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Executive Summary 
This study focuses on the influence of staffing shortage on consumer’s satisfaction in the Food and Beverage (F&B) department at Hilton Hotel Northampton that stemmed from a recent placement experience. The primary objective of this study is to gain insight into how understaffing plays a role in service quality, employee’s morale, and the guest’s’ experiences. The actions of the placement hotel have been analysed and it was observed that limited staffing in the hotel led to service delays, lower employee participation, and lapses in the brand standard particularly in the peak periods. These problems led to delays in service for the guests and a disappointing trajectory in the quality of customer staff relations.
Narrowing down the focus on the findings, it was revealed that understaffing had a negative impact on service delivery but also a psychological effect on the employees in the sense that it heightened stress and burnout levels. This had an adverse effect on the team performance and affected the department’s capability of adhering to Hilton’s service policies. The findings indicate that service quality, staff loyalty, and loyalty to customers are all influenced by the amount of staffing available.
To address this, the report proposes measures to counter these issues such as introducing adjustable staffing strategies, retraining staff, and providing wellness support among others. The objective of these approaches is to ease the burden resulting from lack of enough staff, improve the service level, and develop a favorable working culture. By doing so, Hilton Hotel Northampton will not only address the remaining concerns but will also boost staff motivation and customer contentment in line with Hilton’s brand ideology which is high service quality standards.
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1- Introduction 
The development of the hospitality industry, particularly hotels, is subjected to threats that impede customer satisfaction. Lack of a sufficient number of workforce (staff shortage) is one of the major problems that influence guest experience, efficiency in operations, and quality of service (Baum et al., 2020; Virto, 2024). In this Placement Research Report, the effects of staff shortage on customer satisfaction particularly in the food and beverage department are examined using the case of Hilton Hotel, which is globally recognized for its outstanding services. Focusing on one property in a town with high demand of Hilton’s services, the research describes how such environments affect service quality and guest expectations (Alonso & O’Neill, 2009).
The main objective of this study is to assess the impact of inadequate staffing on the satisfaction of customers at Hilton Hotel. More precisely, it investigates the effects of staffing shortage on guest experience factors like service delays, cleanliness, and support and assesses the general impacts on the reputation of Hilton and guest loyalty. Thus, the last target is to give recommendations to Hilton and other hotels on how to avoid such challenges related to staffing in the future.
This report is aimed at answering the following questions:
· How does a shortage of human resources within Hilton Hotel affect the overall satisfaction of the customers?
· What aspects of the guest experience are most compromised due to understaffing?
· What steps can Hilton take to reduce adverse effects on satisfaction?
The hospitality sector, especially hotels, is not devoid of staff shortage challenges and cuts across geographic boundaries. These cuts have economic transitions, labor deficits, and the containment strategies of COVID-19 as contributory factors (Giousmpasoglou et al., 2021; Kwok, 2022) Founded in 1919, Hilton Hotels has grown to become a global leader in the hospitality industry with a reputation for high-quality service. Hilton Hotel Northampton, strategically located near the M1 motorway, is well-suited for examining staffing challenges within a regional setting that caters to both business and leisure travelers (Hilton Worldwide, 2023).
2- Literature Review 
For nearly ten years, the relationship between staffing levels and customer satisfaction in the hospitality sector has been the center of academic scrutiny. Hotels suffer from the declining standards of service of guests in places with high demands such as the front desk and housekeeping operations when staffing is inadequate (Kumar et al., 2024). It is also investigated that there is link between guest experience and the staffing issue, asserting that a shortage of personnel affects customer satisfaction levels (Nain, 2018). Most especially in areas of operational efficiency and interaction with the guests, the effects were found to be extremely pronounced. The findings of this investigation underscored the critical role of adequate staffing in sustaining customer loyalty, pointing out that issues of understaffing are great impediments to guest satisfaction.
Employee satisfaction acts as a mediator of staffing levels and customer satisfaction. Too low of a staffing level not only creates excessive wait and service error rates but also serves to dishearten the current members of staff, thus increasing attrition, which in turn increases service problems (Ashton, 2015). Such investigation benefitted from the recognition of the ‘effects down the line’ that absolute courage was considerable in dedicating oneself to the protection of one’s customers.
Hwang et al., (2014) considered the relationship between service efficiency and the number of staff in hotels with a high number of guests. This research established that when hotels are under-staffed, especially within busy tourist seasons, services are greatly delayed, and levels of customer satisfaction are tremendously low. This research demonstrated that the effects of even procured staffing solutions on a temporary basis tend to remain in the memory of the customers for a longer period, even more, affecting the brand negatively. Understaffing disproportionately affects positions that interact directly with guests, such housekeeping and front desk staff, where customer happiness is directly correlated with service quality. They maintained that the availability and attention of employees have a significant impact on how well guests perceive the quality of the services they receive, which emphasises the necessity of having a balanced staffing level (Mohanty, 2014). 
Effective management of human resources impacts the cost of operating business units, exploring how staff shortages influence operational costs. This is often the case since staffing shortage enhances overtime work, work-related stress, and low output from workers. Reducing expenses on operating costs at the risk of undermining optimal staffing levels does not enhance profits because of the adverse effects on client retention rates and repeat purchases (Magnini et al., 2024). It was evident therefore that there was a misalignment of staffing strategy where short term economies gained through staff cuts created long term value erosion.
When the outbreak of COVID-19 came, the hospitality sector faced particular problems that worsened pre-existing challenges in the staffing level. Srivastava & Kumar (2021) performed a research on the impact of restrictions coupled with staffing deficits, focusing on customer satisfaction and how it has dropped to worrying levels never seen before. The results described the fact that losses of workers on account of the pandemic affected normal operations that ensured cleanliness, safety, and enjoyment by carrying out levels maintenance in the psych of guests.
Similarly, McCartney et al., (2022) leaned towards the question of labor availability during the pandemic, but in this instance, how the risks and the economic force changed the employees’ attrition. It was observed that many workers left the hospitality business including but not limited to the hotel industry because of their health and unemployment fears resulting in the severe shortage of human resources in hotels operating. This paper discussed the necessity to revise the staffing policy of hotels in order to cope with pandemics rather than wait until the relative calm to quite dramatically redress guest satisfaction.
It was examined the variations of client expectations in the time of COVID-10, highlighting that guests considered cleanliness and waiting time, which depended on staffing, very essential. Their findings stressed the importance of addressing these new service expectations in order to facilitate the recovery from the pandemic, with hotels particularly needing to invest in proper staffing in order to regain customers’ confidence (Bharti & Sharma, 2023).
The recent literature has explored both the effects of staff shortages and the possible use of technology to solve them. Digital check-in facilities helped overcome the problem of understaffing. It was revealed that all such digital input effectively cuts down queuing time and enhances customer satisfaction (Hemanth et al., 2024). However, such technology cannot replace human touch, especially in deluxe hotels where guests are expectant of meeting people. 
In the same line of thought, Sharma, (2024) examined how hotels can leverage artificial intelligence (AI) to overcome staffing constraints. It was discovered that such AI based enhanced systems as machine check-in or virtual concierge offered assistance in narrowing some of the service deficits caused by reduced human resource. Service delivery was found to get back to normal without any technology, implying that people are still needed in the provision of services even if advanced technology is in place.
In another study, DiPietro et al., (2020) focused on the impact of employee well-being on service quality in hotels that are often short-staffed. Findings from their study showed that repeated low staffing levels not only compromises customers’ contentment, it also breeds dissatisfaction and high attrition rates of the few left, thus creating a service quality vortex. This research showed that there is the need for people to be staffed at levels that would make them remain happy in order to ensure the quality of service offered over time.
Deery & Jago (2015) undertook to assess, in a broad manner, the possible applicability of flexible staffing strategies to labor shortages. The results indicated that hotels which expanded their staff allocation plans e.g. by cross training their workers and adopting on-demand staffing faced less regression in service standards. This was a remedial action to deal which seasonal availability of labor forces without disappointing the clients.
These studies demonstrate a huge understanding of the effects that staffing shortages have on customers’ satisfaction, but there remain several gaps. Most importantly, only little has been done in the study of the sustainability of technological innovations like artificial intelligence and digital services in enhancing the service sector, especially about the workforce, without disappointing clients. Furthermore, there has been a tendency to study metropolitan and big hotels neglecting the smaller, rural hotels which are likely to have different issues of staff management. Future studies could also look into how productive flexible staffing approaches are within different hotel layouts in order to offer more effective staffing solutions.
3- Methodology
Yin (2003) asserts that case study methodology is a qualitative research strategy that aims at examining an occurrence, episode or organization in its context in a more profound way than any other strategy. This gives a chance for researchers to look into certain aspects of the problem in question especially when it is too complex and involves many interacting components that are inseparable (Harrison et al., 2017). A case study is the norm in other disciplines such as management, education and social sciences where the ‘how’ and ‘why’ questions are pivotal (Merriam & Tisdell, 2015).
Case studies are useful because they have the potential to present detailed understanding and depict the temporal features of specific situations. Case studies are mechanisms for longitudinal study of underlying processes, interrelationships and influences invisible in other, more superficial master-governance quantitative studies. They provide a realistic picture of the situation and this is why they are often used in studying phenomena like organizational behavior or customer satisfaction in the hotel industry, which or complex. Also, case studies facilitate the use of various sources of data, such as interviews, observations and document analysis, which help in triangulating findings and enhancing the credibility of the research (Creswell, 2017).
One characteristic that sets case study research apart from others is that it allows the researcher ample room in data gathering. To this end, qualitative methods such as interviews and observational methods are often employed in order to obtain rich primary data (Baxter & Jack, 2008). Interviews present the advantage of exploring the views and experiences of the respondents directly while the observation technique provides information which may be useful in understanding the interaction or behavior of respondents at that particular time. 
The case study methodology, for all its merits, has significant weaknesses. One of the most obvious is the issue of generalisation. Since case studies are very particular in their focus, it is impossible to apply the results to other cases, hence limiting the extent of generalizations that can be made (Marshall  & Rossman, 2014; Silverman, 2011). Moreover, case studies are also expensive and labor intensive as time and effort must be invested in collecting and analyzing massive amounts of data. To further this point, Harrison et al., (2017) explains that in case studies, the qualitative characteristics of the data may be a source of bias depending on the researcher because they can be interpreted in a very subjective way. In this respect, using more than one source of information is helpful; however, there is still the issue of bias.
Case studies aren’t the only qualitative research methodology. Talking about reflection, reflective writing and netnography would be good examples. Reflective writing means assessing one’s own experiences and thoughts in the course of the research process (Creswell, 2008). This works well in the studies where researchers’ insights are significant in expanding the scope of the analysis. The practice of journaling allows the researcher to make their work more open to criticism by demonstrating the change in their stance from the beginning until this point and where the partiality may be in the research (Simons, 2009).
Netnography is a method that is used for the purpose of understanding sociocultural thinking in companies via the internet. Netnography was introduced by Kozinets (2019) who adopted the concepts of anthropology in a cyber-based world. This makes it easy to study social interaction of individuals and events in a social network. This methodology is highly applicable in present-day research studies as there is a low level of interaction between people physically. 
4- Case Study Discussions 
Hilton Hotel Northampton, one of the hotels managed by Hilton Hotels & Resorts, exhibits the quality and reliability that Hilton Hotels represents that has grown to over 7,000 hotels in more than 123 countries (Rockett, 2023). Established in 1919, Hilton has taken the art of hospitality to a whole new level of luxury to satisfy even the most demanding customers, whether on business travel or seeking leisure from vacation (Fachada, 2023).
Hilton Northampton is located just off the M1 motorway, which allows easy access to a number of other large cities: London, Birmingham, and Milton Keynes, to name a few. This convenient location is great for many types of guests, whether it be business professionals, families, or vacationers. In addition to this, the presence of some fascinating places nearby such as Northampton Museum, Delapré Abbey, and the famous Silverstone Circuit allows the hotel’s guests to enjoy cultural and entertaining activities as well (Northamptonshire County Council, 2022).
The facilities offered by Hilton Northampton are comprehensive in nature and are oriented towards meeting the needs of all types of guests, including spacious guest rooms, a state-of-the-art gym, in-house dining, as well as large conference and exhibition areas. These factors make it appropriate for hosting business events, social functions, or family celebrations, meeting Hilton's goal of providing good services to all guests (Rockett, 2023).
Returning to foundation elements of Hilton brand standards, while also considering the location of Northampton and the attractions surrounding it, Hilton Northampton Hotel is able to be positioned well in the regional hospitality market and remain busy with its guests throughout the year.
There are no predominate financial statistics for Hilton Northampton, however as of 2023, total revenue of Hilton worldwide hotels was over $8 billion, not excluding the revenues designated by the UK properties. Hilton Northampton earns some revenues based on bookings and number of guests checks in especially during busy seasons and events at Silverstone (Hilton Worldwide Holdings Inc., 2023). The hotel possesses close to140 rooms, some luxurious, some standard, which accommodate short and long stay clients. Apart from having comfortable guest rooms, the hotel also has a health club, restaurant and bar, multipurpose meeting and banquet facilities. All these facilities are frequently enjoyed by most business clients attending conferences and meetings in the hotel (Rockett, 2023).
Staffing plays a significant part in the operations of Hilton Northampton, hiring employees in many departments like housekeeping, reception, and management. In common with your average hotel in the UK, Hilton Northampton has also struggled with finding or keeping employees, especially in roles that tend to have low retention such as those with a lot of guest contact. Evidence from the studies suggests that one of the effects of the COVID-19 crisis on the hospitality industry in the U. K. is a reduction in staffing levels by 10. 15% (Ntounis et al., 2022). To this end, Hilton Northampton has developed cross-training programs aimed at enhanced flexibility, so that employees can perform more than one function whenever the need arises and allow for quality service during busy periods or lack of adequate staffing (Baum et al., 2023).
Like other hotel chains, such as Premier Inn and Holiday Inn that cater for both leisure and business clients, Hilton Northampton is also in active competition with these schemes. However, Hilton enjoys significant competitive advantages due to its well-known brand and its Hilton Honors program. The program encourages loyalty amongst guests by offering incentives, rewards and privileges which, to a great extent, ensure the coming back of the old guests alongside the new ones (Tsou et al., 2022). This proposition is further enhanced by strategic position, various of services provided and highly developed system of loyalty programs applied – all these factors make Hilton Northampton a desirable destination for the tourists visiting Northampton.

4.1 SWOT Analysis 
SWOT Analysis, in simple words stands for Strength, Weakness, Opportunities and, Threats in business includes all those internal and external environmental factors that affect the accomplishment of organization goals. Using SWOT analysis in the hospitality sector helps hotels know their market positioning and the aspects they need to work on in order to grow (Fyall wt al., 2019).
Strengths
The key strength of Hilton Hotel Northampton is their brand image. Being under the umbrella of the well-known Hilton Hotels & Resorts chain, loyal and trustful customers are always present whenever any services from this hotel are required. This knowledge brings both foreigners and domestic customers who need a safe and clean place to stay (Bardukova, 2023). Socio-cultural environment of Hilton Hotel in Northampton is also its strength; being strategically located near the M1 motorway enhances its easy access to major cities and caters well to business visitors and tourists alike (Mitchell, 2023).
Furthermore, the hotel’s additional features such as a well-equipped fitness center, an in-house restaurant, and conference venues make Hilton Northampton suitable for all types of customers. This firmly positions Hilton as a brand with high customer retention rates as well, most members have featured exclusive rewards to encourage usage and most importantly long term loyalty (Bardukova, 2023).


Weaknesses 
One key disadvantage faced by the hotel is the overdependence on temporary employees. Seasonal staffing issues are quite common within hotels in the UK, and so Hilton Northampton is affected especially for jobs such as room attendants and the front office which wear out quickly (Baum et al., 2023). This situation where the hotel employs casuals during the busy seasons may lead to poor service delivery and overall satisfaction to the guests, during the times that quality services are in high demand.
In addition, the operating costs of the hotel, while still high, can also be a disadvantage. There are challenges of adhering to the Hilton brand due to the high service standards which come with high degree of training, facilities and upkeep costs. Such amounts can be hard on the financials, especially where economic conditions are unpredictable, and profitability is impacted (Mason, 2020).
Opportunities 
With the rising trend towards sustainable tourism, Hilton Northampton has a chance to carve a niche for itself. To this end, the hotel can embrace eco-friendly initiatives such as installing energy-efficient lights, minimizing electricity waste, incorporating clean energy sources in its restaurant and other facilities, thereby attracting guests with green-friendliness. Furthermore, the rising levels of people demanding digital services presents Hilton Northampton with an opportunity to improve its customers’ experience. Therefore, the introduction of check-in with the assist of a computer or other digital devices, the use of mobile keys and artificial intelligence to run the customer care services can ease the whole process for the guests and raise the level of satisfaction.

Threats 
Owing to the proximity of other hotel facilities such as Premier Inn and Holiday Inn which focus on the same market segment with competitive rates, Hilton Northampton Hotel has stiff competition within the market. These competitors are a further threat to Hilton Northampton that they specifically resorting to low cost accommodation options can lure away the price sensitive travelers (Lee, Jang, & Kim, 2024). On top of that, economic uncertainties such as inflation, variations in travel patterns, and so on, may reduce room occupancies rates or profits generated by the hotel. Such external factors are beyond the scope of management and can greatly affect the viability of a business in the long term (Brykova et al., 2023).
	
SWOT Analysis

	Strengths

· Strong brand reputation 
· Strategic location 
· Comprehensive amenities 
· Hilton hotels loyalty program 

	Weaknesses

· Reliance on seasonal staff 
· High operating costs 
· Occasional service delays 
· Older property design 

	Opportunities

· Growing demand for sustainable tourism 
· Expanding digital services 
· Growing local tourism 
· Partnership with local businesses 

	Threats

· Intense competition 
· Economic uncertainty 
· Labor market challenges 
· Increasing guest expectations 



4.2 PSET Analysis 
PEST analysis is a form of business assessment that examines the external macro-environmental factors in which the organization operates. This particular matrix is divided into four distinct segments namely, Political, Economic, Social and Technological all of which have an impact on decision making and strategy within the hospitality sector. Hospitality being a complex and ever changing sector, requires that there is knowledge prior to the external forces and that strategies are developed to counter the effects as well as to compete quite well in the sector (Sabourin, 2021). 
Political Factors
Many industries, including hospitality, have a high degree of exposure to political issues since these can influence operations and profitability as well as the demand. Take Brexit for instance, it made both staffing and trade more complicated. The reduction of the freedom of movement for the EU workers has been one of the many reasons that caused the labor shortage which many hotels in the UK are facing, therefore compromising the quality of services and increasing operational expenses (Brykova et al., 2023). Regions also have tax regimes, such as a tourism tax and environmental tax, which may be levied against the hotels, thus increasing their operational costs and probably shrinking profit margins. 
Economic Factors
The hospitality sector is greatly impacted by external economic factors, which are arguably the most prominent. In addition to operational costs, there is also the consideration of travel demand which is affected by the foreign exchange rates and inflation. The volatility of the exchange rate due to Brexit softened the Uk Pound in favour of foreign tourists, however, foreign exchange has exacerbated the prices of raw materials which are necessary for doing business thus reducing profits (Ka Leong et al., 2024). Presently, although supply has outstripped demand in a post-COVID economy, turbulent inflation has affected tourists’ spending capabilities on non-essential service categories, causing alterations in their plans and lengths of stay.
Social Factors
Demographic changes and evolution of tastes and preferences have a considerable effect on demand in the hotel sector. People increasingly want places to stay that is environmentally friendly, with more and more travelers looking for green options (Iddawala, Welengoda, & Rathnayaka, 2024). There have been health-oriented trends developing as well, as guests have been after such amenities as fitness centers, healthy food, and hygiene standards more than ever after the pandemic. To add onto that, there has been a change in population structures especially as there is a growing number of young tourists that are more interested in experiences rather than luxury. 
Technological Factors
The hospitality sector, as well as many other sectors for that matter, has benefited from the technology boom that has occurred in recent years. Digital platforms allow online bookings making it effective in meeting customer expectations and allowing them to manage their reservations and preferences (Nikopoulou et al., 2023). Chatbots increase customer service by offering virtual support, and other technology trends like digital introduction decrease sustained attention by minimizing waiting times that lets guests’ satisfaction scale up. Thanks to the existing trend on technological advancements, Hilton Northampton will also be able make use of the change called digital transformation for better effectiveness in management and in attracting customers who are advanced in technology usage.


	
PEST Analysis

	Political Factors  
	· Brexit impact on labor 
· Regional tourism taxes 
· Support for sustainable tourism 
· Health and safety regulations 


	Economic Factors 
	· Exchange rate fluctuations 
· Rising inflation 
· Post pandemic recovery 
· Local employment costs 


	Social Factors  
	· Growing demand for sustainability 
· Health conscious travelers 
· Shift in demographics 
· Rising expectations for services 


	Technological Factors  
	· Digital check-in options 
· AI for customer service 
· Online booking platforms 
· Data security regulations 




4.3 Competitor Analysis 
In Northampton, the Hilton hotel chain competes with Premier Inn, Holiday Inn and Marriott. Families look for value at Premier Inn along with the basic facilities to spend a night, hence it stands to be the most economical hotel. According to (Spanaki, 2024), Holiday Inn is in the center of the scale mean’s it’s neither expensive nor cheap attracting even families on vacation or business visitors. Luxury guests who wish to be pampered with premium services enriched with facilities are targeted by the toiling levels of Marriott.


Price VS Quality 
Hilton Northampton follows a mid-range pricing strategy as well as premium positioning like mostly higher than Premier Inn and Holliday Inn but less than Marriott lodges. One of the factors that will help position Hilton fairly well in the market is the perceived quality of services associated with the hotel chain and the existence of a myriad of services such as a gym, restaurant and conferencing facilities. Tripadvisor reviews always point out quality service, cleanliness and the convenience of location associated with Hilton services, this gives it a superior rating relative to Premier Inn & Holiday Inn, yet they equally compete with Marriott in terms of customer satisfaction rates (John & Supramaniam, 2024). 
		Hotel



		Price



		Quality




		Hilton Hotel Northampton



		
	High (from £100)
	



		High




		Marriott Hotel



		
	High (from £95)
	



		High




		Holiday Inn



		
	Medium (from £70)
	



		Medium




		Premier Inn



		
	Low (from £45)



		Low






4.4 Netnography 
Netnography, which was formulated by Kozinets (2018), is a qualitative research technique that studies users’ interactions and evaluations over the Internet in an attempt to understand how consumers feel about certain products. In the context of the hospitality sector, it has an inherent advantage of analyzing guests’ reviews about services rendered by hotels on websites like Trip Advisor, Google Review, and even Hotel’s website.
In the case of Hilton Northampton, a netnography survey of Net reviews of the hotel helped to identify kinks in the feedback of its customers. Guests often recognize the friendliness and ability of the staff, especially the front-desk personnel as well, therefore enhancing a guest experience. Other reviews also appreciated the room’s cleanliness and comfort, which many guests consider to be vital aspects of their contentment (Whalen, 2018). In addition, quite a few reviews suggest that the hotel also boasts an excellent location, being close to interstates and major sites.
Nonetheless, some of the reviews also indicate that there are some problems from time to time, for example, the room service may be slow on busy seasons. From the overall observation, netnography depicts that quality of services as well as the location have been the major competitive advantages exhibited by Hilton Northampton but there are problem of services being very slow.
5- Theme Exploration / Findings 
When it comes to the hospitality management sector, service satisfaction is the utmost priority, more so, in the service departments, for example, Food & Beverage (F&B). During my 10-week practical experience at Hilton Hotel Northampton, it was evident that the inability to maintain effective rather adequate manning levels within the F&B department leads to reduced customer satisfaction especially during peak seasons. The F&B department is highly sensitive when it comes to the manning levels hence the need to always ensure adequate staffing within these units in order to consider the levels of service quality expectations of the guests. Inadequate staffing levels mean that employees who are present have to work extremely hard which often leads to service being rendered late, inappropriately, low quality, or even none existent.
This section evaluates the consequences of F&B department staffing levels on customer satisfaction in the case of Hilton Northampton, drawing on literature to discuss implications. The presentation includes my experience of placement, guest feedback, and case studies of different hotels with the same issue. It also includes solutions to these challenges supported with evidence and general service improvement in the F&B department.
Scholarly articles underscore the need for appropriate personnel in within the hospitality sector, with particular emphasis placed on high interaction situations such as the food and beverage (F&B) department. Tran (2022) concludes that customer service in F&B is the fundamental component of customer satisfaction as it influences the overall experience of the guest. Insufficient number of waitresses or waiters contributes to increased service delivery time, decrease in service level and reduced value of the meal period (Baum et al., 2023). This is true mainly due to the factors which are difficult to control in the F&B department, such as frequent guest interactions conducted at a fast pace.
Shortages in manpower, as noted by Baum (2023), result in increasing the number of capabilities needed per person which coaxes employees to perform many functions at the same time, making them incapable of assisting the guests properly. In the words of Richard (2018), this, in turn, means that an employee who is physically overworked will pay less attention to some aspects of their work and this lapse will affect the customers’ experience negatively. I experienced this also at the F&B department of Hilton Northampton during my placement, particularly during breakfast and evening service when there was not enough staff to cater fully for the guests leading to late services and dissatisfaction among the guests.
One of the main effects of staff shortages is the reduction in the level of service provided, since employees who are overworked make more mistakes and use longer to serve clients (Wirtz & Lovelock, 2020). According to research carried out by Yen (2019), workload is an issue that raises the stress levels among employees and in turn results in demoralization and eventually loss of employees. While I was doing my placement in Hilton Northampton, I noted how the F&B department has been understaffed which not only resulted in poor service but also hurt the spirits of the employees there as they were forced to provide the same level of service in such circumstances.
The number of staff present has an influence on guests’ expected service quality and hence also on their loyalty and revisit behavior. Nicholson (2019) state that guests who suffer service delays owing to insufficient staffing tend to be less loyal to the service, as such experiences brand them with poor quality. At Hilton Northampton, for instance, many customers left online reviews stating that the F&B service was slow, which can damage the reputation of the hotel in the long run. Such cases are in line with the arguments presented by Poulston (2008) suggesting that bad services caused by understaffing will result in undesirable experiences and will affect business negatively.
The concerns generated by the lack of personnel in hospitality are more or less the same with the problems posed in other service provision industries such as healthcare and retail. Nicholson (2019) assert that employee burnout and general stress levels in many industries are caused by a lack of adequate staff, thus compromising on the quality of service offered to customers. This means that the demand for proper staff levels does not only limit itself to the hospitality sector but is also a fundamental requirement for any other service oriented organization.
During my internship at the Hilton Hotel Northampton, I witnessed firsthand how the F&B services department experienced difficulties in maintaining appropriate staffing levels especially during busy operations such as breakfast and dinner. The struggle to keep up with the dining hours suppressed the level of service offered because there were many roles assigned to the few staff provided and this affected the quality of service offered to the guests. For instance, during the hot months, the hotel maintained occupancy levels close to full albeit the Food and Beverages department was unable to have enough employees to meet the high demand. As a result, food services were a little delayed, orders took longer than expected, and the employees were clearly overworked.
Speaking of which, customer feedback, however, in all fairness makes an emphasis on the service provided explaining such delays in their reviews on TripAdvisor and Google Reviews. This is both comments made by visitors on the tables inside the restaurant and many other reviewers. One of the responding visitors wrote: ‘The food was great unfortunately we had to wait so long for it as there seemed very few service staff around.’ Such criticism tends to agree with the research conducted by Chen (2015) whereby it was found that the major causes of displeasure within the hospitality services context include delays in service as a result of staffing deficits. From the reviews, it is clear that the dining experience at Hilton Northampton is splendid with good food, however there is a problem with the service delivery in terms of speed and concentration because of lack of staff.
During interviews and informal conversations with employees of Hilton Northampton, many of them voiced their grievances over the rising workload owing to the shortage of employees. Stress and being overstretched were some of the feelings reported by the staff especially where they had to cater to large numbers of guests with little or no help. The Hilton Employee Survey conducted in 2023 shows that over seventy percent of the employees in the F&B department experienced peak periods overworking them causing dissatisfaction and high absenteeism rates.
Such staffing problems are also evident in the customer satisfaction figures for Hilton Northampton. Specifically, the hotel’s quarterly performance report (2023) states that service-related satisfaction scores dropped by 15% on the holiday weekends, which has been associated with an increase in the number of shifts that were not fully staffed. This clearly shows that Hilton has to find a solution to the problems of staffing to offer a good level of service and prevent the risk of negative guest experiences in the course of high demand.
From my work experience in the Hilton Hotel in Northampton, I noticed that the services of the hotel were not only affected by the shortages of workers, but the wellbeing of the employees too was affected and this in turn affected the satisfaction of customers of the hotel. Gobin (2019) argues that employees who are stressed and fatigued due to understaffing will be less engaged in their roles and this will cause their services to be of low quality. Such expectations lead to what is referred to as, ‘emotional labor’ whereby the workforce expects a smile even in the face of extreme physical and emotional fatigue (Shani et al., 2014). A good example is the Hilton Northampton hotel, where workers most of the times were pushed to work extra shifts with little or no rest at all, which resulted to burnout and irritation.
In the field of hospitality management, the recovery paradox, explains that guests will excuse certain inconveniences on the grounds that the staff made an effort to resolve the problem (Mosavat, 2015). The Food and Beverage department of Hilton Northampton was understaffed and as a result, employees were very busy to engage in post service recovery efforts. As a result, despite the fact that service delays were recognized, there were very few people to help resolve guests’ issues at the pace they would have wished, leading to disappointment and dissatisfaction among guests.
As a result of understaffing, another important aspect is the disintegration of team cohesion in the Food and Beverage department. Teamwork is very important in the hospitality environment as the employees are required to interact fully to provide complete service (Yue et al, 2023). But during my work placement, I noticed that understaffing at Hilton Northampton especially during the shifts increased the workload of the individual leading to less team work and interactions among the workers. When staff members were too engrossed in their own immediate working tasks, it was difficult synchronizing them hence inconsistencies in service provision such as delays in food orders and wrong food orders.
Also, Kozak (2010) supports the above statement; according to his view, it is more difficult to build effective teams within organizations where employees are overwhelmed by work since the concentration on individual outputs is at the expense of overall service delivery. In a food and beverage environment, this absence of teamwork was manifested when the waiters failed to organize their functions, for instance, taking food from the kitchen at the appropriate time and serving it on the tables. Therefore, it hindered staff from providing a smooth experience to guests, which lowered customer satisfaction.
From my Experience, I have within the Food and Beverage department witnessed what is regarded in the Organisational Behavior literature as a ‘psychological contract breach’ among F&B staff. This term refers to the perception of an employee that the organisation has not lived up to its unwritten contracts and which may affect the employee’s motivation and loyalty towards the organisation. For instance, some of the staff members that I interacted with voiced how they were dissatisfied with management because it did not help them or appreciate the extra work that they were doing with regards to understaffing.
Conway and Briner (2009) research shows that psychological contract breaches have more adverse consequences in service roles, such as in this case, where the motivation to perform is directly connected to the support perceived by the employees. It was observed at Hilton Northampton that an insufficient management support system led to increased dissatisfaction among staff and in turn, raised cases of absenteeism and employee turnover. The resulting situation was one where, at the very least, staffing levels were continued to be reduced and as a result again reduced the morale and commitment. A prominent principle in Hilton’s philosophy is the assurance of service uniformity at all sites. However, in my placement at Hilton Northampton, I found that this promise was challenge due to variable service experienced as a result of understaffing. When choosing a hotel under the Hilton brand, guests have expectations, however, with inconsistent staffing it was hard to meet this particular one in the F&B. As an example, during ‘off-peak’ periods of business, the level of service was not uncommonly high with swift action to guests’ requests. However, when it was busy, service was observably slower with less attention paid to the customers, therefore breaking a coherent guest experience, turning it into pieces.
Most customers understand the importance of uniform brand image and the associated orders, which helps preserve customer’s trust and submission as well. In their work, Han et al (2019) therefore note that brand value can be eroded through a variance in the quality of service. The inconsistency that I observed in my internship was in stark contrast with the expectations of Hilton’s loyal customers who anticipate quality service in any of the hotels within the chain. This inconsistency has ramifications not just for satisfaction but also for loyalty: there will always be some guests who will avoid such a service and would prefer options where the service is more stable of those remaining, which in turn quality of service suffered.
6- Conclusion, Implications & Recommendations 
6.1 Key Findings 
· Owing to a lack of workforce resources, wait times were prolonged, there were delays in service provision, and overall service quality suffered during peak operational hours. Reduced service levels directly correlated with customer dissatisfaction since many patrons encountered slow service along with less attention.
· Very high job demand caused by shortage of staff released pressure and stress into employees, causing them to feel exhausted and dejected. This caused threat to service delivery since the more tired employees were, the less likely they were to interact well with the clients, a very important aspect in their line of work.
· The understaffing these days left less room if any, for working together as a unit and contributed to the deterioration of teams. The environment and high request, in turn, created situations where services were inconsistently delivered.
· The very norm of rooming hotels was inconsistent in case of Hilton since the level of service extended to guests greatly depended on how many staff available. The variation in Service Quality always threatens brand equity for instance in the case of Hilton, especially where some guests expect the brand to deliver the highest quality standard.
6.2 Implications of the Findings 
· This particular research makes a significant contribution in understanding the effects of staffing levels on customer satisfaction especially in the service aspects of the hospitality industry, in particular F&B. This helps to endorse the argument that inadequate staffing levels because a chain reaction that ultimately affects the quality of services offered, the mental state of employees and the reputation of the company (Pelit et al., 2022).
· Practically, this research reinforces the necessity of having employment plans, employee assistance programs deprived of over reliance on technology in order to maintain service delivery uniformity. They can as well understand these concepts in order to adapt the staffing strategies in high volume tourism contexts in a more operational oriented manner.

6.3 Recommendations 
In order to resolve the highlighted Concerns, the below suggestions are offered:
· Employ dynamic staffing strategies, such as on-call staffing, and staffing on a part-time basis, to cater for the high demand peaks. This may help to lessen the strain on full-time staff due to high workloads and hence ensure good service delivery (Mooney et al., 2019).
· Work with the local staffing agencies to ensure that there are part-time or seasonal employees always available during the high seasons.
· Create initiatives that redirect towards the emotional and physical aspects, such as stress relief therapies, and avails of rests on the job, in order to curb destructing staff fatigue positivity (Benitez et al., 2022).
· Develop an employee assistance program (EAP) that provides counseling services for staff facing understaffing stress.
· Cross-train all F&B staff so that they are all able to fill in the gaps in different positions where necessary hence increasing taking care of the gaps in service delivery and providing service without interruptions (Khalaf et al., 2024).
· Supervisors should be trained on leadership skills to enable them to be leaders of the teams that they are in charge of in difficult situations while maintaining unity and morale among team members (Karatepe, 2013).
· Employ back-end enhancement techniques including implementation of technologies such as computerized staff allocation system and computerized stock management system in order to relieve employees of desk work and enable them serve customers more (Peng et al., 2024).
· Digital Staffing solutions which modifies the staffing ratios for managers in direct relation to the expected guest occupancy leveraging the historical data intelligently.
·  Institute a structured program of recognition to encouraged employees to work hard especially in challenging times. Recognition is one of the ways that motivates people and helps in cut down the turnover (Manoharan et al., 2024).
· Promote regular forums where employees give their views on challenges and ways of improvement. This is important as management and staff will work hand in hand which is quick to respond and supportive (Wirtz & Jerger, 2016).
· Explore possibilities of reaching out to local communities by working with their colleges or hospitality schools to increase the number of talented interns or casual workers. Some of these disadvantages can be filled by active engagement of students in their vacation period through internship programs (Warhurst & Nickson, 2007).
· Make training more work based that will enable the newly employed to nurture their skill hence the positioning of them in higher positions will require less effort and lower external recruitments (Ushakov et al., 2020).
7- Reflective Account 
I undertook a practical placement at Hilton Hotel Northampton in the Food & Beverage (F&B) department where I experienced the staffing shortage issues in such demand driven and service oriented setting. Furthermore, it demonstrated the effects of short-staffing on the quality of services and even on the employees’ levels of morale especially during the rush hours for instance breakfast and dinner periods.
From the outset it was evident that the Food and Beverage team seldom managed to meet the demand of the guests because of lack of adequate staff. The few employees remained on duty to perform several errands in the restaurant such as taking orders, clearing the tables, and serving drinks which became possible only with a lot of hurry and duress. I myself have found it impossible to both be attentive and efficient, as each of those two states invites the different, often mutually exclusive, activities. During some other busy public shifts (weekends when the hotel used to be full bore), it was impossible to avoid any delays in service. Hence, at this point, the wait time for some guests increased dramatically and the visible signs of their disappointment were pronounced. We tried to act as professionally as possible, but it was impossible to achieve the level of service that Hilton’s guests are used to.
One of the mornings in particular, with full occupancy, a lot of pressure was exerted on the breakfast team. Although this was less than usual, such volume of requests made it impossible to recall every particular order clearly which led to orders being mixed up and delayed. This particular incident also brought into perception the importance of staffing levels to ensure that service is running properly meeting standards required of the brand. I was upset for the simple reason that I aspired to give good service and I clearly saw how the absence of staff inhibited our efforts.
The whole experience was quite frustrating, empathetic and made me want to find solutions and improve. Nevertheless, what frustrated me most was the inability to actually assist and please the guests i envisioned. Running around and trying to juggle so many different things, I felt that I was failing to properly focus on the guests as they deserved. In spite of all of my attempts, the dynamic movement and actions had at times appeared to be me in a rush, which was a pity since I am always warm and friendly as much as possible.
At the same time, I felt sorry for my colleagues and the guests as well. My fellow teammates were equally whining about these issues as well, feeling stressed and exhausted. Working conditions during these periods when there is less than adequate staffing, lowered morale because several staff complained of potential burnout and even considered quitting. I also sympathized with the patrons who were at Hilton because of its good customer service reputation but were subjected to long wait periods and minimal engagement because of staff shortages.
This led me to understand how staffing issues in hospitality go beyond the theoretical reasoning. I also came to recognise that it does not only concern the practical provision of services but also employee and customer satisfaction. Staffing is a prime consideration I have come to realise when thinking about how to create an atmosphere conducive for productive employees and even more so for pleasing the customers. On this regard, I focused on understanding how team work and effective communication is important in balancing the challenges of a busy Food and Beverage department.
As for me personally, I realised that I was developing an ability to bounce back and adapt to different situations. During peak periods of pressure, I understood the importance of task order and issue resolution, where the focus was on finishing one task at a time to avoid much strain. It was hard, but at the same time, I enjoyed the challenge and was aware that these abilities would come in handy in additional hospitality jobs.
There a lot of skills that I have garnered in the course of this experience that I wish to carry forward in my career. To begin with, I appreciate the value of keeping calm and remaining professional even when faced with overwhelming challenges. In the future, I intend to control reactions towards stress so that I will be able to interact with guests positively, regardless of the situation. I know now that the guests can feel our energy and it is likely that once we are all busy and stressed, it will be detrimental to them enjoying their stay. In subsequent roles, I intend to implement skills such as deep breathing exercises and mental reframing of the busy times to be able to maintain my performance levels.
On top of that, I also learned to value the role of communication and working as a team. For instance, during my placement, stress was reduced when team members communicated with each other. For instance, when I told a co-worker that I had abandoned a few tables for anyone who wanted them, she took some of the tables which was helpful. In the future roles that I hope to be occupying, I will make sure that the team members communicate and assist one another as even the smallest acts have proven to be helpful.
Finally, this practice enhanced my resolve and determination to rally for proper staffing and employee resources in the hospitality industry. Should I ascend to a managerial position, I will focus on developing and promoting the feeling of appreciation and support among the employees. Understaffing while on duty is very difficult, as it presents a classic case of a stress cycle revolving around guests and employees. In regard to the said challenges, I would counsel the senior management with respect to adequate levels of staffing to avoid compromising on service quality and health of the employees.
To sum it up, the placement at Hilton Hotel Northampton in the F&B department was a learning trial with many challenges. It revealed the burden of service in a fast paced and competitive workplace and instilled unyielding spirit, comradeship, and leadership. The entire incident has redefined the way I look at the hospitality business and trained me in the knowledge and skills that I shall use in the subsequent course of my career.
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