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[bookmark: _Toc211438817]Chapter 1: Introduction
[bookmark: _Toc211438818]Background
The hospitality industry in the UK in particular has been going through numerous challenges over the recent years such as the severe issue of shortages in the workforce. Brexit and the post-COVID-19 effects have only exacerbated this by causing a major impact on recruitment and retention in the sphere (Hildreth, 2025). In this regard, Leonardo Hotel Croydon will be a case study through which these staffing concerns and implications on the operations will be discussed. Leonardo Hotels is a well-known brand that is established in the hospitality industry and is founded on the provision of quality services to clients. The hotel is located at Croydon, which is one of the key business locations in South London and therefore has a large number of clients, business travellers and tourists. Nevertheless, just like most organisations within the hospitality sector, Leonardo Hotel Croydon has had a significant shortage of workforce which has touched on its operations and service delivery.
The primary issue of this research project is to know the causes of such staff shortages in the Leonardo Hotel, Croydon, and examine the consequences of these on the day-to-day running of the hotel. The present study aims to determine the effect of understaffing on the level of operational efficiency, the well-being of the employees, and the quality of the services (Senek et al., 2022). Moreover, the study will examine the current staffing experience in the hotel to understand whether the practice is a source of the problem and how the problem can be solved.
This study is significant because the hospitality industry continues to contend with the shortage of labour and the repercussions of the world events. The problem of staffing is not unique to the requirements of a single hotel as it is also present throughout the hospitality industry as a whole, with a skilled and stable workforce required to maintain the quality of provided services at the high level (Wei et al., 2024). The given research, by critically analyzing the problem of staffing of the Leonardo Hotel Croydon, will contribute to valuable input, which can assist the hotel management in handling the issues more effectively and making the overall performance of the hotel more efficient. According to this specific scenario, the research will offer practical suggestions to improve employee retention and streamline the operations of the hotels in the setting of incessant gaps in the workforce.
[bookmark: _Toc211438819]Research Aim
This study aims to investigate the causes of staff shortages at Leonardo Hotel, Croydon, assess their implications for operations, and propose practical strategies to address the issue.
[bookmark: _Toc211438820]Objectives
· To identify the main factors contributing to staff shortages through literature, industry reports, and case studies.
· To examine the operational impact of staff shortages on workload, efficiency, and employee well-being.
· To evaluate how existing staffing practices influence workforce stability.
· To provide evidence-based recommendations for management to improve recruitment, retention, and operational efficiency.
[bookmark: _Toc211438821]Chapter 2: Literature Review
[bookmark: _Toc211438822]Impact of Brexit and COVID-19 on Staffing
Brexit and the COVID-19 pandemic have significantly affected the hospitality industry in the UK by causing staff shortages. Schimmelfennig (2021) believed that the departure of the UK from the European Union resulted in a great decrease in the number of workers offered by the EU countries, which traditionally contributed a huge percentage of the workforce in hospitality. This labour mobility limitation made the prevailing staffing problems, especially within the hospitality industry, which is predominantly dependent on migrant workers, even worse. These issues worsened because of the COVID-19 pandemic, as temporary shutdowns, furloughs, and the halt of international travel, among other factors, caused a workers' mass exodus in the industry. Bajrami et al. (2021) discussed how the pandemic decreased the quantity of workers, not only that, but also caused the attitude of employees to change significantly, as many of them prefer to move out of the hospitality industry to other sectors that seem more resistant to the pandemic. All these combined have led to the current staff shortage in the UK's hospitality sector, such as hotels, such as the Leonardo Hotel Croydon.
[bookmark: _Toc211438823]Staff Shortages in Hospitality
The problem of staff shortage in the hospitality industry is not a new concept, as it has been documented in numerous studies over the years, especially in the hotel and restaurant sectors. According to Innerhofer, Nasta and Zehrer (2022), underlying factors of these shortages are usually low wages, high turnover rates and that it is a seasonal industry. Research has demonstrated that the hotel industry is facing difficulty retaining employees because of the physically demanding nature of the job and the abnormal working hours. Moreover, the hospitality employees are usually not provided with good career growth, discouraging long-term practice. An augmenting requirement of skilled labour has added to this problem since the hospitality industry remains recovering after the pandemic, creating a competitive labour market. The lack of skilled and trained personnel puts a lot of strain on the hotel's daily operations, leading to disruption of services and reduced satisfaction among the guests.
[bookmark: _Toc211438824]Technological Influence
Technology has been viewed as the way out of staffing shortages within the hospitality industry. Ivanov et al. (2020) explained that automation and computerised devices are being introduced in the hotel sector to reduce human labour use. It has been reported that introducing self-check-in kiosks, room service robots, and AI-driven customer service machines has helped reduce the workload of already overburdened staff, especially in repetitive or time-intensive tasks. In addition, workforce management software and scheduling systems have been used to ensure hotel managers optimise the workforce, so that the right number of employees are scheduled to cater to demand. Although these technologies have the benefit of efficiency in their operations, they also assist in reducing the adverse effects of staffing shortages. Nevertheless, other researchers have observed that the efficiency of such technologies may be reduced by the digital incompetence of the personnel and unwillingness to embrace technological innovation, particularly in work-intensive industries such as hospitality (Arias-Pérez and Vélez-Jaramillo, 2022).
[bookmark: _Toc211438825]Employee Well-being and Workload
Employee well-being concerning staffing shortages is an important issue in the hospitality industry. Research has identified that workloads cause stress and burnout and lower job satisfaction due to understaffing (Abd Hadi et al., 2023). Specifically, hotel employees are frequently called upon to do more work and work longer hours to cover the worker shortage, which may have severe effects on their physical and mental conditions. According to Yaraghi et al. (2024), the consequences of such stress in the long run may result in an increased turnover and decreased employee morale, further worsening the staffing issue. Moreover, the quality of service to guests is also affected by understaffing since highly overworked employees cannot deliver high service standards as customers expect. 
[bookmark: _Toc211438826]Solutions and Best Practices
There are a number of solutions and best practices that can be applied to solve staffing shortages in the hospitality industry according to the literature. Mishra (2024) mentions the necessity of improving recruitment and retention through more efficient training programs, career development and employee engagement strategies. Hotels with good career development opportunities, including good remuneration and career advancement, are less likely to be written off. Also, organising employees with benefits like flexible schedules and mental health assistance will greatly enhance job satisfaction and lessen burnout. As previously noted, technology is also important in helping lessen the staffing load. According to Yilmazdogan, (2024), hotels that invest in workforce management systems, staff wellness programs, and automation have a higher chance of coping effectively with staffing shortages. The positive contribution of good leadership and positive work culture to employee retention has been present in other studies, where it is established that motivated employees are more likely to remain in their jobs and help a hotel succeed in the long term.
[bookmark: _Toc211438827]Gaps in Current Research
Although the research on the issue of staff shortages in hospitality is extensive and widespread, there is still a gap in the research that would specifically relate to the peculiarities of the issue experienced by single hotels, including Leonardo Hotel Croydon. Although wider industry reports and scholarly literature address the general trends, there is no study involving a narrow case study, especially on how staffing shortages can be addressed at the functional level within a given hotel environment (Popely and Uhlir, 2023). Numerous studies emphasise the importance of technology in addressing the staff shortage, but no studies have investigated the feasibility of application and the obstacles to technology adoption in medium-sized hotels. Also, though the existing literature offers useful information about the well-being of employees, further studies about the effect of understaffing on the physical and mental fitness of employees in high-demand work settings, such as hotels, are necessary. This study seeks to fill these gaps with respect to the particular case of Leonardo Hotel Croydon and understanding how it addresses the staffing shortage and how this affects the hotel's operations.
[bookmark: _Toc211438828]Chapter 3: Methodology
[bookmark: _Toc211438829]Research Approach
The study will be a secondary qualitative study that uses available academic literature, industry reports, and case studies to understand the staff shortages at Leonardo Hotel Croydon. The case study research method is rather appropriate as it allows studying a specific phenomenon, i.e., the staffing problem, in a natural setting (Cleland et al., 2021). Case study approach will enable the researcher to focus on the exact scenario of Leonardo Hotel Croydon that will yield practical information that can be applicable in the current situation in the hotel industry.
[bookmark: _Toc211438830]Data Collection Methods
This study will utilise different secondary sources that include academic journals, books, industrial reports and case studies as a source of data. These sources will provide much information concerning the current staffing situation of the hospitality industry in the UK, particularly following the Brexit and the COVID-19 pandemic. The causes and effects of staffing shortages in the hospitality industry will be provided through peer-reviewed information in the form of academic journals and through books, theoretical insights, and a broader scope of the discussions of the issues in the industry (Ghani et al., 2022). The current data-driven information on the trends and staffing issues will be obtained from industry reports, especially the impact of Brexit and COVID-19, including those provided by the UK Hospitality Association. Moreover, the available case studies of other hotels and hospitality companies will be applied to compare and determine the best practices to mitigate staffing shortages. With all these sources combined, the research will be able to have a full picture of the issue, both theoretically and practically.
[bookmark: _Toc211438831]Data Analysis Method
Thematic analysis will be used as the main means of data analysis in this study. This method will provide the opportunity to conduct methodical analysis of qualitative data, which will allow defining important themes, patterns, and trends found in various sources of information (Christou, 2022). Thematic analysis will be performed which include, i.e., reading and re-reading the data to identify the key concepts related to the issue of staffing shortages, employee welfare, operational effectiveness, and recruitment strategies. These themes will be coded and classified and will offer the description of the primary issues that the literature and case studies used. Once the themes are identified, they will be discussed against the research questions to provide a clue about the cause and effects of staff shortages in Leonardo Hotel Croydon. The analysis will also assist in revealing the operational effects of these shortages, especially on the workload of employees, service quality, and efficiency. The final objective of the thematic analysis is to develop a list of actionable recommendations based on the patterns and insights described in the data.
[bookmark: _Toc211438832]Limitations
The use of secondary data is also one of the major limitation of this study, as secondary data is not as deep and specific as primary research. Given that the study will not require gathering original data on hotel employees or management, the results will be pre-existing, which will not necessarily reflect the entire range of the problems at Leonardo Hotel Croydon. Also, secondary data can have built-in bias based on the views and approaches of the original authors, and as such, this may not apply to the context of Leonardo Hotel Croydon (Roach, 2024). The second weakness is the possibility of lapses in the available literature, particularly in the specific case studies of hotels such as Leonardo Hotel Croydon. Much of the available literature broadly deals with industry trends or looks at the problem of staffing shortages in general, which does not possibly reflect the specific issues affecting this particular hotel. Since there is no primary data on employees and the management of Leonardo Hotel Croydon, there is also the possibility that the research might not cover all areas of the operational impact of staff shortages.
[bookmark: _Toc211438833]Ethical Considerations
Though secondary data is utilised in this research, ethical considerations are very important in determining the integrity and credibility of the research. According to referencing, it will be observed during the research process to credit the original authors of the resources used. Any secondary data employed in the analysis will be properly referenced to prevent plagiarism and promote academic integrity. Also, the study will ensure that the sources are reliable and pertinent, based on peer-reviewed academic journals, reliable industry reports, and other credible sources (Hasan, 2021). Ethical concerns associated with data utilisation, including respecting the intellectual property rights and not misrepresenting the original research, will be strongly followed in the study.
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