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[bookmark: _Toc181808064]Executive Summary
The purpose of the research is to evaluate the impact of labour shortage on the financial performance of the Holiday Inn, Sunderland. This research has focused on Secondary data. Qualitative and quantitative research methods are applied in this study. Case Study analysis is also conducted here.  Labour shortages have negative impact on Holiday Inn Sunderland's service. Overworked staff make visitor service slower with fewer staffers. Delays in room service, check-in, and housekeeping decrease client satisfaction. Poor service lowers hotel ratings, repeat business, and occupancy in competitive markets. This decline in customer satisfaction hurts the hotel's image and capacity to recruit new customers. Labour shortage decreases Holiday Inn Sunderland's financial outcomes. Guest happiness and occupancy drive hotel income. Poor hotel staff service lowers occupancy and net profits. Bad service costs the hotel room revenue and ADR. Due to capacity constraints, employees may work overtime or recruit temporary staff, increasing operating costs. When expenses grow while income stagnates, the hotel's profitability suffers despite price and occupancy initiatives. To fix these difficulties, Holiday Inn Sunderland can adopt several strategies. Actively recruiting locals and using digital media accelerate hiring. Career advancement, attractive remuneration, and flexible hours boost worker retention and experience. Self-check-in kiosks and AI-driven customer service apps may help hotels cut manpower. Cross-training helps staff do many jobs at peak periods. Staff shortages hurt customer service and profitability, but these solutions may help the hotel.
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[bookmark: _Toc181808065]Chapter 1: Introduction 
Hospitality labour shortages, particularly in hotels, hurt customer service, efficiency, and profitability. This research analyses how labour shortages impacted Holiday Inn, Sunderland, a global chain (Spanaki, 2018). Labour shortages rises operational costs, reduce income, and diminish guest pleasure, endangering hotel profitability. This study examines Holiday Inn Sunderland's income, profitability, and performance during shortages. This research highlights key challenges and investigates the relationship between worker availability and financial health to provide realistic labour solutions. This information help Holiday Inn handle staff concerns and survive in a competitive business.
[bookmark: _Toc181808066]1.1 Research Background 
This research is focused on the labour shortage in Holiday Inn Sunderland. Holiday Inn Sunderland is the part of InterContinental Hotels Group. Kemmons Wilson launched Holiday Inn in 1952 revolutionising the hotel industry with standard, high-quality accommodations throughout a growing network (IHG Plc., 2024). Around 1,100 Holiday Inn Express, Club Vacations, and Resorts operate globally. Holiday Inn Hotel has great performance and reputation worldwide (IHG Plc., 2024).  
[image: ]
Figure 1: Revenue of Holiday Inn Hotel Globally 
Source: Statista, 2024
[bookmark: _Hlk181803993][bookmark: _Hlk181804011]This research is focused on Holiday Inn Sunderland. Holiday Inn Sunderland is situated at Keel Square, Sunderland, SR1 3DS, United Kingdom. It has 120 stylish air-conditioned bedrooms. The Hotel has labour shortage to serve the guests in the hotel (Holiday Inn Sunderland, 2024). The Hotel need almost 70 employees to handle all the operations of Front Office, Housekeeping, Food and Beverage (F&B), Maintenance and Engineering, Sales and Marketing, Administration and Human Resources, Finance and Accounting and General Management. But the hotel has only 42 employees which shows the shortage of hotel (Holiday Inn Sunderland, 2024).  Hospitality labour shortages affect the Sunderland Holiday Inn under examination. This workforce deficit in Sunderland impacts service quality, operational expenditures, and profitability owing to economic and demographic factors (Bhaswani & Hymavathi, 2022). This research explores how labour issues effect Holiday Inn Sunderland's finances and how to retain and attract workers.
[bookmark: _Toc181808067]1.2 Research Aim
The aim of the research is to evaluate the impact of labour shortage on the financial performance of the Holiday Inn, Sunderland. 
[bookmark: _Toc181808068]1.3 Research Objectives 
The objectives of the research are: 
· To evaluate the impact of labour shortage on customer service quality of the Holiday Inn, Sunderland. 
· To evaluate the impact of labour shortage on fiancaial performance like revenue generation, profitability of the Holiday Inn, Sunderland. 
· To develop the strategies to overcome the labour shortage in the Holiday Inn, Sunderland. 
[bookmark: _Toc181808069]1.4 Research Questions 
· How does labour shortage impact on customer service quality of the Holiday Inn, Sunderland? 
· How does labour shortage impact on fiancaial performance like revenue generation, profitability of the Holiday Inn, Sunderland? 
· What are the strategies to overcome the labour shortage in the Holiday Inn, Sunderland? 
[bookmark: _Toc181808070]1.5 Research Rationale 
This research tackles personnel shortages in the hospitality business, notably hotels, which need consistent staff for quality and efficiency. Holiday Inn Sunderland's employee’s shortage cut revenue, boost costs and irritate customers with delayed or bad service (Al-Balushi, 2018). Understanding how labour limits impact financial performance helps hotel management make smart decisions and implement solutions. Holiday Inn Sunderland is studied to understand how one of the world's major hotel businesses handles employment issues in an area. The findings help the hotel industry and scholarly discourse by suggesting ways to improve staff stability, customer service, and profitability (Amore, 2023).
[bookmark: _Toc181808071]Chapter 2: Literature Review 
[bookmark: _Toc181808072]2.1 Introduction 
This chapter focuses on existing literature review on hospitality and hotel industry. In this chapter, the findings and arguments of different authors have been studied to gain an insight on Labour Shortages in the Hospitality Industry, Impact of Labour Shortages on Operational Efficiency, Impact of Labour Shortages on Financial Performance, Strategies for Mitigating Labour Shortages in the Hotel Industry etc. 
[bookmark: _Toc181808073]2.2 Labour Shortages in the Hospitality Industry
UK hospitality have suffered from manpower shortages. The industry had 132,000 vacancies in early 2023, up 48% from pre-pandemic levels (UK Hospitality, 2023).  To maintain service standards, corporations have limited trading hours and simplified menus due to staff shortages.  According to the ONS (2021), hospitality job postings rose 59.1% from pre-pandemic levels between June and August 2021, reaching record levels. This rise in vacancies shows industry staffing challenges. The Institute of Hospitality (2023) reported 570,000 UK hospitality jobs in March 2023.  This high number reflects industry staffing concerns. The UK's hospitality industry faces workforce difficulties, underlining the need for efficient hiring and retention.
[image: ]
Figure 2: Labour Shortage of the UK by Industry
Source: (Whyte, 2022)
There are several causes and implications of labour shortage. According to Spanaki (2018), the hotel business is particularly susceptible to staff shortages due to seasonal and fluctuating demand. The industry utilises many part-time and temporary workers, resulting in high turnover and constant recruitment. Zheleznyak (2017) stated that low wages and long hours made hospitality jobs less enticing than those with better working conditions.
Many academics link workforce shortages to demographic and socioeconomic changes. Vatalis (2018) reported that hotels and restaurants struggle to hire as the workforce matures and fewer young people join. Tufts (2014) report that tighter immigration restrictions in various countries have reduced the pool of foreign workers who filled hotel sector jobs. Hotel service is suffering owing to a staffing scarcity, which affects client satisfaction and loyalty.
This scarcity intensified with COVID-19. Spanaki (2022) found that the outbreak triggered massive layoffs and furloughs, causing many former workers to find new occupations. Hotels have problems rehiring staff after reopening because workers fear returning to an unpredictable industry. Santos & Moreira (2022) indicated that this hesitancy suggests a shift in employee preferences for employment stability, work-life balance, and competitive pay.
In response, numerous organisations have investigated automation and flexible work. According to Ruhs & Anderson (2012), these strategies only partially fix the issue, and the industry must rethink its recruitment and retention strategy to thrive.
[bookmark: _Toc181808074]2.3 Impact of Labour Shortages on Operational Efficiency
Hospitality operations, service quality, workflows, and worker well-being suffer from labour shortages. Rollason (2004) stated that understaffing in hotels and restaurants lowers service quality since staff have less time to meet customer needs. Neglect reduces client satisfaction and retention. Rolfe & Hudson-Sharp (2016), aurgued that understaffing in hospitality leads to rushed or poor service, which damages consumer loyalty and corporate reputation.

Figure 3: Impact of Labour Shortages on Operational Efficiency
Source: (Piso, 2022)
Service delays and resource strains result from labour shortages. Petronela (2022) cliamed that hotels and restaurants with minimal staff had slower check-ins, room cleanings, and meal preparation. Delays cause inefficiency, longer wait times, and errors, lowering visitor pleasure. Papaioannou & Dimitropoulos (2024) observed that delays increase operational costs since enterprises have to pay overtime or lose income if customers leave angry.
Labour shortages produce key issues including staff tiredness and attrition. When fewer people are available to complete daily tasks, those who remain must work harder, resulting in longer hours and higher stress, according to Pandi, Spanaki, & Watson (2020). Osoo & Sije (2023) stated that burnout affects morale and output because stressed people become alienated and less productive. Stress and dissatisfaction promote turnover, exacerbating staff shortages. According to Onyeonoro et al. (2023), high turnover disrupts operations and strains resources by increasing recruitment and training costs.
So, Hospitality labour shortages impact service, efficiency, and staff well-being. To succeed in this market, service standards, resource optimisation, and staff stability must be addressed.
[bookmark: _Toc181808075]2.4 Impact of Labour Shortages on Financial Performance
Labour shortages affect hospitality orgnisation’s room occupancy, income, expenses, and profit margins. Understaffing affect service levels and revenue since disgruntled customers are less likely to return and leave negative reviews, deterring prospective customers, according to Obushuru (2023). Poor check-ins, room service delays, and cleanliness reduce customer happiness and loyalty, which boosts hotel profits. Ndiuini & Baum (2021) said that restricted staff limits revenue growth in the competitive hotel business, where great service standards are essential.

Figure 4: Impact of Labour Shortages on Financial Performance
Source: (Mukolwe et al., 2023)
Shortages of labour impact operational costs. Overtime remuneration for essential tasks in short-staffed hospitality businesses raises pricing, according to McDowell, Batnitzky, & Dyer (2009). New hire training and turnover management cost companies. Matthews & Ruhs (2007) noted that constant training and recruitment to counter high turnover costs the organisation, especially in specific skills or credentials. According to Marchante, Ortega, & Pagán (2006), provisional staff agencies charge fees for short-term postings, making them costly for certain organisations.
Labour shortages reduce occupancy and profit margins. Maqbool et al. (2024) suggested that understaffing lower occupancy rates when consumers prefer better-serving competitors. Maina (2021) stated that in a company model with closely tied occupancy margins, reduced visitor retention or booking rates considerably affect profitability. Poor service drives guests away, diminishing hotel occupancy. Employee turnover and recruitment costs lower net profitability and growth capital.
In conclusion, hospitality workforce shortages degrade service standards, increase costs, and lower occupancy rates, affecting profitability. Addressing these gaps is necessary for financial health and market competitiveness.
[bookmark: _Toc181808076]2.5 Strategies for Mitigating Labour Shortages in the Hotel Industry
To address labour shortages, several hotels have implemented novel recruitment, retention, technology, training, and staffing strategies. Lyon & Sulcova (2009) advocates recruiting from schools to create a talent pool. Hotel internships and apprenticeships introduce youth to hospitality. Smith (2022) said that health insurance, performance incentives, and job advancement make workers feel appreciated and loyal.
Integrating technology and automation is another common technique to decrease labour. LOUIS (2017) stated that many hotels use self-service check-in and check-out machines to free up-front desk staff for high-value guest encounters. Some hotels utilise robot vacuums to speed up room turnover without increasing staff. Lai, Soltani, & Baum (2008) stated that room condition sensors reduce labour demand by predicting maintenance rather than reactive repairs.
Training and development initiatives attract and retain talent. Many workers prefer growth-oriented occupations, and career development programs improve workforce abilities, according to Lai & Baum (2005). Hotel employees get new hire training and continued development to become certified and flourish. Karanović (2023) stated that such initiatives improve job enjoyment, loyalty, and performance, enhancing retention.
Hotels also provide flexible employment for modern workers. Students, parents, and those seeking additional income prefer flexible schedules and part-time or gig work, according to Jobin (2011). Hotel gig-based models reduce overstaffing during low occupancy by adapting staff to demand. Flexible staffing reduces attrition and promotes a diverse workforce by allowing workers schedule control, according to Jayawardena et al. (2013). 
These ideas help hotels overcome staff shortages by boosting recruitment, operations, and a flexible, friendly environment.
[bookmark: _Toc181808077]2.6 Summary 
[bookmark: _Hlk181804640][bookmark: _Hlk181804408]Seasonal demand, poor pay, and the COVID-19 pandemic have increased staff shortages, straining hotels' operational and financial performance, according to industry literature Staff shortages generate service quality concerns, delays, and operational bottlenecks, lowering customer satisfaction and loyalty (Maqbool et al., 2024). Understaffing lowers company margins by lowering occupancy, overtime, training, and revenue. Hotels leverage educational institution alliances for recruitment, technology and automation to reduce labour reliance, extensive training, and flexible staffing models to increase retention and job satisfaction (Bhaswani & Hymavathi, 2022). However, long-term financial effects of automation and flexible models and empirical research on labour shortage indicators and hotel profitability are still absent.


[bookmark: _Toc181808078]Chapter 3: Research Methodology
[bookmark: _Hlk181806302]This chapter focuses on the research methodologies that have been used in this research. This research has focused on Secondary data (Goddard & Melville, 2004). 
Research Philosophy: In this research, Pragmatism philosophy is applied. Pragmatism values practicality above abstraction. Pragmatism emphasises practical findings above theory and method (Daniel & Sam, 2011). Pragmatics collects and analyses qualitative and quantitative data for practical insights. By considering customer service, financial performance, and development goals, pragmatism may help you explore Holiday Inn Sunderland workforce shortages (Chawla & Sodhi, 2011). A realistic approach may help you analyse manpower shortages' financial and operational implications and find solutions. This practical focus helps assess the impact and provide solutions, ensuring the research has genuine, positive effects for the company (Pandey & Pandey, 2021). 
Research Approach: Abductive approach is applied in this research. Abductive reasoning generates hypotheses or ideas from unexpected evidence and explains them (Flick, 2015).  Abduction approach starts with non-framework observations (Pandey & Pandey, 2021). It aids exploratory study in finding hidden causes. At the Holiday Inn in Sunderland, abductive analysis evaluates unforeseen personnel shortage implications on customer service and financial performance. Hypothesising these facts may explain hotel factors (Goddard & Melville, 2004). This approach uses real-world observation for reliable results.
[bookmark: _Hlk181806165][bookmark: _Hlk181806172][bookmark: _Hlk181806184]Research Method: This research has applied mixed method using both Qualitative and quantitative data. Data is collected and interpreted using qualitative and quantitative methods  (Daniel & Sam, 2011). Qualitative research uncovers ideas, motivations, and patterns using non-numerical data. Secondary materials including articles, reports, and case studies help explain human and environmental experiences. Complex events are interpreted using this method. In contrast, quantitative research employs numbers to evaluate hypotheses, uncover trends, and quantify variables (Chawla & Sodhi, 2011). Secondary research compares and analyses quantitative data from statistical reports, financial records, and industrial studies. In measuring Sunderland Holiday Inn workforce shortages, qualitative techniques include service quality and staff contentment, while quantitative methods consider revenue and profitability. These approaches provide a comprehensive picture (Flick, 2015).
Research Strategy: In this research, case Study Strategy is adopted. Case Study Strategy analyse a specific person, event, or organisation to study complex real-life circumstances. It allows researchers dig deeper into a subject, uncovering insights other methods overlook (Chawla & Sodhi, 2011). A case study reveals how manpower shortages effect the Holiday Inn in Sunderland's operations, finances, and customer service. This case study analyses PESTEL, SWOT, and competitors of the company. PESTEL factors like Political, Economic, Social, Technological, Environmental, and Legal aspects affect hotel staff and operations (Daniel & Sam, 2011). SWOT evaluates internal and external strengths, weaknesses, opportunities, and threats. Competitor Analysis evaluates how competitors impact the hotel. The main focus of the analysis is to address labour restrictions to provide insights and solutions. These methods enrich case studies(Goddard & Melville, 2004). 
Data Collection:  This research used secondary data from literature, industry publications, and public data sources. Academic publications, journal articles, and case studies on hospitality labour shortages were found on Google Scholar, JSTOR, and ProQuest (Daniel & Sam, 2011). Statista, Company website, and company annual report provided quantitative data on hotel labour market trends, financial ramifications, and competitor performance (Chawla & Sodhi, 2011). The research has uses keywords for data search such as “hospitality labour shortage,” “hotel workforce challenges,” “financial impact of labour shortages,” “hotel customer service quality,” and “hospitality industry labour market. Artciles, Journals, News, government, and trade periodicals provided information on current developments, legal difficulties, and economic factors affecting hotel labour and operations (Pandey & Pandey, 2021).
Data Analysis: The qualitative and quantitative analysis examined how workforce shortages impacted the Sunderland Holiday Inn. Thematic analysis identified themes in qualitative data from reports, publications, and case studies (Flick, 2015). Data was coded to show how labour restrictions effect service quality, morale, and operations. Organisational issues were identified by analysing customer experience, worker relationships, and management methods (Daniel & Sam, 2011). Revenue fluctuations, profitability, and labour expenses were summarised using descriptive statistics. Holiday Inn's performance was compared to competitors and industry standards. This complete view allows for an informed assessment of qualitative and quantitative effects on hotel operations and finances (Chawla & Sodhi, 2011). 
Ethical Consideration:  The Ethical issues of this research were thoroughly examined and managed to protect data sources. Secondary data study participants were not directly engaged, reducing privacy and consent difficulties (Daniel & Sam, 2011). Ethics governed sourced information use and interpretation. Only public or permitted academic journal, industrial report, and government publication data was used. Attribution and reference were strictly followed to credit authors and ideas. Results were presented objectively to avoid data manipulation. Private or sensitive organisational data was omitted unless public (Chawla & Sodhi, 2011). This ensured the research was ethical, safeguarded secondary sources, and transparent in data processing and analysis.


[bookmark: _Toc181808079]Chapter 4: Case Study
[bookmark: _Toc181808080]4.1 Introduction 
IHG Hotels & Resorts' major brand, Holiday Inn, was founded in 1952 and has over 1,100 locations, including Holiday Inn Express. Holiday Inn, noted for its customer service, provides great accommodations and promotions like “Kids Stay and Eat Free”. Holiday Inn is one of 6,000 IHG hotels worldwide (IHG, 2023). Holiday Inn Sunderland is situated at Keel Square, Sunderland, SR1 3DS, United Kingdom. It has 120 stylish bedrooms. The brand's quality is obvious at Holiday Inn Sunderland's city centre location. A 24-hour gym, “Restful Nights” bedding, high-speed WiFi, and an open lobby dining area are in air-conditioned rooms (Holiday Inn Sunderland, 2024). Its proximity to Sunderland University, Stadium of Light, and major transportation draws tourists and businessman
[image: ]
Figure 5: Image of Holiday Inn Sunderland 
Source:(Holiday Inn Sunderland, 2024)
The hotel has 42 employees. The General Manager of Holiday Inn Sunderland oversees department managers. Front Office, Housekeeping, F&B, Maintenance and Engineering, Sales and Marketing, HR and Administration, Finance and Accounting are important departments of Holiday Inn Sunderland (Holiday Inn Sunderland, 2024). Front-office workers include receptionists, guest services, and concierges. Housekeeping has room attendants, supervisors, and laundry attendants; F&B features waitstaff, hosts, chefs, cooks, and a barista. Maintenance is handled by technicians, Sales and Marketing by executives. HR and finance departments have executives, accounting officers, and finance officers. But Holiday Inn Sunderland requires about 70 employees (Holiday Inn Sunderland, 2024). Shortage labour is a major issue of the hotel.

Figure 6: Organisational Structure of 
Source:  (Holiday Inn Sunderland, 2024)


Table: Overview of the Performance of Holiday Inn Sunderland 
[image: ]

[bookmark: _Toc181808081]4.2 SWOT Analysis
SWOT analysis is the strategic management tool to identify the company’s strengths, weaknesses and opportunities. Following is the SWOT analysis of Holiday Inn, Sunderland: 
	Strengths 
	Weaknesses 

	Holiday Inn Sunderland conveniently placed near Central Station, City Hall, Bridges Shopping Centre, and Stadium of Light, attracting business and leisure tourists (Holiday Inn Sunderland, 2024)
Holiday Inn Sunderland is a part of IHG properties & Resorts, which has 6,000 properties globally (IHG Plc., 2024). Client loyalty and credibility derive from brand strength.
Holiday Inn Sunderland provides 120 air-conditioned rooms with "Restful Nights" bedding, high-speed WiFi, an open lobby with all-day dining, and a fully equipped gym (Holiday Inn Sunderland, 2024)
Holiday Inn Sunderland offers “Kids Stay and Eat Free,” which draws families and promotes satisfaction (IHG Plc., 2024)
	Holiday Inn Sunderland offers 42 employees instead of 70, hurting service quality and efficiency (Holiday Inn Sunderland, 2024)
Automation or technological limitations increase manual labour, which is problematic given the worker crisis (IHG Plc., 2024)
The labour-intensive company and recent UK minimum wage rises (estimated to reach £11 per hour by 2024) increase operating costs and lower profit margins (Holiday Inn Sunderland, 2024)
Compared to competitors, Holiday Inn Sunderland has limited local marketing to attract domestic guests, which impacting the room occupancy.

	Opportunities 
	Threats 

	There is an opportunity to get new guests in the hotels of the UK. VisitBritain (2024) claimed a 10% rise in domestic tourism. Central location makes Holiday Inn Sunderland suitable for these tourists.
Technological development can help to improve the efficiency and service quality. Self-service check-ins, smartphone apps, and automated cleaning enhance tourist experience and reduce staff.
Now majority (60%) of tourists choose eco-friendly hotels (UKHospitality, 2023). IHG's environmental goals can attract eco-conscious visitors.
Midweek occupancy rates rise due to business cooperation and contracts with Sunderland University and nearby firms
	Local hotels and short-term rentals offer lower pricing, especially off-peak, decreasing occupancy.
Growing inflation and the cost-of-living crisis lower disposable income, making consumers increasingly price-sensitive (Holiday Inn Sunderland, 2024)
Post-pandemic health and safety standards increase company costs and entail penalties if not obeyed.
Post-Brexit immigration and employment limitations aggravate worker shortages, impacting staff and efficiency (Pandi, Spanaki, & Watson, 2020). 





[bookmark: _Toc181808082]4.3 PESTEL Analysis 
The PESTEL analysis of Holiday Inn Sunderland examines six external factors: Political, Economic, Social, Technological, Environmental, and Legal. This study will examine how macroenvironmental factors impact hotel strategy and operations.
[image: ]
Figure 7: PESTEL analysis 
Source: (Ashton, 2015)
Political Factors: Government stability and laws influence Holiday Inn Sunderland. UK hotels face immigration policy uncertainty after Brexit. According to Office for National Statistics (2021), 13% of hospitality workers were EU nationals pre-Brexit. Brexit immigration restrictions have reduced foreign labour, a major industry supply. Holiday Inn Sunderland has 42 employees instead of 70 required for effective service due to staffing issues (Holiday Inn Sunderland, 2024). Employment laws and minimum wage rises effect operational costs. The UK government's plan to increase the minimum wage to £11 per hour by 2024 will raise worker expenses and erode profit margins, especially in hospitality (Office for National Statistics ONS, 2024). 
Economic Factors:  UK economic performance impacts Holiday Inn Sunderland. Economic development, inflation, and consumer spending effect hotels. According to Statista, UK inflation hit 11.1% in 2022, reducing consumer spending (Office for National Statistics, 2024). Product and service costs rise with inflation, which increase hotel room and menu rates. This affect occupancy as customers seeks cheaper solutions. The cost-of-living crisis has also hurt UK domestic tourism. But now, the inflation of UK is 1.7% which is beneficial for Holiday Inn Sunderland (Office for National Statistics, 2024). It will help to control the costs of the hotel.  VisitBritain (2024) expected a 10% rise in domestic overnight travel in 2023 as people choose staycations instead of international excursions. This can improve Holiday Inn Sunderland demand, but customers' inflation-sensitive price sensitivity cause problems (Cupic, Milašinović, & Todorovic, 2023). 
[image: ]
Figure 8: Inflation of the UK
Source:  Office for National Statistics, 2024
Social Factors: Holiday Inn Sunderland uses customer and staff demographics. People want unique and memorable stays because they value experience above regular services. Due to post-pandemic health concerns, guests expect cleanliness (Cupic, Milašinović, & Todorovic, 2023). According to Institute of Hospitality, (2023), 87% of tourists select hotels for cleanliness and safety. Holiday Inn Sunderland must follow stringent cleaning and safety measures to meet these criteria. Hospitality struggles to attract young talent because to low pay and little promotion opportunities. VisitBritain (2024) found that over 50% of UK hospitality enterprises face recruitment challenges. Insufficient staffing at Holiday Inn Sunderland hurts service and customer happiness. Competitive benefits, flexible hours, and professional paths solve these issues.
Technological Factors: Hospitality must adopt technology to compete. Self-check-in kiosks, smartphone apps, and contactless payments are common in hotels. Institute of Hospitality (2023) stated that 63% of travelers choose self-service hotels. Holiday Inn Sunderland enhance guest experience, streamline operations, and reduce worker dependency by adopting these technologies due to its staff shortage. Robotic vacuum cleaners streamline housework. Strong Property Management Systems (PMS) can improve reservation, room allocation, and customer relationship management, enhancing customer satisfaction. High-speed WiFi is important to 83% of tourists (Papaioannou & Dimitropoulos, 2024). Holiday Inn Sunderland must invest in technology to improve guest experience and attract tech-savvy tourists.
Environmental Factors:  The demand of eco-friendly tourism package is increasing with time. 60% of global tourists picked eco-friendly hotels (UKHospitality, 2023). As tourists turn greener, Holiday Inn Sunderland suffers. Holiday Inn's parent business, IHG, has carbon and water reduction targets for sustainability. LED lighting and low-flow water fixtures help Holiday Inn Sunderland reach these goals (Pandi, Spanaki, & Watson, 2020). Waste management and recycling are essential. UK's Waste Strategy reduces landfill use, influencing firms' waste management. Recycling and reducing single-use plastics help Holiday Inn Sunderland manage garbage. Hotels are under pressure to decrease their carbon footprint as climate change concerns grow, which impact future regulations and operations (Onyeonoro et al., 2023).
[bookmark: _Hlk181804907]Legal Factors:  UK health and safety, employment, and data protection laws influence Holiday Inn Sunderland. After COVID-19, hotels must observe rigorous cleanliness and visitor safety requirements (Ndiuini & Baum, 2021). Non-compliance leads to fines or lawsuits. To prevent workplace hazards, the Health and Safety Executive (HSE) demands periodic inspections and personnel training, raising hotel operating costs. Fair pay and anti-discrimination laws are essential for workplace compliance (Obushuru, 2023). Legal fights and financial sanctions follow from employment law violations, according to ACAS, the UK government's workplace advice organisation. Under the GDPR, which carries significant fines, hotels must securely safeguard customer data. Holiday Inn Sunderland must observe rules to avoid reputational damage and penalties (Ndiuini & Baum, 2021). 
[bookmark: _Toc181808083]4.4 Competitor Analysis (Price Vs Quality)
There are strong players in Sunderland that give strong competition to the Holiday Inn Sunderland. The main competitors of Holiday Inn Sunderland are Premier Inn Sunderland City Centre, Travelodge Sunderland Central, Hilton Garden Inn Sunderland, Jurys Inn Newcastle and Marriott Sunderland (Karanović, 2023). 
[image: ]
Figure 9: Positioning Map of Holiday Inn Sunderland and its competitors 
Source: (Ifeoma, 2020)
Local hospitality competition is tough for Holiday Inn Sunderland. Service and price differ by competition, impacting customer preferences and market share. Hilton Garden Inn and Marriott Sunderland provide luxury lodgings for business and leisure travelers. These luxury hotels serve guests who demand excellent service (Ifeoma, 2020). Luxury-seeking Marriott customers pay more for an upgrade. Budget tourists will find cheaper accommodations and lesser service at Travelodge Sunderland Central. Premier Inn's low prices and high quality attract budget and mid-range customers and challenge rivals with its strong brand and value-focused approach (Green et al., 2020). Mid-range Holiday Inn Sunderland offers quality and value. This strategy draws business and leisure travelers looking for affordable, reliable hotels. It requires competitive pricing, constant quality, and customer satisfaction to survive market pressure from both sides (Chin, 2023). 
[bookmark: _Toc181808084]4.5 Porter’s Five Forces Model Analysis 
Holiday Inn Sunderland's competitive environment is examined using Porter's Five Forces Model. This model evaluates suppliers and buyers' negotiating power, threats of new entries and substitutes, and fierce competition to determine the hotel's market position and profitability (Brien, Thomas, & Brown, 2017).
	Five Forces 
	Degree of threats 
	Details 

	Threat of New Entrants
	Moderate
	Sunderland hotels have moderate competition from newcomers. Although boutique hotels and Airbnb are becoming increasingly popular, real estate, infrastructure, and licensing make running a hotel pricey (Brien, Thomas, & Brown, 2017). New hotels attract price-sensitive customers with low costs or unique facilities. Established companies have brand loyalty and familiarity, preventing entrants. Holiday Inn, part of the InterContinental Hotels Group (IHG), has a strong brand presence and customer loyalty program (IHG Rewards), deterring consumers from switching. Since online booking systems and other hotel options provide customers more options, Holiday Inn Sunderland must distinguish its services (Bhaswani & Hymavathi, 2022).

	Bargaining Power of Suppliers
	Low
	[bookmark: _Hlk181804421][bookmark: _Hlk181804358]Suppliers have low bargaining power. negotiation power. Holiday Inn Sunderland buys meals, beverages, bedding, cleaning supplies, and other goods from many suppliers (Amore, 2023). Sunderland's suppliers will not have many hotel customers, reducing their effect on Holiday Inn Sunderland. Suppliers have stronger bargaining leverage for expert maintenance services or high-quality food due to limited alternatives. Bulk purchases and long-term contracts reduce supplier dependency and costs (Baum et al., 2023). Holiday Inn Sunderland has more bulk procurement channels and negotiated supplier prices as part of IHG, lowering supplier bargaining power (VisitBritain, 2024). 

	Bargaining Power of Buyers
	High 
	[bookmark: _Hlk181804415]Expedia, Booking.com, and TripAdvisor price comparisons and customer reviews give hotel guests high bargaining leverage (Abed, 2021). Due to information overload, potential customers can switch brands depending on price, quality, location, or extras. The Holiday Inn Sunderland attracts business and leisure travelers (Al-Balushi, 2018). Business travelers want Wi-Fi, meeting spaces, and transportation, while leisure travelers want comfort and affordable pricing. If Holiday Inn Sunderland is too expensive, price-sensitive visitors easily compare and book cheaper accommodations (Amore, 2023). Holiday Inn offers loyalty programs, corporate discounts, and special pricing to keep customers from leaving.

	Threat of Substitutes
	Moderate 
	[bookmark: _Hlk181804959]Sunderland's hotel industry faces moderate threat from the substitutes. Airbnb, hostels, serviced apartments, and boutique hotels give more possibilities (Baum et al., 2023).  Airbnb provides unique, affordable lodging, and millennials and budget travelers are utilising it more. Business travelers who want regular amenities are less likely to transfer hotels since Holiday Inn matches their needs. These options appeal to leisure tourists, particularly those seeking lengthy stays or uncommon experiences (Bhaswani & Hymavathi, 2022). Holiday Inn Sunderland mitigate this risk by emphasizing its reliability, 24/7 service, and loyalty rewards, which are unusual in other hotels (Brien, Thomas, & Brown, 2017). 

	Competitive Rivalry
	High 
	[bookmark: _Hlk181804839][bookmark: _Hlk181804952]Mid-range hotels in Sunderland are very competitive. Holiday Inn Sunderland competes with nearby Hilton Garden Inn, Premier Inn, and Marriott Sunderland for comparable consumers and services (Cameron, Jenkins, & Marson, 2018). Hilton is recognized for quality and Premier Inn for value in the UK. To compete, Holiday Inn Sunderland must innovate in service, pricing, and customer interaction. Marketing, seasonal discounts, and additional amenities like free Wi-Fi, a gym, and a business center maintain clients. The global incentive program encourages repeat visits and attracts corporate clients seeking (Cupic, Milašinović, & Todorovic, 2023). As customers are influenced by TripAdvisor and Google reviews, competition has intensified. Holiday Inn Sunderland must maintain high standards to avoid negative reviews that might drive customers away (Chin, 2023). 



[bookmark: _Toc181808085]4.6 Summary 
Holiday Inn Sunderland faces business changes, strengths, weaknesses, opportunities, and problems. Central location, brand reputation, and exceptional service attract business and leisure travelers. However, competitiveness and staff shortages are important issues. The PESTEL study reveals how economic factors like rising pricing and labor shortages and social trends like the need for unique travel experiences affect demand (Abed, 2021). Technology boosts productivity and customer engagement. Porter's Five Forces analysis shows that easy access to alternatives increases competitiveness and buyer power. Airbnb and competition need unique customer experiences. Holiday Inn Sunderland compete with loyalty programs, targeted marketing, and service improvements. Customer happiness, flexible pricing, and technological developments will help the hotel overcome industry issues and maintain its market position (Baum et al., 2023).


[bookmark: _Toc181808086]Chapter 5: Theme
[bookmark: _Toc181808087]5.1 Theme 1: The impact of labour shortage on customer service quality of the Holiday Inn, Sunderland. 
Holiday Inn Sunderland has 42 employees but it actually needs 70 employees. Holiday Inn Sunderland's labor shortages decrease customer satisfaction, resources, and brand loyalty 9Holiday Inn Sunderland). For smooth operations and attentive service, hotels need the right staff. Abed (2021) stated labor shortages reduce staff availability, training, and engagement, which affects hotel customer service.

Figure 10: The impact of labour shortage on customer service quality 
Source: Amore (2023); Baum et al. (2023); Bhaswani & Hymavathi (2022)
[bookmark: _Hlk181805146]Reduced Personalisation in Guest Interactions: Labor shortages reduce visitor contact detail, lowering service quality. Less employees equal more work for the remaining team, resulting in rushed and less personalized service (Spanaki, 2022) (Hayes, 2016). Many hotels stress friendliness and service, like Holiday Inn Sunderland. According to Al-Balushi (2018), when staff are overburdened, they not have the capacity to address individual customer needs adequately. Baum et al. (2023), argued that hotel guests need personalised treatment. Overworked employees can't provide this much attention, resulting in impersonal or rushed interactions. For example- Front desk staff Holiday Inn  cannot have time for courteous talk, and cleaning staff  forget personalised notes. Customer service worsens when check-in takes longer, cleaning frequency diminishes, and requests are delayed (Cameron, Jenkins, & Marson, 2018)
[bookmark: _Hlk181805066]Increased Wait Times and Service Delays: Labor shortages impair hotel service, especially during peak hours. Poor staffing makes routine tasks complex and delays operations. Guests have to wait for longer time to get the service (Abed, 2021). Chin (2023) stated that reduced staffing levels in hotels directly lead to service bottlenecks, which affect guest satisfaction. Holiday Inn Sunderland raise room service, cleaning, and concierge wait times, devaluing and disappointing guests. A late room cleaning can annoy tired guests, reducing their view of the hotel's service (Al-Balushi, 2018).
Employee Burnout and Reduced Morale: Employee burnout due to increased workload leads to low morale and involvement which impair service quality. It affects their conduct and visitor interactions (Al-Balushi, 2018).  Cupic, Milašinović, & Todorovic (2023) stated that staff burnout is a critical concern in labor-constrained environments, especially in customer-facing roles. Fewer workers to split the work produces stress and tiredness, affecting visitor interactions. Disengagement and attrition rise with employee burnout. With 42 of 70 employees, Holiday Inn Sunderland fails to provide consistent service (Amore, 2023). Employees leave due to overwork, prompting the hotel to hire and train new staff, which is costly.
[bookmark: _Hlk181804806][bookmark: _Hlk181805071]Compromised Cleanliness and Maintenance Standards: Labor shortages reduce cleaning and maintenance standards. Hotel reputations suffer since cleanliness and comfort don't meet customer expectations (Ashton, 2015) (Gilbert, 2022). Green et al. (2013) stated that guests who encounter unclean rooms or inadequate facilities are less likely to return and more likely to leave negative reviews. Human resources concerns cause Holiday Inn Sunderland to have room cleaning complaints. Negative reviews spread quickly online, damaging the hotel's ability to attract customers (Baum et al., 2023). 
Reduced Food and Beverage Service Quality: Hotel food and beverage services are affected by labor shortages (Gray, 2014) (O’Fallon, 2011).  Due to staff shortages, Holiday Inn Sunderland have to reduce menu items, hours, and dining room wait times, lowering customer satisfaction (Bhaswani & Hymavathi, 2022). Green et al. (2020) stated that labor shortages might restrict menu options and impede service, hurting guests’ eating experiences and satisfaction. Customers go elsewhere when they can't find timely, high-quality food, diminishing revenue and pleasure.
[bookmark: _Hlk181804701]Customer Dissatisfaction and Customer Loyalty: Labour shortages at Holiday Inn Sunderland decrease the satisfaction of the guests and also their loyalty. Unprofessional staff cause longer wait times, poor service, and delayed amenities, which dissatisfies customers (Brien, Thomas, & Brown, 2017). According to Ifeoma (2020), housekeeping and dinner service delays upset consumers and lead to negative online reviews. Poor experiences tarnish the hotel's reputation and repel customers. Dissatisfied consumers return less, decreasing loyalty. Karanović (2023) stated that labour shortages make it impossible to maintain consistent service quality, which fosters brand loyalty. As guests seek better service elsewhere, the hotel risks losing loyal clients. Labour shortages can lower customer loyalty and ratings, making it tougher for hotels to attract new and repeat guests (Cameron, Jenkins, & Marson, 2018). 
In conclusion, Holiday Inn Sunderland personnel shortages increase wait times, poor cleanliness, and dining services. These problems reduce guest satisfaction and damage the hotel's reputation. Academics recommend multiskilling staff and long-term retention to address these issues (Chin, 2023). By improving worker satisfaction and managing expectations, Holiday Inn Sunderland can maintain service quality throughout labor shortages.
[bookmark: _Toc181808088]5.2 Theme 2: The impact of labour shortage on fiancaial performance like revenue generation, profitability of the Holiday Inn, Sunderland. 
The Holiday Inn Sunderland staffing problem harm sales and profits. The hotel is short 28 workers, which affect guest satisfaction, operational efficiency, occupancy, ADR, and profit margins. A detailed analysis of the labour shortage's impact on the hotel's finances follows (Cupic, Milašinović, & Todorovic, 2023). 
[bookmark: _Hlk181804943]Staff shortages decrease hotel service quality, which is vital for high occupancy rates. Consumer pleasure promotes hotel occupancy in a competitive industry (Gupta, 2019).  Understaffed hotels have delayed check-ins, poor room service, and dirty facilities, hurting ratings and repeat business (Davidson & Wang, 2011). Negative online reviews deter prospective customers, diminishing occupancy. Holiday Inn Sunderland's occupancy rate grew from 60% in 2010 to 75% in 2023 (IHG Plc., 2024). When the staff shortage worsens, the hotel struggle to meet customer demand and this growth slow. Total revenue of the hotel relies on occupancy, therefore a little drop in occupancy rate decrease the revenue of the hotel (Green et al., 2020). 

Figure 11: Room Occupancy Rate in Holiday Inn Sunderland  
Source:(IHG Plc., 2024)
[bookmark: _Hlk181804927]Another crucial financial figure, the Average Daily Rate (ADR), is also affected by the labour shortage. Hotel reputation, service, and market considerations impact nightly ADR. As it lacks competent service professionals, Holiday Inn Sunderland has to decrease its ADR to attract guests (Karanović, 2023). Lowering the ADR also decrease the hotel's Revenue and RevPAR, a critical profitability metric. 

Figure 12: Annual Revenue (£) of Holiday Inn Sunderland  
Source:(IHG Plc., 2024)
The decline in occupancy rate also reduces annual revenue of Holiday Inn Sunderland. Hotel revenue climbed from £1,576,800 in 2010 to £3,285,000 in 2023 (IHG Plc., 2024). In subsequent years, staffing shortages reduce hotel occupancy and revenue growth. The hotel has to decrease room revenue and service quality to maintain a competitive ADR due to a labour shortage (LOUIS, 2017).
Another financial success aspect is revenue growth rate. In Holiday Inn Sunderland, profit grew 8.74% in 2015. Staffing shortages limit growth. Labour issues are reducing hotel revenue growth to 2.04% in 2023 (IHG Plc., 2024). A competitive industry demands management and flexibility to overcome employee concerns to succeed. A persistent workforce shortage prevents the hotel from innovating, improving services, or offering new packages to generate revenue. The hotel's market share and growth suffer (Maqbool et al., 2024). 

Figure 13: Revenue Growth Rate (%) of Holiday Inn Sunderland  
Source: (IHG Plc., 2024)
[bookmark: _Hlk181805492]Labour shortages also decrease efficiency and profitability of Holiday Inn Sunderland. Overworked employees burn out and produce less with fewer people. Mistakes, delays, and inefficiencies lower customer satisfaction and increase operational costs (Maina, 2021). Since there aren't enough employees to clean rooms, maintain facilities, or manage guest requests, the hotel require temporary labour or overtime, increasing labour costs. These added costs reduce hotel profitability (Maqbool et al., 2024). 

Figure 14: Annual Profit (£) of Holiday Inn Sunderland
Source: (IHG Plc., 2024)
The hotel's 2023 profit margin was 18%, which is acceptable, but the hotel could have earned more profit by giving excellent service. From 2010 to 2023, the profit margin increased only 3% (IHG Plc., 2024). Inefficiencies prohibit the hotel from taking advantage of high seasons or special events that might improve revenue. Since the hotel cannot staff enough people for a vacation booking surge or significant Sunderland event, it causes of losing money (Mukolwe et al., 2023).

Figure 15: Profit Margin (%) of Holiday Inn Sunderland  
Source:(IHG Plc., 2024)
[bookmark: _Hlk181804913]The hotel's finances suffer from the labour shortfall. Hotels that disappoint clients with poor service or inefficiency risk brand damage. This would worsen the issue since consumers pick hotels with better service at higher costs (Ndiuini & Baum, 2021). This affect hotel occupancy and ADR, lowering revenue. Unhappy or burned-out employees increase recruitment and training expenses, diminishing profitability and operational costs (Obushuru, 2023)
[bookmark: _Hlk181804901]In summary, Holiday Inn Sunderland's staff shortage damage its earnings. ADR, occupancy, operational efficiency, and profit margins suffer from staff layoffs. Sales and profitability slow as scarcity increases (Onyeonoro et al., 2023). The hotel needs hire more people or upgrade operations to be competitive and preserve its financial future.


[bookmark: _Toc181808089]5.3 Theme 3: The strategies to overcome the labour shortage in the Holiday Inn, Sunderland. 
[bookmark: _Hlk181804896]The Holiday Inn Sunderland's staffing shortage impacts operations, customer service, and profitability. Due to the shortage of 28 employees, hotel occupancy, customer satisfaction, and profitability etc. are decreased (Osoo & Sije, 2023). Several strategies exist to address this manpower deficit and mitigate its effects. To satisfy hotel employment needs and ensure staff sustainability, recruitment, retention, and technology are improved. Holiday Inn Sunderland must take the following steps to solve its personnel shortages, as advised by industry experts (Pandi, Spanaki, & Watson, 2020).

Figure 16: The strategies to overcome the labour shortage 
Source: (Maqbool et al., 2024)
[bookmark: _Hlk181804886]Improved Recruitment and Hiring Processes: Solving the workforce issue starts with better recruitment and hiring. Hoteliers struggle to recruit and retain talent, according to Maqbool et al. (2024). Holiday Inn Sunderland can boost its recruitment by extending its talent pool, utilising online job boards, interacting with local schools and institutions, and attending job fairs. Connections to local communities and apprenticeships or internships create a talent pipeline. Filling roles and strengthening the staff would result from this plan. Simplifying recruitment reduces time-to-hire (Pandi, Spanaki, & Watson, 2020). The hotel can attract top people and prevent losing them to competition by simplifying applications, speeding up interviews, and boosting prospect contact. Hotel turnover is high, therefore employing new personnel quickly assist maintain staff levels (Papaioannou & Dimitropoulos, 2024). 
[bookmark: _Hlk181804611][bookmark: _Hlk181804601]Investing in Employee Retention Programs: Employee retention programs can also decrease the labour shortage in the hotel. McDowell, Batnitzky, & Dyer (2009) revealed that keeping employees happy and engaged is one of the greatest ways to address labour shortages. Holiday Inn Sunderland can provide competitive pay, career growth, and a pleasant workplace. Professional routes, training, and development enhance employee happiness and loyalty. Flexible hours, health insurance, and wellness programs also reduce turnover. Mukolwe et al. (2023) reported that lower recruitment expenses and increased worker stability in hotels with excellent retention tactics. Holiday Inn Sunderland can reduce recruitment costs and retain competent personnel by emphasising on retention.
[bookmark: _Hlk181804593][bookmark: _Hlk181804588]Optimising Workforce Management and Scheduling: Optimising employee management and scheduling can also overcome workforce shortages. Scheduling and employees management software helps Holiday Inn Sunderland boost staff productivity (Petronela, 2022). Ndiuini & Baum (2021) stated that employing technology to ease scheduling and forecast staffing needs based on occupancy trends helps maintain hotels well-staffed without overburdening workers. Obushuru (2023) stated that flexible hours and schedules can help workers satisfy personal needs, minimise burnout, and improve job satisfaction. The hotel surpasses guest expectations and reduce employee fatigue by using predictive analytics to anticipate peak hours and modify personnel. This reduces the need for costly, inconsistent temporary or contract workers (Rolfe & Hudson-Sharp, 2016).
Leveraging Technology and Automation: Fourth, automate and reduce manual labour to increase efficiency. The World Economic Forum concluded that hospitality automation speeds up check-in/check-out, room cleaning, and guest services, reducing staff shortages (Piso, 2022). Holiday Inn Sunderland can provide self-check-in kiosks, mobile check-in, and automated room cleaning to reduce front desk and housekeeping staff. Admitted that investing in technology let staff to focus on higher-value passenger-experience roles. CRM systems let hotels tailor guest services, improving satisfaction without adding employees (Santos & Moreira, 2022). Although technology investment is significant, efficiency and labour cost reductions are long-term benefits.
[bookmark: _Hlk181804381][bookmark: _Hlk181805163]Cross-Training Employees: Cross-training employees minimise workforce shortages. Holiday Inn Sunderland trains staff for several roles to increase flexibility. Cross-training fills manpower gaps and provides operational flexibility at little cost, according to Spanaki, (2018). Cross-training encourages morale by providing workers new skills and responsibilities that make their employment more fascinating and provide personal and professional growth. It gives the hotel greater flexibility in meeting tourist demands and runs effectively with less staff (Spanaki, 2022).
[bookmark: _Hlk181805598]In conclusion, Holiday Inn Sunderland's workforce needs quick solutions of labour shortage. Enhancing recruitment, staff retention, workforce management, technology, and cross-training help the hotel avoid personnel shortages and maintain operations (Santos & Moreira, 2022).  The hotel needs a multi-pronged approach to overcome these challenges and position itself for long-term success. These strategies help the Holiday Inn Sunderland fill critical staffing gaps and build a more resilient and efficient workforce to boost guest satisfaction, profitability, and growth (Vatalis, 2018).


[bookmark: _Toc181808090]Chapter 6: Conclusion and Recommendations 700
[bookmark: _Toc181808091]6.1 Conclusion 
[bookmark: _Hlk181805518]Labour shortages decrease the service quality of Holiday Inn Sunderland. Overworked personnel may slow response times and visitor attention with fewer workers. Room service, check-in, and cleaning delays might affect customer satisfaction (Santos & Moreira, 2022). In competitive hotel markets, poor service lead to negative ratings, lower repeat business, and lower occupancy rates. This drop-in customer satisfaction harms the hotel's reputation and ability to attract new guests (Mukolwe et al., 2023). 
Labour shortage has negative impact on financial performance of Holiday Inn Sunderland. Hotel revenue relies on occupancy and guest satisfaction. The poor services from the hotel staff lower occupancy rates and net income of the hotel (Ndiuini & Baum, 2021). The hotel loses room revenue and it cannot maintain its competitive ADR due to bad service. Employees need to work overtime or hire temporary workers due to limited service capacity, raising operational expenses. Despite pricing and occupancy efforts, the hotel's profitability suffers if expenditures rise or revenue stagnates (Maqbool et al., 2024). 
[bookmark: _Hlk181804935]The Holiday Inn Sunderland can adopt several strategies to solve these issues. First, actively recruiting locals and leveraging digital media speed up hiring. Career growth, competitive pay, and flexible hours reduce turnover and provide a more experienced staff (Karanović, 2023). Self-check-in kiosks and AI-driven customer service applications may help hotels streamline operations and reduce staffing. Cross-training lets personnel execute many tasks at peak times, boosting operations (Ifeoma, 2020). Labour shortages decrease customer service and finances, but these measures can assist the hotel.
[bookmark: _Toc181808092]6.2 Recommendations 
The hotel should hire more employees to decrease the labor shortage.  Holiday Inn Sunderland should visit job fairs, investigate online recruitment platforms, and collaborate with local schools and colleges to find talent (Bhaswani & Hymavathi, 2022). By integrating with the community and offering internships, apprenticeships, and graduate programs, the hotel can develop talent. Holiday Inn Sunderland should improve applicant communication and expedite the recruitment process to attract top talent before competition (Baum et al., 2023). Offering referral incentives to existing employees for successful recruits may enhance engagement and recruiting speed.
Holiday Inn Sunderland should create a positive workplace to retain staff. Comparable pay, benefits, and career progression can help to attract employees. Skill-building, leadership, and progression training may enhance employee happiness and loyalty (Bhaswani & Hymavathi, 2022). Success and pride-based employee recognition programs can reduce attrition and boost loyalty. Extra leave or flexible hours may improve work-life balance and the hotel's workplace. Motivated, well-paid workers leave less, reducing recruiting and training costs, according to research (Baum et al., 2023). 
Automation and technology are vital for labour shortages and operational efficiency. The Holiday Inn Sunderland should deploy self-check-in kiosks, smartphone room service apps, and AI-driven chatbots for frequent tourist questions (Abed, 2021). These technologies can let front-desk and customer-service workers focus on more important tasks. Workforce management software can also forecast staffing needs based on occupancy patterns to improve scheduling and ensure peak-hour manning (Baum et al., 2023). Housekeepers focus on more detailed tasks by automating repetitive tasks like room cleaning using robots.
Holiday Inn Sunderland should start Cross-Training Program for employees and snure work flexibility.  Cross-training for many roles is a great way to overcome labour shortages. The hotel can minimise overwork and boost flexibility during busy seasons by training front desk, housekeeping, and food and beverage staff (Bhaswani & Hymavathi, 2022). Cross-training's versatility boosts employee happiness and retention.


[bookmark: _Toc181808093]Chapter 7:  Reflective Piece
[bookmark: _Hlk181805442]My placement in Holiday Inn Sunderland has helped me to gain a great experience. I learnt about Holiday Inn Sunderland's staff shortage and other operational concerns while working there. This taught me how staffing issues effect customer service, finances, and hotel operations (Cameron, Jenkins, & Marson, 2018).  Secondary research and direct observation taught me analytical thinking, problem-solving, and theory application. In this reflection, I will discuss how labour shortages effect customer service and financial performance, how to overcome them, and my study skills (Cupic, Milašinović, & Todorovic, 2023). 
[bookmark: _Hlk181805461]Staffing shortages decrease Holiday Inn Sunderland customer service. Smaller staff had to manage more tasks, which caused delays and decreased service quality. Longer check-in or response times may dissatisfy guests. These issues hurt the hotel's reputation, especially in the competitive hospitality sector where service quality is key to customer retention and new business (Davidson & Wang, 2011). Overworked and understaffed staff burned out, increasing service inefficiencies. This experience taught me about resource management and staff welfare and service performance. I discovered that labour shortages may hurt customer satisfaction and that a sufficient crew is needed for great service. This helped me progress professionally by teaching me to evaluate operational issues and customer experience (Cupic, Milašinović, & Todorovic, 2023).
Labour shortages impacted the financial performance of Holiday Inn Sunderland too. High occupancy rates and competitive ADRs were vital to the hotel's income and profitability, according to my secondary analysis. Without adequate staff, the hotel struggled to provide effective service, hurting customer satisfaction and repeat business (Green et al., 2020). Service quality worsened, affecting hotel occupancy rates, a key income driver. Due to high demand, the hotel had to deploy overtime for permanent and temporary staff, raising labour costs and lowering profit margins. ADR and occupancy may affect revenue, but service efficiency and operating expenditures considerably affect profitability, the research revealed (Ifeoma, 2020). My employment will benefit from this research skill, which showed me how successful companies balance worker expenditures and service quality.
My research offered various strategies to overcome the staff shortage of Holiday Inn Sunderland. One idea was to work with local institutions, advertise jobs online, and visit career fairs to promote recruitment (Green et al., 2020). Training staff to undertake several activities may increase flexibility and reduce peak-time labour reliance. I advised employing workforce management technology to estimate staffing needs based on occupancy information to assist the hotel prepare for busy seasons. Career growth, competitive pay, and a pleasant workplace are suggested employee retention tactics (Ifeoma, 2020). Maintaining personnel is cheaper than recruiting and training new ones, thus I emphasise employee pleasure. Finding realistic answers to a corporate issue that impacted operations and finances taught me problem-solving (Karanović, 2023). 
Now, I will use Gibbs' Reflective Model (1988) to analyse my experience from Holiday Inn Sunderland placement, where I studied labour shortages' implications on customer service and financial performance (Adeani, Febriani and Syafryadin, 2020). I follow the cycle including Description, emotions, evaluation, analysis, conclusion, and action plan to carry out my reflection.
[image: ]
Figure17: Gibb’s Reflective Model
Source: (Adeani, Febriani and Syafryadin, 2020)
Description: I interned at Holiday Inn Sunderland, studying how staff shortages influenced customer service and economics. Labour shortages hurt hotel service, efficiency, and profitability. I utilised reports, data analysis, and industry sources for secondary research on staffing numbers and customer satisfaction (Adeani, Febriani and Syafryadin, 2020). I saw overworked personnel and identified important areas where the labour shortage was hurting operations and visitor experience. I suggested recruitment, staff retention, and productivity-boosting technologies after the analysis. Hotel management reviewed my findings and proposals.
Feelings: I was excited and nervous to begin the endeavour. I knew the theoretical and practical research will impact hotel operations, making the assignment crucial. I felt bound to advise businesses. I felt pressurised since workforce shortages are severe and solutions must be acceptable and successful. Research gave me confidence in my problem-solving. Customer service quality and hospitality worker contentment are linked, as I have seen. I saw workers unhappy and angry due to understaffing, which hurt morale (Adeani, Febriani and Syafryadin, 2020. This helped me understand the personnel and motivate me to aid them.
Evaluation: I found my research useful. I found severe staff shortage impacts on hotel customer service and finances. Data showed me how cutting staff might raise response times, lower visitor satisfaction, and diminish repeat business. Poor service, overtime, and decreasing occupancy rates hurt the hotel's profitability. Data gathering was hard during placement. Financial and operational data was scarce, impeding the investigation. I changed data sources and concentrated on public industry information, which helped. I also hard to assess the personnel shortage's impact on various departments since data wasn't department-specific, although trends were clear.
Analysis: Holiday Inn Sunderland's personnel shortage harmed business and service. Hospitality consumers expect high-quality service, thus bad service cost money. Service delays, longer check-in periods, and less customisation resulted from staff shortages. My research demonstrated that consumer satisfaction drives repeat business and loyalty. This greatly affected customer satisfaction. The employees gap increased operational costs due to overtime, temporary labour, and service delivery inefficiencies. These expenses hurt the hotel's profitability despite high occupancy. My research demonstrated that labour shortages may not immediately effect revenue, but they may lower profits via greater expenses and customer retention. I identified a retention issue in the hotel's workforce shortage strategy. The hotel can have given professional development to retain staff for better long-term outcomes.
Conclusion: I subsequently found that the labour shortage issue of Holiday Inn Sunderland was complex and hurt customer service and finances. I also discovered that operational concerns impact business performance. Hospitality must be cost-effective and provide exceptional service, according to the survey. This position taught me how staff satisfaction affects customer service, which improved my corporate operations understanding. Since I utilised secondary data and inadequate information to draw conclusions, I now realise the need of exact data in decision-making.
Action Plan: I aim to apply my new skills and knowledge in future jobs. I would gather and analyse data for broad insights. I would also apply my research to real-world situations, notably in hospitality, where staff management and customer service are vital. I want to learn about workforce management and how technology minimise staffing. I also want to understand how to retain personnel in varied organisations, especially in high-turnover industries like hospitality.
In summary, From the placement and doing this research project, I gained career-relevant skills. I first learnt to analyse data to find trends and determine how the workers shortfall impacted customer service and financial performance. I used secondary research to analyse and apply information to real-world business challenges to make informed decisions and proposals (Mukolwe et al., 2023). Proposing labour scarcity solutions helped my problem-solving. I developed critical and innovative thinking for short- and long-term problems. Successful corporate problem-solving requires research and observation, especially in hospitality where operational efficiency is crucial (Maqbool et al., 2024).  Effectively communicating my findings and comments increased my communication skills. I had to simplify complex ideas to create the report, examine the data, and explain my answers. I also realised the value of collaboration by collaborating with peers to get fresh perspectives and better my research.
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Room Ocupancy in Holiday Inn Sunderland  

Occupancy Rate (%)	
2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	2023	60	62	64	65	67	68	69	70	71	72	73	74	75	75	Average Daily Rate (ADR) (£)	
2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	2023	60	62	65	68	70	75	78	80	85	90	92	95	98	100	Rooms	
2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	2023	120	120	120	120	120	120	120	120	120	120	120	120	120	120	



Annual Revenue (£) of Holiday Inn Sunderland  

Annual Revenue (£)	
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Annual Profit (£) of Holiday Inn Sunderland  

Annual Profit (£)	
2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	2023	236520	252550.8	273312	309753.59999999998	328675.20000000013	357408.00000000012	377170.56	416976.00000000012	449366.1	482500.8	529489.43999999994	554245.19999999995	579474	591300	


Profit Margin (%) of Holiday Inn Sunderland  

Profit Margin (%)	
2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	2023	15	15	15	16	16	16	16	17	17	17	18	18	18	18	
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Year Occupancy Rate (%)Average Daily Rate (ADR) (£) RoomsAnnual Revenue (£)Revenue Growth Rate (%)Annual Profit (£)Profit Margin (%)

2010 60 60 120 1576800 5.00% 236520 15

2011 62 62 120 1683672 6.78% 252550.8 15

2012 64 65 120 1822080 8.22% 273312 15

2013 65 68 120 1935960 6.25% 309753.6 16

2014 67 70 120 2054220 6.11% 328675.2 16

2015 68 75 120 2233800 8.74% 357408 16

2016 69 78 120 2357316 5.53% 377170.56 16

2017 70 80 120 2452800 4.05% 416976 17

2018 71 85 120 2643330 7.77% 449366.1 17

2019 72 90 120 2838240 7.37% 482500.8 17

2020 73 92 120 2941608 3.64% 529489.44 18

2021 74 95 120 3079140 4.68% 554245.2 18

2022 75 98 120 3219300 4.55% 579474 18

2023 75 100 120 3285000 2.04% 591300 18
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