

BMIH6001 Contemporary Themes in the Hotel and Hospitality Sector







Sheron Ahmed (2117695)
Dr. Ernest Balutie Wavei









Acknowledgement: I acknowledge that no AI was used for this research paper. 



Staff shortage and Labour challenges
Abstract
In defiance of the challenges that the hotel and hospitality sector face in retaining skilled employees, minimal focus has been placed on the developing employee retention strategies, resulting in inadequate organisational effectiveness and sustained growth. This research paper analyses the contemporary theme issues particularly on the topic of staff shortages and labour challenges within the hotel and hospitality sector by using Hilton as an example to the related topic. The research identifies low wages, miserable conditions at work, a skills gap, and global pandemic issues as factors contributing to labour shortages. The research paper then examines Hilton’s unique hiring process, retention and development strategies, and presents an innovative approach. Attractive salaries, flexible schedules, an opportunity to engage in professional development activities, the use of technological capabilities to meet current demands are among the hiring needs while organisations develop a skills database. This research paper demonstrates that the hotel and hospitality sector require a comprehensive human resources management (HRM) transition to address labour challenges while providing a more appealing career path. 
Introduction
While personnel have been an issue in the hotel and hospitality sector for some time now, COVID-19 pandemic contributes towards the impacts of the challenges faced. As consumer demands grows rapidly, hospitality establishments experiences staff shortages. In the view of Shapoval et al. (2021) the shortage of staff undermines customer satisfaction, service quality, as well as the economic sustainability recovery of hotels and hospitality establishment post COVID-19 pandemic. The labour challenges were brought about by numerous factors that had impacted hotel and hospitality sector, such as inadequate salaries, lengthy work hours, limited opportunities for work progression, physical strain, as well as organisational and global pandemic issues, rendering hospitality employment opportunities and challenges to acquire (Ghani et al., 2022). The research studies on Hilton, the world’s largest hospitality business organisation, which gives an insight into the hotel and hospitality labour challenges. COVID-19 lockdowns resulted in furloughs and significant reductions in staffing which had impacted on employees’ morale. In terms of recruiting, the hotel and hospitality sector were competing with businesses which provide greater flexibility, higher salaries, and secure employment (Luhn, 2022). This research study examines Hilton’s staffing shortages and forward-thinking strategies for addressing the hotel and hospitality sectors’ labour challenge. The findings may suggest in assisting hospitality organisations recuperate their staffing as well as attract skilled workers within a highly competitive labour market to mitigate skills gap. 
Literature Overview
Labour shortages in hospitality sectors
There had been issues concerning staff shortages in the hotel and hospitality industry, the most recent being COVID-19 global pandemic. From a wide range of hotel positions ranging between housekeeping, food and beverage, administrative and corporate responsibilities, acquiring such skilled employees were difficult task (Elshaer and Marzouk, 2019). The predicament witnessed after the global pandemic, had shaken up the hospitality sectors’ awareness to sustain an exemplary service delivery as customers’ evolving needs and demands increases. The diverse complexities resulted from the global pandemic, and hospitality industry challenges had suffered a huge setback (Aladwan et al., 2022). Due to COVID-19, lockdown restrictions were imposed by the government, and significant number of redundancies resulted to employees being laid off, which had an adverse effect on the engagement of employees (Shapoval et al., 2021). From the perspective of Tu, Li and Wang (2021) suggests that this lack of compliance of a psychological contract between employer and employee creates discomposure to recovery. The redundant employees, majority of hotel workers were reluctant to make come back in an uncertain environment in the hotel and hospitality sector (Tu, Li and Wang, 2021). This style of operation has implications for the hotel and hospitality staff members that returns to their jobs in a situation of uncertainty, especially in production operations, which significantly depends on flexible labour to cater to shifting customer demands. The hotel and hospitality sector experiences challenging side of labour since the COVID-19 pandemic accelerates change in the labour market. According to Huang et al., (2021) hotels and hospitality industry contending over suitable management and employees, can result in higher incentives and an improved continuous scheduling. The inadequate supply of talent pool causes rivalry in hotels and hospitality industry, particularly among new hires who keep the hospitality establishments operating.
Work life balance and job satisfaction
After the COVID-19 pandemic, the insufficiency of hotel staffs and job satisfaction, work-life  balance are a critical discussion in the literature today. The hotel and hospitality sector’s 24/7 operations, fluctuating timetable, and intensive workplace cultures leaves the employees overwhelmed (Chandran and Abukhalifeh, 2019). The lack of work-life balance is a significant reason which hotels and hospitality labourers leave their employment. Heirmel et al., (2020) found that poor time management affects employees’ personal and professional mental and physical health as well as organisational performance, and continuance. The COVID-19 pandemic has made many labourers reconsider their goals and seeking employment which offers greater flexibility and personal time. Hoteliers have conventionally relied on labour teams, willing to work lengthy, irregular, and frequent unsociable hours, exposing them to this shift in worker choices (Chan et al., 2023). The hotel and hospitality industry must adapt to these changing expectations to overcome its staffing crisis (Stamolampros et al., 2019). Other factors which contribute to work-life balance issues are job satisfaction and low compensation. This is one of the main reasons  why hotels and hospitality employees leave work. This hospitality sector may have lower wages than the other service industries due to the firm’s labour-intensive nature and tight profit margins (Willie, 2021). As a result of excessive stress, lack of autonomy and physically demanding hotel and hospitality service work, the burnout and turnover rates are high (Wen et al., 2020). This occurrence is omnipresent among the frontline workers who interact with consumers and are under the operational strain.
Skills gap and training challenges
A growing skills gap hinders the hospitality industry’s ability to effectively operate well and adapt. Within the realms of digital marketing and revenue management, who possesses the capability for technological and industrial advancements, as well as proficiency (Xie et al., 2023). The author’s synthesis indicates towards young professionals who leave hotel employment for financially rewarding jobs. It has increased apprehension about whether the hospitality sector can survive in a changing consumer market. Unfortunately, many corporations don’t invest in training and development, which widens the skills gap. Nikadimovs and Ivanchenko (2020) examines the work-based perspective, emphasising staff training, job satisfaction and hotel sector turnover. From which they found in their survey, that inadequate training and career growth possibilities contributes to employee’s unhappiness and turnovers. It also emphasises the necessity of professional renewal in recruiting and create efficacious human resources and ensuring that employees are skilled for the present hotel and hospitality organisations (Nikadimovs and Ivanchenko, 2020). Also take into an account that hotels and hospitality sectors need to develop crucial training programs and workshops. The short tenures, frequent turnover, and poor profitability within the hospitality businesses are some causes of undeveloped training. Many businesses struggle with training programme of studies due to technological advancements, making it expensive logistically challenging to upgrade. The hospitality industry is deficient of staff with soft skills such as emotional intelligence, cultural sensitivity and adaptability. These skills are essential in hotels and hospitality sectors working with different manufacturing lines or service industries, multifarious personnel and significant customer relation (Lee and Kim, 2019). Traditional training may not provide for such skills development or availability.
Innovation in recruitment and retention
Hotel human resources (HR) are looking for innovative strategies to attract and retain skilled staff. Recruiting for example, as mentioned by Singh and Supina (2024) encourages typical employment applicants who have changed occupations or intend to leave. This prominent industry change requires recruitment options for undiscovered markets for workers (Singh and Supina, 2024). A persistent evaluation of theses approached effectiveness in meeting employee goals, organisational culture and workforce efficiency is required. Technology for recruiting and retaining employees has advanced in the hospitality industry. Artificial intelligence (AI) is increasingly being used in recruitment and onboarding to improve the applicant experience and streamline employment (Croissy, 2023). Even the efficacious advantages of such solutions must be carefully considered in a sector that are focused on interpersonal relations and feelings. An organisation’s initiatives include creating corporate culture, offering more appealing and profitable income and incentives as well as outlining career paths. A positive organisational and career opportunities retain such employees (Naz et al., 2020). These strategies execute best when labour pool classification and desired outcomes are known. 
Application To the Hotel and Hospitality Sector
Political
The hospitality labour market is heavily impacted by government immigration laws, minimum wage laws, and worker protection legislations which are sometimes neglected. Hotels, generally relying on immigrant labour, have seen their database of potential employment candidates lessen due to stringent immigration laws in many countries. Huge chains have had to reconsider their recruitment strategies, focusing more on domestic hiring and internal staff development (Jiang, 2023). However, this adaptation has distinct challenges. The hotel’s and hospitality sector’s employment value offer must be reconsidered since the domestic workers have higher income expectations and may see the hotel and hospitality jobs as less appealing. Hotels already have low profit margins, the legislative drive for an increase minimum wage aggravates. The discrepancy between cost of labour and profitability place emphasis for the need of new approach to undertake appropriate remuneration and feasibility.
Economic 
As we have difficult labour demands, due to the low unemployment and increased income across all divisions. Because of low unemployment and rising incomes across all income levels, the hospitality sector face high labour demands. This determines workers’ employment contracts, creating the labour market an area for sellers. Salary packages changed hospitality establishments’ operating expenditures and profitability as a result of personnel attraction and retention expenses. On the other hand, Hilton was compelled to raise the salary range by 10-20% for specific jobs (Spearance, 2022). This is a key approach, but the above plan may not work unless the income and efficiency concurrently. Establishing a company that pays employees competitive rates and monetize is an essential industry challenge. The issue is made unsatisfactory because the demand for hotels is usually recurring. That is why the hotel and hospitality industry need to enhance its financial approach, which would ensure the stability and attractiveness of further employment in spite of the potential prospects’ ambiguity. 
Social
The hotel and hospitality industry has slowly adapted to changing work attitudes, particularly among the younger generations, reshaping the labour market. Work-life integration, purposeful job, and career development are lacking in traditional hotel jobs. Hilton’s employee value proposition (EVP), adjustable work hours, and career openness are encouraging sign of adaptability (Sperance, 2022). These efforts require rigorous evaluation for effectiveness and scalability. To comply with modern worker requirements, sector job descriptions and organisational structures must be overhauled. This may be achieved by encouraging continuous learning, reanalyse hierarchies and creating more adaptable career paths that allow lateral movement and specialisation. The industry must also rebuild its reputation as a place of high stress and little autonomy, which drives away younger workers who prioritise workplace satisfaction.  
Technological
Automation and artificial intelligence (AI) are transforming the hotel and hospitality businesses, creating new opportunities and risk for human resource management (HRM). Even though technology can help with staffing needs, a skills gap could emerge as a result of employees’ need to constantly improve their abilities. In order to augment its human workforce , Hilton makes use of AI-powered tools such as the ‘Connie’ the concierge robot (Jiang, 2023). By integrating such technologies requires caution. An increasingly  computerised hotel business risks losing  the human touch that makes customers happy. The focus on improving employees’ cooperation with developing technologies is exemplary, however, it does raise the question of what the future holds for the hospitality industry. Hoteliers must use technology to boost efficiency while maintaining their personal touch on delivering customer service. Due to rapid technological changes, the hospitality sector needs a more flexible human resources (HR) development approach, hence the importance of training continuity.  
Environmental
Customers’ and employees’ decisions are influenced by sustainability awareness, as are hotel staff and operations. Hotels’ staffing levels and responsibilities may change as they demonstrate their environmental responsibility. This corresponds to Hilton’s sustainability training and their staff development (Jiang, 2023). This plan must go beyond greenwashing to make sustainability part of the hotels’ daily functioning. This transition will require organisations to re-evaluate their core competence and train employees to think diversely. The hospitality sector must consider strategies of how to hire individuals that would benefit the world, finances, and purpose. These can be achieved by training staffs to think more ecologically, incorporating environmental issues into current job functions, and creating new sustainability roles.
Legal
Regulations regarding compensation and labour classification have a significant impact on hotel operations and employment. Due to complicated contractual requirements, many hotel chains around the world manage their employees differently. Hilton must comply with numerous conflicting rules (Giousmpasoglou, 2024). To comply with new laws while maintaining production, the industry must increase legal requirements. Contacting legislators, like any other governing body, enables them to establish labour regulations beneficial to workers and hospitality businesses. 
Hotel reaction 
Hilton’s reaction demonstrates that current approaches are imprecise and proposes sector-wide solution. Hilton’s Guild Education program is a collaboration with Guild Education that offers tuition-free learning opportunities for Hilton employees helping to attract and retain staffing (Sperance, 2022). This program assesses short-term staffing needs for specific occupations as well as permanent employee development needs. Suggested by Jiang (2023) that flexible working may improve career contentment and skills development. Hilton’s ‘odd job’ program allows their employees to work in various roles across the sites. They must investigate how flexibility can be implemented throughout the organisation and address genuine concerns. Artificial intelligence (AI) and automation are critical to hotel operations for a variety of reasons. However, these technologies have an impact on morale, employment and guest experience, so they must be monitored. As noted by Jiang (2023) Hilton’s team member assistance fund (TMAF) helped create a workplace culture that tackles concerns about labour relations. It’s unclear whether such strategies lowered hotel worker stressful circumstances. These strategies may help to alleviate ongoing industrial labour issues, although they may not be guaranteed. 

Future policy and management suggestion for addressing labour challenges
Managing and retaining talent
As opposed to rapidly dealing with the challenges of human resources management (HRM) in hospitality sector, organisations require comprehensive personnel and talent acquisition tools that can meet current demand for performance while enhancing the skills of their key personnel. Job exploration and hands-on training are both vital for developing employees’ capabilities (Grigoryan, 2024). Hotels and institutions collaborate to assign trainees and educate them of basic competencies  in hospitality (Jiang, 2023). The key competencies required for an employee in hospitality includes communication skills, attention to detail, problem solving, multitasking, customer service skills and  interpersonal skills. Also, a hands-on training is one of the most effective ways to learn and experience about hospitality, but some hotels struggle to understand where and how to include it in the process of training. Due to the multiple measures to reduce employee turnovers and skills gap, the return on investments must be reviewed at the highest level. Hotels must also provide a unique employee incentive program and retention scheme to allow right candidates compete for jobs (Dogonyaro, 2021). Some ideas of employee incentives maybe offer various reward options such as an increase salary, paid time off, gift certificate, reward their work frequently, personalise their goals with alignment of the company. The complicated relationship may provide an adequate basis for training and growth forecasting strategic workforce effectiveness and meet current and projected hospitality employee needs for expertise.
Incorporating flexibility and technological integration 
Majority of employees demand for more freedom at workplace, meaning that flexibility in the organisation and being allowed to work from home is important. Technologies have been used for streamlined functionality by many hotel chains, which may be difficult to focus on face-to-face interaction typical especially in the service sector (Sperance, 2022). Success measures for flexible work arrangements must consider company performance productivity, relationships between staff members in flexible schedules, and service delivery to customers. Hence, technology must be implemented skilfully in every possible circumstance of staff shortages. Automation may assist the employees in looking for an opportunity to interact with the guests and eliminate tedious tasks, however, the hotel sector may overdo technology (Grigoryan, 2024). Iterestingly, the advantages of automated systems and AI are discussed, such as providing an enjoyable experience in the hotel industry while not being overused. 
Developing goal-orientated values and diverse initiatives
Personnel management entails selling the goal of developing value in the company’s mission and values statement, as well as promoting individuals as valuable assets in order to attract and retain fresh talent. Therefore, implementing such concepts at work, which employees can feel engaged in, and demand thoughtfully considered. Grigoryan (2024) pursues exponentially that employees are at risk of ‘purpose-washing’. Without considering of new information, the underlying change may affect prospective applicant numbers. These initiatives need large network systems and numerous entities to employ a large number of people (Rosales et al., 2022). An in-depth review of the work environment is necessary to identify structural biases and avoid this through the process of those participating in change initiatives. 
Conclusion
Unanticipated labour challenges may cause the hotel sector to stagnate and even decline. Hilton hotels are investigating labour shortages and high turnover. It was attributed by older methods and higher workforce expectations, along with COVID-19 pandemic intensified the situation. Better beneficial education, flexible working schedules, and technology advancements may be advantageous of Hilton and the hospitality sector. The organisation is unlikely to tackle the significance or period of employment. The service sector must reconsider its workforce, compensation, and employer reputation. To protect individual career choices, hospitality businesses should strive for a setting that is more inviting, intriguing, rewarding and meaningful job opportunities and increased use of technology. Developing a recruitment skilled database and meeting short-term skills requirement may motivate the workforce. This will alleviate the skilled labour shortages and will keep the hotel and hospitality sector more alluring and economically engaging for years. 
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