality organisations face trouble regarding workforce management, operation management and sustainability. Greenhouse emissions from the sector are equal to 15% of the overall UK's tourism emissions. Also, 920,000 tons of food is wasted each year from the industry (british-business-bank, 2024). 
Aim and objectives of the research 
Aim
To understand the impact of over-tourism on the hospitality and hotel sector, focusing on operation, customer experience and service. 
Objectives 
To explore the effects of tourism on the hotel and hospitality industry in terms of operations, service quality and guest experience. 
To analyse the challenges faced by the hotel and hospitality sector due to over-tourism.
To evaluate strategies that the hotel and hospitality industry can employ to mitigate the negative effect of over-tourism. 
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Effects of tourism on the hotel and hospitality industry 
Impact on Operations
According to Ntounis et al. (2022), tourism plays a vital role in managing the operations, services and overall experience of the visitors. Tourism leads to a high demand for accommodations, food as well and services which is difficult to arrange for any SMEs and sometimes for larger businesses also. Resource management becomes tougher due to this and a high occupancy rate may create pressure on the front services, housekeeping and workers, thus, it leads to operational challenges. During peak seasons, maintaining inventory levels is a challenging job for store managers and supply chain stakeholders. Contrarily, Dalkiran (2022) stated that off seasons forces businesses to lay off employees, as they hire a lot of people during peak times to manage work. Thus, balancing staff motivation and encouraging them in both seasons has negative effects. However, the rising demand for services due to over-tourism aids organisations in generating more revenue and experiencing a potential profit. Handling situations can be effective in managing demand fluctuations and adjusting with the crowd. 
Impact on Quality of Service and Guest Experiences
Jooss, Burbach and Ruël (2021) claimed that service quality degrades as a result of the increasing number of tourists. Overcrowding in hotels, restaurants and other places raises sustainability concerns and forces employers to adjust accommodations. Businesses cannot deliver high-quality and personalised services at that time which may cause guest dissatisfaction. Contrarily, Farrell (2022) opined that tourism is good for SMEs in showcasing their potential, attracting more tourists and enhancing their brand reputation. Also, staff become disappointed when they need to serve for a long time and the pressure forces them to quit the job. The satisfaction level of customers also declines with employee demotivation. Guests from various backgrounds and cultures also affect the sector by forcing them to arrange differently based on different demands. As depicted by Korstanje, Séraphin and Maingi (2022), over-tourism creates customer dissatisfaction as businesses cannot provide quality rooms, equal care and regular maintenance of hotels.
Challenges faced by the hotel and hospitality sector due to over-tourism 
Loss of Guest Satisfaction
Wahab and Akintade (2025) evaluated that, over tourism greatly degrades the overall experience of the guest in hotel and hospitality services. For hotels, the problem arises when they receive too many visitors at once, impacted as they cannot offer comfortable lodging. Frustration comes about from overcrowded lobbies, too many check-in and check-out lines and too many delays in rooms being available. The presence of crowds in public spaces such as pools, gyms and dining areas makes those public spaces overcrowded, dis-comfortable and inconvenient. Furthermore, restaurants and local attractions may also have increased excessive foot traffic and long wait times as well as poor service quality. Observed by Krajickova, Hampl and Lancosova (2022), guest satisfaction is also affected by the decline in service quality. As the number of visitors is overwhelming, hotel staff might have difficulty giving guests their deserved personal attention. When a guest has a negative experience, they may not post a positive review online, thus ruining that hotel’s reputation and decreasing future bookings. 
Increased Maintenance and Operational Costs
As illustrated by Walmsley, Koens and Milano (2022), over-tourism has been a financial challenge for hotels and hospitality businesses. When there is a constant flow of guests, it means that the infrastructure of hotels including both furniture and flooring will wear and tear faster. Frequent cleaning and reparation are required in areas open to the public including hallways, lounges and recreational areas. Under such circumstances, businesses are likely to need to renovate frequently and keep the hotel suitable and clean. As a consequence of this, the operational costs rise and, in some cases, can be a financial burden, notably for small scale and medium-sized hotels that may not have whatsoever, a ready budget. Opined by Pham, Andereck and Vogt (2024), in addition to the maintenance costs, the operational expenses are increased by higher resource consumption. As more guests need more laundry services, hot showers, and air conditioning, use of the water and electricity goes high. 
Strategies that the hotel and hospitality industry can employ to mitigate the negative effect of over-tourism 
Sustainable tourism practices 
Incorporating sustainable tourism practices supports firms within the hospitality sector to minimise the negative effects of over-tourism while generating moderate amounts of profits. Observed by Høegh-Guldberg, Seeler and Eide (2021), sustainable operations in this context, effective management of resources that include reducing water and consumption of energy, reducing waste, as well as sourcing eco-friendly products. Hospitality firms can utilise green building designs, install energy-efficient accommodations and accomplish the goal of sustainability. Evaluated by Jum'a, Zimon and Madzík (2022), the Triple Bottom Line (TBL) framework helps firms to implement sustainable practices by encouraging the balance of economic, social, and environmental aspects. Hotels based on this theory should not only focus on profitability though address their impacts on the environment of the planet as well as the people. Through adopting such practices they can have the benefits of improving their reputation and minimising operational costs. 
Capacity management and diversification
Effective implementation of capacity management tactics supports hospitals in controlling overcrowding along with maintaining high service aspects. Hospitality firms can incorporate advanced booking systems to operate visitor numbers along with preventing overbooking. Mandić and Marković Vukadin (2021) stated that seasonal pricing models which include peak and off-peak pricing, encourage visitors to travel during less buddy time and inherently support distributing tourist arrivals more evenly within the year. Such firms can also have the opportunity to partner with other local businesses for creating new travel experiences that comprise eco-tourism, and wellness retreats attracting travellers to lesser-known locations. 
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The research will comprise quantitative data analysis techniques with the utilisation of PESTLE frameworks. This way, it will evaluate the current market conduction by analysing core factors and their impact on the selected sectors. Industry reports, graphs and specific data all will take part in making the research more valuable. Market research will be done from credible and reliable sources which can aid in vast data collection (Sardana et al., 2023). Existing sources will be used to generate knowledge regarding the topic and also, it will reduce time and cost also. Trend analysis will be effective in gathering data and the literature sources have already presented general ideas regarding over-tourism. Statistics will be added to justify the findings with a proper understanding of the phenomenon. The advantage of the method is that it provides important knowledge or insights without spending sufficient cost or time. Secondary data collection is easier in nature and the selection of credible sources for that is indispensable (cipd, 2024). However, the limitation of this PESTLE analysis is that there is limited control over the data accuracy and current information from the participants is absent here. Still, the framework will be used to accumulate detailed information which is necessary for a broader understanding of the topic. 
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Political factors
The government of the UK has established various rules and regulations for tourism businesses, specifically for hotels and hospitality service providers. Popular locations of the country, such as London and Edinburg faced huge issues of over-tourism. Urban areas are supposed to bring changes in their tourism practices to overcome the congestion. In 2023, 2.3 million international visitors visited Edinburg and the tourist arrival has increased by 28% (ONS, 2024). As a result, the city needs to improve its infrastructure and provide better public services including transport. This is challenging, however, contrarily, over-tourism leads to high occupancy rates, huge revenue generation and an increase in investment in the hotels. The positive side of the political interventions is that by focusing on the sustainable travel policy set by the government, businesses can experience consumer trust. Along with financial benefits, they get popular during peak seasons. However, the limitation involves taxes on visitors’ numbers, rental restrictions and resistance from stakeholders. 
Economic factors
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Figure: Market size of hotel industry in the UK
Source: (statista, 2024)
The hotel and hospitality industry contributed more than £90 billion per year to the UK economy. Over-tourism is beneficial to the country's GDP as the increasing visitor number elevates spending of clients in hotels, restaurants and other hospitality services. Revenue and profit increases for this which is positive for the nation's economy. Also, over-tourism creates job opportunities in various fields including transport, hotels, catering and so on. Consumer spending in the UK has increased by 1.6% in 2024 which depicts a reason for the over-tourism of domestic people (barclays, 2024). However, the operational cost of businesses such as Hilton Hotels has been uplifted and along with this, wages of staff, utility bills and resource maintenance have been raised. The price of raw materials is also high in the UK, which creates problems in meeting the accommodation demand of all visitors at a time. Maintaining the position of hotels in renowned cities has been identified as a critical issue.
Social factors
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Figure: Overseas and Domestic Visitors in the UK 
Source: (ONS, 2024)
Social components have a notable role in the over-tourism and its impact on the hospitality and hotel sector. The daily life of the local residents is hampered by the overcrowding and they sometimes create resistance. Increased noise, foot traffic, pollution and strain on public transport all create trouble for the residents. Bath and Oxford city have experienced resistance from the locals and to overcome this, proper management of local culture and quality of life is necessary (ONS, 2024). Staff shortage is a big problem for the sector after Brexit and thus, customer dissatisfaction increases during peak seasons. Due to modifying immigration laws, many hotels are encountering issues of managing staff and improving service quality. 147,000 job vacancies were noticed in the UK hospitality sector in 2022 which affected service quality and visitor pleasure (ukhospitality, 2024). However, over-tourism promotes cultural bonding by allowing locals and travellers to share experiences and staff training enhances the service provided. 
Technological factors
Technology in the UK has been improved to a high standard and almost all the hotels and hospitality businesses have incorporated modern technology in their operations. Some of the examples of widely used technology entail AI, machine learning, digital booking platforms, automated check-ins and many more. All of these strengthen the operations, reduce over-reliance on labour and improve the quality of accommodations. Using AI chatbots and 24/7 hours services, firms gain consumer trust and become popular in the ever-evolving market (Vitez, 2024). Technology plays a significant role in reducing operational issues and staff shortage problems. However, people who are not efficient in managing modern systems can face problems that further cause demotivation. Over-tourism drives organisations to install the latest technology which requires a huge amount of investment, trained staff and regulatory permissions. Some other limitations include that personalisation can be hampered due to over-reliance on automation and lack of human touch raising concerns among travellers. 
Legal factors
Regulations are highlighted as necessary for the sector to protect their businesses from unanticipated and critical troubles. Strict regulations on short-term rentals posed by the UK government prevent unauthorised property conversion. Airnab platforms have increased their accommodation of services without maintaining proper regulations set by the government. As a result of this, it has to face a struggle to get back its image and consumer trust. Also, local living costs have been raised due to this, which caused community dissatisfaction. The strict rules for visas, "Equality Act 2010" and "Health and Safety at work act 1974" pose a struggle for both tourists and organisations (gov.uk, 1974). The impact of overcrowding can be handled with proper adherence to the rules and by avoiding illegal short-term rentals. Hotels face staffing issues in the post-Brexit situation and complex employment laws. 
Environmental factors 
Over-tourism has severe consequences on the environment as this causes excessive waste, raises pollution and creates pressure on natural resources. Cornwall and the Lake Districts have encountered issues such as environmental degradation, increasing carbon emissions, high energy consumption and so on. The UK hotel industry generally produces 289,000 tonnes of waste and over-tourism is the reason behind the rise of such problems (wastemanaged, 2024). Many organisations including Premier Inn have launched eco-friendly practices which are expensive, thus, small and medium-sized firms become inefficient in incorporating such practices. "The Environmental Protection Act of 1990" pressurises hotels to manage and dispose of waste in an efficient manner, thus, it cannot harm human health and nature as well (legislation.gov.uk, 1990). Over-tourism needs to be controlled by employing crowd management tactics along with obeying regulations set by the governments. 
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The research report has strengthened the impact of over-tourism on the hotel and hospitality fields. Various literature sources have been taken into consideration to get enough idea about the topic and evaluate the final outcomes. A PESTLE framework has been used to interpret the effect of over-tourism by analysing the current tourism-related aspects in the UK. The importance of adhering to government regulations, sustainability practices, the contribution of tourism to the country's economy and legal consequences have been discussed for detailed understanding. 
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Implementation of Sustainable Tourism Practices and Capacity Management
Hotels and hospitality service providers need to collaborate with core stakeholders such as policymakers to bring changes in the sector. Sustainable practices incorporation can be that kind of modification which will assist organisations in managing visitor's impact on the environment and society. Further, capacity management is essential in setting limits on the number of tourists during peak seasons (Devic, 2024). They can promote seasonal pricing policies, discounts as well as exclusive offers in the off season to reduce the crowd in a particular season. These changes can take part in encouraging visitors to visit destinations during off time and avoid overcrowding. Eco-friendly practices can be installed by hotels in their food and accommodation services such as waste reduction, energy consumption minimisation and sustainable behaviour promotion. 
Leveraging Technology for Effective Operations and Guest Management
Advanced technology integration can be extremely beneficial for employers in managing high tourist volume and at the same time, providing accurate guest experiences. Using AI, customer services, check-ins and check-outs along personalised services can be provided which may reduce the waiting time and further crowd. Operations of the hotels need to be improved along with reducing the overburden of the staff (Jensen, 2021). They can also focus on data analytics for the purpose of demand prediction, optimisation of room availability as well as assurance of staff scheduling. Smart booking systems will be effective for real-time updates and prevention of overcrowding. AR and VR are two vital technologies nowadays that contribute to alternative destination promotion that reduces over-tourism's adverse effects. 
Improvement of Workforce and Staff Well-being
Employees are the core stakeholders of any business; thus, their well-being is necessary for the hotels and hospitality sector. As per the above discussion, staff shortage is a common issue after Brexit and for labour restrictions, employers can provide employees with developmental opportunities. Flexible working hours, professional training courses as well as competitive salary structures all can be effective in retaining staff and encouraging them to perform better (Christian, 2023). Incentive rewards and appreciation can also be valuable for this purpose and this way, the businesses can provide better customer service during peak seasons. Mental health support is equally important for the employees and to ensure that, the managers should organise cultural programmes and healthy work-life balances. 
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