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Staff Shortage in UK Hotels

Introduction and Background
The hotel industry in the UK plays an important role in the economy of the country. It is becoming increasingly significant. But the industry has suffered much during recent years for different reasons. Firstly, it was Covid- 19 stresses that caused much damage. Secondly, there has been an acute shortage of staff. As a result, this traditional craft is losing its splendour. At one time about one hundred thousand people were employed in this industry. Though they are known as Indian hotels and restaurants, they are actually Bangladeshi. Most of these restaurants are owned by the people of Sylheti origin.

In 1926, the first Indian restaurant was opened on Regent Street in London. It is said that the 1960s and 70s were the golden age of Indian-branded Bangladeshi restaurants. At that time there were about three thousand restaurants. In the nineties, it exceeded six thousand. This number doubled in 2011. The contribution of the craft industry to the British economy is undeniable. At that time, the business of these restaurants was about four and a half billion pounds. More than 500 restaurants have been closed due to Covid. Many restaurants have become takeaways. For a long time, no staff is going to be brought for various reasons. I want to know English especially if I want to pass immigration. Those who work as chefs do not usually know English. As a result, it is difficult to bring them to the UK though they are given work permits. There is great frustration among the owners of this industry.

The current staff crisis is high and hence it is not possible to serve customers. Some seasoned personalities related to this industry observe that it is very difficult to save the industry if the immigration process is not made easy. They say that many people are not getting visas despite having work permits because they do not know English. According to them, they are trying hard to convince the British government. Those who come to the UK will only cook curry, they will not become doctors and engineers. Therefore, in the interest of this industry, it is necessary to relax the rules and regulations of immigration. Apart from food-based hotels and restaurants, accommodation-based hotels are also suffering from staff shortages. Many associated with the industry believe that the ongoing epidemic has changed people’s eating habits. Many people are more interested in getting food while sitting at home. The online food business is becoming popular. Brick Lane once became the capital of catering in London. This area of the city is popularly known as Bangla Town. From here, Rushnara Ali has been elected as the MP of the Labour Party more than once.

Discussion/ Literature
Bangla Town was widely known all over the world. After coming to the UK, many people used to go to see Brick Lane. The food in Indian restaurants was especially interesting to them. There are now a few restaurants in the capital Brick Lane. Bangladesh Caterers Association is leading this industry. They have been demanding that work permits be made easier.

During the epidemic, there were four meetings with the government on the future of the craft industry. One of the demands in these meetings was to bring workers from Bangladesh. Demands to legalise those living illegally in the UK were also strong. The Bangladesh Caterers Association is vocal in demanding visas for workers for two years. Hotel and restaurant owners, however, welcomed the government’s decision to reduce grants and VAT to five percent. They say most restaurants are on the verge of being closed if the government had not intervened.
The greatest difficulty is what good can be done about it. The Conservative government doesn’t show any signs of wanting to shift on immigration. So the only option left is to persuade more domestic workers through higher wages. This is difficult given the financial state of much of the industry. They are also trying to cope with reduced numbers through efficiency and tech solutions. None of these is perfect. Heading into winter it appears the UK hospitality industry is still struggling to find workers.

Recent figures from the Office for National Statistics show that the number of job vacancies in accommodation and food service activities had risen by nearly 50,000 in the three months till the end of September, compared with before the pandemic. The inability to recruit staff is causing hotels to rethink their operations and some are having to reduce opening hours. Some owners are thinking to close their hotels and restaurants for two days a week. It will minimise cost no doubt, but it would have an adverse effect on the income of the hotels. Some have been advertising on and off since March for certain positions and they still remain empty.

Some experienced personalities related to the industry say that it’s not only the pandemic that has caused problems. They point to Brexit and fewer workers from the European Union. As statistics show since 2016, there has been an almost complete halt in applications from non-British workers and so Brexit has almost definitely had an impact there. As a reference, we may relate three major UK regulators who are struggling with recruitment, data gaps, and long-term planning in the aftermath of Brexit, according to a report by the National Audit Office.
The Competition and Markets Authority, Health and Safety Executive and Food Standards Agency have all taken on significant new responsibilities as a result of the UK’s departure from the European Union. While all three regulators received additional funding and have boosted staffing they are “finding it a challenge to recruit the specialist skills they need in some key areas,” the report said.

Staffing shortages in hotels are an old problem. The industry publication, Skift, already cited it as a major challenge in 2019, well before Covid-19. But the pandemic took it to a new level. At the beginning of 2020, hotels everywhere began laying off employees. According to Statista, roughly 62 million jobs were lost in the hospitality and travel industry worldwide.
                               
With bills to pay and no job, former hotel staffs looked to other industries and were snapped up quickly. That's hardly a surprise given hospitality workers have many transferable skills, are good at working in diverse teams, and are very customer-focused.
Apart from lay off, there were many other reasons people left the industry behind for good. The researchers have found that the top three reasons for leaving the industry include health and safety concerns, a high perceived lack of job security, and people who have found new jobs during the shutdown. The same report highlights that 61% of hospitality workers worldwide say their roles are harder and less rewarding since the pandemic’s onset. 24% claim their employee experience has got worse and that they feel less engaged. Finally, 27% feel the customer service they’re able to provide has also deteriorated.

This left many hotels struggling once demand returned. The skilled workforce they had before the pandemic was decimated. And the remaining team is having a hard time coping with returning demand.

Some kinds of plans are needed to resolve it for the future. None knows where the next workforce is coming through. If they’re not coming from Europe, what can be the other locations from where they can come? Europe supported the workforce with participation for the last 20 years. Now, it is really challenging. On earlier occasions, UKHospitality had estimated that EU nationals made up about 12 percent of the 3.2 million workers in the sector. With this number likely reduced and with a growing jobs market providing competition for domestic employees.
Giving increment to people is one option but with many businesses pushed to the brink because of the pandemic, that isn’t always feasible. Another important option is to simply try to keep going with a small number of employees.

According to Tom Magnuson, CEO of Magnuson Hotels, ‘Despite the shortage of hospitality workers, one can keep an operation very nimble with a small multi-skilled SWAT team and through leveraging specialists to keep costs down.’ He further added that in-house digital marketing, in-house sales, local sales, group sales, in-house revenue manager, are all roles which can be easily consolidated and compressed into simple outsourced solutions. Now that dynamic pricing is here to stay, supply and demand can be more tailored to requirements, keeping costs - and the need for additional staff- low.

This isn’t necessarily achievable for all roles. It will likely mean a mixture of increased wages, new ways of working and potentially help from the government. 

Kate Nicholls UK Hospitality CEO had an intensive observation. Speaking about the issue in September, he said, ‘We are a job creator and can drive economic growth and job creation, but further support from Government is required to realise this. Measures we are calling for include the long-overdue reform of business rates and a permanently lower rate of VAT for hospitality.’
Finally, if one can't find the right candidates to fit one’s job descriptions, efforts should be made to hire for soft skills rather than experience. Someone with the right attitude and the willingness to learn will quickly pick up the new skills needed on the job.
The UK pandemic restrictions are being gradually phased out following successful vaccination rollouts so far and reduced infection rates: pubs’ and restaurants’ outdoor serving reopened a couple of months ago in England and are enjoying surging demand, indoor mixing is expected to be allowed to fuller strength soon and all legal limits on social contact could be removed as early as possible. Given uncertainties surrounding travelling abroad, demand for domestic holiday accommodation is strong, with most popular destinations already fully booked for the summer.

Despite being hit hard by the pandemic, the hospitality sector is coming back to life. Event planners are taking the initiative. Nowadays, the hotel staffing shortage is a major issue for many hotels, causing them to turn away business or reduce their service offering.


Conclusion

Some concrete steps may be taken to address the problems faced by the industry.  

1. Set priorities
Firstly, one should examine where one’s guest experience is suffering due to a staffing shortage. This could be in housekeeping, at the front desk, or in other departments. The most important areas with the biggest impact on guest satisfaction should be picked up to facilitate the solution of the problem.

2. Manage expectations
Recent consumer surveys show that great expectations have increased during the pandemic. Many travellers are more demanding now and low staffing levels make it even harder to keep up. This should be addressed by managing expectations and informing guests of the situation during the booking process and pre-arrival. This can be done via the hotel website, direct messages or when they check-in. Some services should be highlighted or others may be declared limited or unavailable and encourage bookings. This ensures guests know what to expect, get everything they hoped for, and leave satisfied.

3. Unbundle services
Certain services like daily housekeeping were given in the past. Now, many large brands have started changing this. For example, Hilton recently announced an opt-in model for daily housekeeping at its non-luxury U.S. properties. This may be considered in hotels.
Despite the offered choice, many guests will not request daily housekeeping. This will unburden the housekeeping team and cut costs for equipment and cleaning products. 

4. Supporting the team with technology
Today, technology helps streamline and automate countless processes in hospitality. And, throughout the pandemic, it has been used to offset hotel staffing shortages. It should be kept in mind that the goal here shouldn’t be made available to replace humans with machines. Instead, new tech solutions should support the team by lightening their load.  

5. Investing in existing employees
Long-term, well-trained team members are invaluable, especially today. They know the standards, the guests, and the property's ins and outs. Everything should be done to keep them around. This can include offering additional training and development opportunities, financial incentives, flexible scheduling, or more vacation days for long-serving staff.

6. Making oneself attractive to new talent
Working conditions such as low pay, long hours, and a lacking work-life balance made many people decide against taking up their hospitality jobs again.
One should show that one has learned the lesson and find ways to do things differently at one’s property. Undoubtedly, that’s easier said than done, but it’s crucial.

Apart from benefits and pay, a supportive work environment, internal training, and career development programmes should be offered. It should also be demonstrated that a lot has been invested in the growth and wellbeing of the staff.
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