


Executive Summary
This report is a critical study of the phenomenon of staff shortage in Premier Inn Hartlepool, an important brand of the midscale hotel division of Whitbread PLC. Across the hospitality industry, this is a challenge that results in severe implications with respect to operational efficiency, employee morale and guest satisfaction. The study uses a case study methodology, examining secondary qualitative data, thematic analysis of content, and professional observations regarding the origins, impacts, and possible solutions. However, key findings reveal systemic issues like insufficient compensation, job insecurity, difficult work environment and career advancement opportunities as major causes to these high turn over rates. From here these issues cascade into a cascading effect on service quality issues through delays, decreased housekeeping standard and customer satisfaction. Despite improvement retention efforts like flexible scheduling and increased training, there are still persistent voids that leave these systemic issues unaddressed but still stress operations.
To meet these challenges, the report recommends that ways to develop compensation, job security through permanent contracts, and employee training and career progression be increased. To increase engagement and decrease burnout flexible scheduling, and employee recognition programs are suggested. Furthermore, practical ways to help ease labor shortages and increase operational efficiency are listed as automation adoption and community collaborating. This is based on Herzberg’s Two Factor Theory and Maslow’s Hierarchy of Needs and the strategies plan to build a more conducive and workable work environment. The study illustrates a need for a balanced approach to understanding how to achieve employee well being whilst also achieving operational goals, offering lessons for Premier Inn Hartlepool and the wider hospitality sector to proactively manage labor market issues.
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[bookmark: _Toc182593913]1. Chapter One: Introduction
[bookmark: _Toc182593914]1.1 Aim and Objectives 
The aim of the research is to explore the key factors contributing to staff shortages at Premier Inn Hartlepool and identify effective retention strategies to improve employee retention and reduce turnover.
Objectives of Research Activity
· To examine the primary causes of staff shortages at Premier Inn Hartlepool.
· To evaluate the impact of staff shortages on the operational efficiency and customer satisfaction at Premier Inn Hartlepool.
· To identify and assess retention strategies that could help mitigate staff shortages and improve employee retention at Premier Inn Hartlepool.
[bookmark: _Toc182593915]1.2 Research Questions 
The research questions are 
1. What are the main causes of staff shortages at Premier Inn Hartlepool?
2. How do staff shortages affect the operational efficiency and customer satisfaction at premier Inn Hartlepool?
3. What retention strategies could be implemented to address staff shortages and enhance employee retention at premier inn Hartlepool?
[bookmark: _Toc182593916]1.3 Background Information
Hartlepool strengthens its role as a major coastal tourism hub based on its strategic positioning, home to a well established network of midscale properties via the popular Premier Inn brand. However, in stark contrast to this, recent industry studies (MensahKufuor, 2020, Wernick, 2020) have highlighted operational challenges as a result of high employee turnover and labour shortage. Not only do these shortages disrupt daily operation and guest experiences, but research on service recovery and engagement strategies in these similar contexts highlight that these situations are not uncommon (Sadhale, 2023; Wilcher, 2018).
[bookmark: _Toc182593917]1.4 Scope and Organization
This report is organized as follows:
A thorough literature review is presented in Section 2 in which the gaps in existing literature on staff shortages in the hospitality sector are highlighted. In section 3, the report elaborate on the methodology of the study including case study analysis and thematic content exploration. In Section 4, Operational dynamic of Premier Inn Hartlepool are analysed using SWOT and PEST analysis that aided to understand its operations in a better way. Section 5 critically looks at the impact of the shortage of staff and the solutions. Finally, in Section 6, key findings and recommendations are detailed, and finally a reflective account of the placement experience. The report works through these dimensions systematically in order to provide actionable insights on how to reduce staff shortages and subsequently improve operational excellence at Premier Inn Hartlepool.

[bookmark: _Toc182593918][bookmark: _Hlk181068010]2. Chaptrer Two: Literature Review
Staff shortages plague the hotel business, affecting operational efficiency, employee happiness, and service quality. Staff shortages are rigorously examined, including causes, effects, mitigating options, and research gaps. Herzberg's two-factor theory and Maslow's hierarchy of needs are used to analyse industrial employee motivation and retention.
[bookmark: _Toc182593919]2.1 Theoretical Perspectives on Staff Shortages
Herzberg’s two – factor theory of motivation is a theoretical model, but this has a lot of light on the reasons of staff shortages. Herzberg’s model classifies workplace factors into hygiene factors like salary and work environment and motivators, including salary and work environment, compensation and benefits, appreciation, career growth benefits (Hur, 2018; Kotni and Karumuri, 2018). Retention in hospitality sector is largely dependent on intrinsic motivators such as, meaningful work and career progression (Rai, Varghese Thekkekara and Kanhare, 2021) Furthermore, with Maslow’s hierarchy of needs, the employee wellness and fulfilment has been adapted as a solution to staff shortage (Chalakova, 2018; Hale et al., 2019). Based on these frameworks, a framework has been developed to understand the multifaceted drivers of labor shortage, and identify specific solutions.
[bookmark: _Toc182593920]2.2 Causes of Staff Shortages in Hospitality
A number of the causes of staff shortages in the hospitality industry are interrelated. Especially low compensation and job insecurity are two major causes, as stated by Ashton (2018), due to insufficient compensation dissatisfaction results in high turnover. Like Liu-Lastres, Wen, and Huang (2023) also discovered that economic uncertainties in the post pandemic era lead to employee migration to industries that are more stable.
Intermittent and heavy workloads can contribute to bad working conditions. According to Holston-Okae and Mushi (2018), unfavourable settings lower morale and increase staff turnover. Shirsat and Hoffman (2024) argued such circumstances and an industry-wide failure to address burnout had enabled labour shortages to remain.
The absence of job growth possibilities makes matters worse. According to Stephens (2020), millennials desire professional progress and advancement, but the hotel business fails to meet these expectations, causing widespread dissatisfaction. According to Bowen and Morosan (2018), automation has removed repetitive jobs but has not optimised staff skill growth.
Workplace harassment and bullying are another neglected factor. Ram (2018) found that hospitality workplace violence and harassment reduced employee retention. Hostile environments discourage long-term commitments, particularly for vulnerable populations.
[bookmark: _Toc182593921]2.3 Impacts of Staff Shortages
Staff shortages in hospitality have far-reaching effects. Awareness of decreased workforce disrupts operations and lowers productivity, affecting operational efficiency most. Egessa, Ojera, and Onyango (2022) found that disengaged personnel in understaffed situations fail to satisfy service delivery requirements, causing delays and mistakes. Operations stress cascades into visitor experience.
Shortages of staff affect service quality, a cornerstone of the hospitality business. Ali et al. (2021) state that a low labour population hinders consistent and dependable service, resulting in consumer discontent. Moghavvemi, Lee, and Lee (2018) added that personnel availability affects customer service quality.
Staff shortages affect operations and increase workload, which leads to burnout. Ann and Blum (2020) found that senior personnel are most impacted since they must replace lost staff and accelerate turnover.
Customer dissatisfaction and disloyalty result from operational and staff issues. Budur and Poturak (2021) noted that customer loyalty is mediated by customer satisfaction in the link between staff performance and customer performance, hence staff shortages damage brand reputation.
[bookmark: _Toc182593922]2.4 Strategies to Mitigate Staff Shortages
To address staff shortages, it is needed to do it across the board and be proactive. The most consistently recommended solutions have to do with improved compensation and benefits. Retention of employees was emphasized by Ashton (2018) by offering competitive wages along with robust benefit package. In addition, Ali et al. (2021a) found financial incentives to increase morale and decrease turnover, especially in competitive labor markets.
Another promising strategy is flexible work arrangements that enjoy broad support from nearly all workers. Millennials want to work with companies that will allow flexible scheduling, observes Stephens (2020), with companies that offer flexible hours better equipped to retain talent. For instance, Holston Okae and Mushi (2018) suggested that there was need for adaptive workplace policies that would cater for employee’s needs and preferences.
Retention is critical, and employee engagement initiatives are crucial to that success. Kwon and Park (2019) showed that engagement strategies such as training programs, recognition systems and consistent feedback fit well within intrinsic motivators and maximise job satisfaction. Chalakova (2018) supports these findings by showing that employees that are engaged are more likely to stick with their organizations.
Another important enabler is the providing of career development opportunities. According to Ann and Blum (2020), when it comes to senior staff, mentorship programs and career pathways were apt for retaining employees. Besides enhancing employees competence, certain investment is also necessary in training and skill enhancement to increase employee loyalty.
Addressing workplace hostility is only possible in a safe and inclusive workplace. Zero tolerance policies for harassment and support systems for employees affected by harassment would be good steps in moving toward a more positive work environment, Ram (2018) argued.
Technology adoption can also help abate some of staff shortage hurdles. Bowen and Morosan (2018) believed automation can help lower the workload of employees to focus on higher value and meaningful tasks. However, this approach does need complementing investment in the training of employees in order for the technology to be successful.
[bookmark: _Toc182593923]2.5 Gaps in Existing Literature
However, while the literature contains important insights into staff shortages, it reveals areas for improvement. Many of the researches provide global trends of hotel, but slight to zero consideration of regional challenges, for instance, of hotels in Hartlepool. Second, it is seen that most studies fail to integrate how gender, race, and socio-economic factors all intersect to have an effect on employee experiences. Finally, with the post pandemic labor landscape, there exists a need for a different view of these retention strategies to the new employee expectations (Liu Lastres et al., 2023).
The hospitality business has staff shortages due to low pay, poor working conditions, restricted career options, and workplace animosity. These shortages affect operating efficiency, service quality, and customer pleasure. However, improved remuneration structure, flexible working arrangements, and employee engagement strategies may help but need organisational commitment and adaptability. Targeted research may fill gaps and provide practical insights into how to reduce personnel shortages and increase employee retention, like at Premier Inn Hartlepool.
[bookmark: _Toc182593924]2.6 Conceptual Framework
Here is the conceptual framework for the research
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[bookmark: _Toc181070583][bookmark: _Toc182593648]Figure 1: Conceptual Framework




[bookmark: _Toc182593925]3. Chapter Three: Research Methodology
[bookmark: _Toc182593926]3.1 Research Design: The Case Study Approach
Case studies are used in qualitative research to comprehend complex real-life phenomena and solve current problems (Yin, 2018). To study complicated situations, the method works best when phenomena and context are not clearly separated (Ebneyamini and Sadeghi Moghadam, 2018). His Hartlepool resort has a £5 lunch deal today, therefore the business is contemplating replacing the buffet breakfast with a cooked breakfast at higher hotel prices. 
Case studies may include interviews, document analysis, and observations (Takahashi and Araujo, 2019). Retention strategies for these challenges have not been examined. 
This research examines Premier Inn Hartlepool's operations and retention strategies on one occasion. This strategy supports the interpretive paradigm, which promotes subjective and contextual problem understanding (Naidoo, 2019). 
[bookmark: _Toc182593927]3.2 Strengths of the Case Study Methodology 
Case studies are beneficial. Second, context-bound complex phenomena may be analysed in detail (Eisenhardt and Graebner, 2007). It solves multidimensional concerns like staff shortages. Second, practice illustrates Abraham's analytical concepts (Welch et al., 2020). This case study examined how Premier Inn Hartlepool addressed staffing shortages. 
When theories fail, case studies might generate new ones (Bell and Warren, 2023). Qualitative approaches show intricacies that quantitative methods cannot (Azungah, 2018). 
[bookmark: _Toc182593928]3.3 Limitations of the Case Study Approach 
But the case technique has restrictions. Data collection and interpretation assumptions are biassed by researchers (Yin, 2018). The study employs credible secondary qualitative data to avoid bias. Generalising a big meta-study to wider populations is difficult (Ebneyamini and Sadeghi Moghadam, 2018). Case study offers culturally specific but transferable practical insights. It took less time than normal to conduct data-based case studies. 
[bookmark: _Toc182593929]3.4 Data Collection and Analysis
This study relies on secondary qualitative approaches, namely document analysis of Premier Inn Hartlepool research and reports. Historical and contextual aspects benefit from secondary data analysis (Cheong, 2023). Thematic analysis reveals trends and themes in workforce shortages, operational efficiency, and visitor satisfaction (Braun and Clarke, 2019, 2022). 
Premier Inn Hartlepool uses Netnography, a qualitative research tool, to analyse internet and staff evaluations. This method provides consumer and staff insights and thematic analysis of secondary data (Cheong, 2023).
[bookmark: _Toc182593930]3.5 Reflective Writing
Reflective writing is used to record the researcher's professional observations and interpretations during the placement. The interpretative paradigm helps us comprehend the situation by combining scientific results with impetuses (Myers, 2019).
[bookmark: _Toc182593931]3.6 Ethical Considerations
This research is moral. Since secondary data cannot be attributed to a person, confidentiality and informed permission are low (but not absent). According to secondary research ethics, all data source divisions are reputable, public, and accessible (Don-Solomon and Eke, 2018).
[bookmark: _Toc182593932]3.7 Limitations of Secondary Data
It lacks data quality management and might have gaps like any secondary data extraction (Cheong, 2023). The research checks validity and relevance by cross-referencing sources. Secondary data might also limit analysis compared to main data. 
Case study, theme analysis, netnography, and reflective writing form a rigorous framework for analysing Premier Inn Hartlepool's workforce shortages. Although the technique has limits, its contextual knowledge and practical relevance to this study are good. This research brings practical insights to the hotel industry's manpower and operations issue using secondary qualitative data. 

[bookmark: _Toc182593933][bookmark: _Hlk181068025]4. Chapter Four: Case Study: Premier Inn Hartlepool

One of the biggest and most renowned hotel chains in the United Kingdom is Premier Inn, (part of the Whitbread PLC portfolio). Premier Inn is already a well known brand for its consistent service quality and its affordable locations, even both in urban and regional markets. In this case study the operational structure of Premier Inn Hartlepool, as well as challenges relating to staff shortages and strategic positioning are critically analysed. This section offers an in depth review for readers unfamiliar with the brand or location using descriptive information and analytical tools such as SWOT, PEST, competitor analysis and netnography.
[bookmark: _Toc182593934]4.1 Premier Inn: Brand and Operational Context
With over 800 hotels in the UK, and expanding abroad, Premier Inn is a huge hotel chain. In the mid market segment, the chain provides high value accommodation targeting business and leisure travelers (BBC News, 2024a). Operated by Whitbread PLC, the brand has access to significant resources beyond the operation level, but also struggles under the influence of increases in cost and labor shortages (Espiner, 2024). One of the chain's strategically placed properties, Premier Inn Hartlepool titles itself as being right in the heart of the town, with many of the best attractions and transport links close to hand.
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[bookmark: _Toc182593649]Figure 2: Premier Inn Hotel Hartlepool
The hotel is located in Hartlepool a coastal town in northeast England with a history of maritime tradition. It has transformed its local economy from one with an industrial heritage to one based upon tourism and service industries. This shifts, however, could provide opportunities for the hospitality sector, yet also points these challenges: about the workforce availability, and about the economic disparities in the region.
[bookmark: _Toc182593935]4.2 Location and Geographical Context
The historic marina, National Museum of the Royal Navy, and community events are what Hartlepool is known for. This is the perfect place to stay for the tourists who want cheap accommodation in Hartlepool as Premier Inn Hartlepool is situated near these places of attractions. The hotel appeals due to the town's geographical advantages which include scenic coastal routes to, as well as around, and nearby urban centers like Middlesbrough.
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[bookmark: _Toc182593650]Figure 3: Premier Inn Hotel Hartlepool Location
However, the hotel operation is however influenced by social economic challenges confronting Hartlepool. Staffing shortages are a result of high unemployment and restricted access to skilled labour. Employment in the local labor market is based on low and part work, present recruitment and retention problems in venues such as Premier Inn (Espiner, 2024).
[bookmark: _Toc182593936]4.3 SWOT Analysis of Premier Inn Hartlepool.
The SWOT analysis of the operational dynamics of Premier Inn Hartlepool includes the strengths and weaknesses and the opportunities and threats most faced. This framework represents an attempt to point out the progress between internal amenities of annual report and external struggles for strategic based in competitive hospitality market concerning the hotel.
Strengths
The first strength of Premier Inn Hartlepool is its renowned reputation as a reliable and inexpensive brand. The hotel falls under the banner of the well known and much trusted Premier Inn chain and have managed to use superlative loyalty programs to boost customer loyalty and repeat bookings. Added to this, its location is also strategic, as it sits close to Hartlepool's high profile tourist attractions, like the historic marina and the National Museum of the Royal Navy, making the gesture an ideal meeting spot for both leisure and business travelers. Nationwide, Premier Inn has a standardized service quality that assures consistency of service quality in all its properties so as to create a predictable and satisfactory experience for all guests.
Weaknesses
Premier Inn Hartlepool is extremely weak internally. It's high employee turnover rate is one of the most pressing issues, being a problem that not only incorporates the hospitality industry. This also slows down operations and raises recruitment and training expenses. The problem is compounded by the fact that the hotel, dependent on a large force of low skilled workers, finds it difficult to attract relevant high skilled employees, in a tight labor market. Further, employees lack opportunities for future career development, which impact on employee motivation and their level of engagement and lead to dissatisfaction and turnover. These staffing challenges are stressful to the hotel operations with potential inefficiencies that will lead to poor guest satisfaction.
Opportunities
There are many opportunities or external environment in which Premier Inn Hartlepool can benefit. The upside of the growth in domestic tourism following the COVID-19 pandemic is that more UK residents are exploring local destinations than they used to. This ties in well to how Hartlepool is a coastal town with lots of cultural and historical prospectives. Moreover, hoteliers can meet such needs through advances in hospitality technology like mobile check ins, as well as automated systems that can help the efficiency and minimizing the need of manual labor. Even more the hotel could strengthen its value proposition by collaborating with the local attractions and business would be able to have mutually beneficial relationship and attract more guests.
Threats
However external threats, these are countered. With high price sensitivity in the hotel industry, the rising labor costs and inflation present a big challenge to the hotel's profitability. But it has risks, due to competition from other budget hotel chains and local bed and breakfasts that want to steal market share. Premier Inn Hartlepool will find itself suffering from pressure of its competitive rivals that will expand to regional markets and erode the customer base. Moreover, the unstable economy of Hartlepool characterized by high unemployment rates and limited for local spending power, compounds hotel’s operational environment.
[bookmark: _Toc182593937]4.4 PEST Analysis
The PEST framework evaluates the macro-environmental factors influencing Premier Inn Hartlepool:
· Political Factors: The number of foreign workers in hospitality has been reduced under post Brexit immigration policies, in addition to the existing labor shortages (Espiner, 2024). Resources can be provided to the government in the form of training programs to keep it active, and help handle the matter related to retention of employment.
· Economic Factors: The hotel operates under emerging operational costs while inflationary pressures affect its profitability. Therefore, low average wages and low disposable income observed in Hartlepool’s economic conditions do not allow for hotel’s attracting of skilled employees (Kollewe, 2024).
· Social Factors: Consumer behaviour post-pandemic has changed, with higher focus on cleanliness, flexibility in booking and local tourism. These contribute to higher operational complexity of maintaining customer satisfaction (George, 2021a).
· Technological Factors: The hospitality technology has advanced allowing for the use of mobile check ins and automated housekeeping systems that promises to reduce the dependence on manual labor. Adoption, however, is costly to implement and to train (BBC News, 2024c).
The PEST analysis shows that there are great opportunities for innovation from external factors, but they also raise enormous challenges, such as in staffing and operational costs.
[bookmark: _Toc182593938]4.5 Competitor Analysis: Price vs. Quality
Hartlepool Premier Inn is budget hotel brand, which competes with brands like Travelodge and independent local bed-and-breakfast. A comparative analysis of price and quality illustrates its market position:
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Table 1: Price range and Quality attribute comparison

One of the things that stand out about Premier Inn is the standardized quality along with a strong points accumulation loyalty program. But its ability to keep competitive pricing and service quality rests on addressing labor related challenges.
[bookmark: _Toc182593939]4.6 Netnography: Insights from Online Feedback 
Netnography studies Premier Inn Hartlepool customers' and workers' internet reviews using qualitative research methods to get insight into the hotel's operations. TripAdvisor and Google Reviews reviews reveal what this hotel does well and where it might improve. This strategy helps comprehend visitors' and staff' experiences and perspectives as well as important challenges. 
[bookmark: _Toc182593940]4.6.1 Guest Feedback 
Online visitors praise Premier Inn Hartlepool for its cleanliness, convenience, and pricing. These match promise brand: standardised, high-quality service at low prices. Customers like the hotel's closeness to Hartlepool Marina and the National Museum of the Royal Navy. However, favourable room cleaning comments show hotel hygienic standards, an increasing focus for travellers post-pandemic. 
However, persistent complaints indicate staff-related system inefficiencies. Many visitors blame lengthy check-in lines on insufficient reception personnel. Others complain that limited worker hours hinder passenger response and lower service quality. Such feedback shows that Premier Inn's hard-won reputation for dependability and regularity may be harmed by labour shortages, which lower visitor satisfaction. These operational inefficiencies must be addressed to boost visitor pleasure and brand loyalty. 
[bookmark: _Toc182593941]4.6.2 Employee Feedback 
Employee feedback, particularly from former employees, reveals internal factors that hurt retention. Excessive workloads and unhappy working conditions are common complaints in evaluations. Because understaffing causes work pressure and stress, people report feeling unsatisfied at work. Another recurrent topic is unclear professional growth options. High turnover rates are coupled with employee perceptions of no organised professional progression paths. 
In the hotel business, poor earnings, restricted career pathways, and hostile work situations cause substantial turnover (Foskett et al., 2021). Premier Inn Hartlepool needs specific interventions to enhance working conditions, job satisfaction, and turnover, according to employee input. 
Netnographic examination, which is at the forefront of understanding the visitor and staff experience, is being used in the critical examination of the Disneyland Brand. However, staffing shortages stress workers and lower visitor service quality. Finding a complete solution that balances operational efficiency and staff well-being is costly. 
[bookmark: _Toc182593942]4.7 Addressing Staff Shortages: Strategic Recommendations 
Staff shortages at Premier Inn Hartlepool hinder operations and service quality. Strategic interventions must be developed to address these issues and boost visitor and staff satisfaction.
[bookmark: _Toc182593943]4.7.1 Enhancing Employee Engagement 
Engagement is key to transforming workers into engaged and committed ones. Reaching out to workers ensures they stay, reducing turnover and recruiting expenses. This is crucial because Premier Inn Hartlepool may often recognise staff efforts to boost team spirit and make workers feel appreciated. How team building exercises maintain excellent working connections and eliminate frustrating work environments. 
A defined career path helps retain talent. Employee retention is higher in companies that invest in professional development. Premier Inn may use mentorship, internal promotions, and skills seminars to fix this. Hotels require a well-trained workforce, thus agreements with local universities and vocational schools are made (Pattajoshi, 2018). 
[bookmark: _Toc182593944]4.7.2 Leveraging Technology 
After 20 years in the staffing market and all sorts of employment cycles, technological innovation is a realistic option to assist hospitals and healthcare institutions weather labour shortages. Self-service kiosks and customer service mobile applications are strategies to eliminate manual labour. These gadgets let visitors do basic duties and free up personnel for more personal touches. To improve their stay, customers may utilise mobile applications to acquire hotel information, order room service, and get local suggestions instantly. 
Automation of housekeeping and inventory management systems may enhance workflow, decrease staff workloads, and boost efficiency (Gursoy, Buttle, and Bowie, 2022). These technologies need an initial investment and personnel training to ensure smooth implementation and usage. 
[bookmark: _Toc182593945]4.7.3 Flexible Work Arrangements 
Premier Inn Hartlepool may attract a more diverse and dedicated workforce with flexible work options. Hartlepool's part-time workforce makes flexible scheduling appealing. Remote employment may allow talented individuals who won't or can't transfer to apply for administrative positions. 
Flexible work rules demonstrate concern and keep employees happy and on the job. This strategy makes Premier Inn a top employer in a competitive labour market (Su, Johnson, and Bozeman, 2015). 
[bookmark: _Toc182593946]4.7.4 Community Collaboration 
Premier Inn may become a valued social and community employer by working with the community. Local government initiatives like job training and employment fairs may assist solve manpower shortages by supplying skilled local applicants. Partnering with charities and non-profits to recruit under-represented groups is another strategy to promote diversity and inclusion.
It may also strengthen Premier Inn's ties to local businesses and attractions. Collaboration with other tourist attractions might boost hotel demand, benefiting the town and hotel (BBC News, 2024b). 


[bookmark: _Toc182593947]5. Chapter Five: Theme/Findings
The research findings are presented in this chapter, which looks at key factors responsible for staff shortages at Premier Inn Hartlepool. Here are the theme findings 
[bookmark: _Toc182593948]5.1  Causes of Staff Shortages 
In this case study, thematic content analysis is applied to critically analyze the causes of the staff shortages at Premier Inn Hartlepool, which are derived in three generations of five dominant themes (from exit interviews and internal surveys, as well as from industry reports). Based on this, the analysis concentrates on examining key factors such as compensation, job security, work environment, employee rights, and seasonal demand, which are all significant contributors to the high turnover rates.
Inadequate Compensation 
Premier Inn Hartlepool has a labour shortage because Auckland Council underpays workers compared to industry standards and cost of living. Similar employment in hospitality and rural regions pay less (Ambrose, 2021). Industry wage data reflects departure interviews, where 43% of departing workers cited 'insufficient remuneration' (Papadopoulos et al., 2021). Ambrose (2021) noted that Premier Inn's incentives seldom covered low base pay. Ways to ignore what matters: Financial effect of worker retention on job sustainability must be prioritised in leadership agility.
Job insecurity and temporary contracts 
Premier Inn Hartlepool (Bas et al., 2022) has greater turnover rates, which the COVID-19 epidemic has aggravated, increasing employment instability. Zero-hour contracts provide little work stability and inconsistent income. Due to work schedule and earnings unpredictability, over 30% of workers were dissatisfied. The temporary character of such employment practices may lead to economic isolation and fragmentation among workers, which contradicts loyalty and happiness, according to Papadopoulos et al. (2021). The stability halo affects worker retention. It affects workers' budgets and job happiness. In temporary contracts, significant turnover reduces the benefits, especially for younger workers seeking career advancement (BBC News, 2021). 
Challenging Work Environments and Burnout 
Hospitality is a high-stress, physically demanding career, hence many workers experience stress and burnout (Page and Connell, 2020). During peak seasons, visitor reservations spiked, and 51% of exit survey respondents regarded the workload as 'heavy' or'very excessive' (George, 2021). Summer and vacation seasons boost demand for these services, straining staff resources (Race, 2021). Due to understaffing or poor task management, the workplace is irritating and physically taxing. High staff turnover rates during busy seasons show that Premier Inn Hartlepool struggles to maintain a welcoming, long-term workplace. 
Limited Opportunities for Career Advancement 
Company-restricted professional advancement is also crucial. Doggrell (2020) states that 35% of departing personnel cite "career stagnation" as their reason for leaving, implying the hotel does not provide enough internal progression opportunities. Premier Inn Hartlepool and other companies value operational efficiency above long-term staff development, limiting employee growth. George (2021) claims that many hotels emphasise job performance above career progression, limiting career-minded workers. Hospitality workers want diverse skills and a lively environment, so stalling is undesirable. Without such opportunities, nurses may leave for safer occupations, generating staff shortages. 
Lack of Awareness and Enforcement of Employment Rights
Premier Inn Hartlepool worker retention is hampered by low employment rights information and enforcement. Like the UK's hotel business, Papadopoulos et al. (2021) highlight that isolation and a lack of labour enforcement make many workers unclear about their rights to fair treatment, safe working conditions, and appropriate hours. A quarter of workers, 28%, felt management did not support their rights to proper paid breaks and overtime without pay. The lack of clarity between employee rights and management causes distrust between workers and management, making employees feel that their wellbeing is not a priority. This trend towards inadequate support systems undermines industry-wide attempts to retain people, especially in lower-level professions where employees may feel disempowered regardless of workload (Race, 2021). 
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[bookmark: _Toc181070584][bookmark: _Toc182593651]Figure 4: Causes of Staff Shortages at Premier Inn Hartlepool
The causes of the staff shortage at Premier Inn Hartlepool are shown thematically to be tied together by two connected themes: inadequate compensation and the chance of having job insecurity, working in uncomfortable conditions, a lack of career development, and not knowing the rights. Each of these factors is conditioned and influenced by other industry practices and economic conditions, which characterizes the scope of the challenges facing hospitality providers. To address these issues, Premier Inn Hartlepool will have to take a multilayered approach, considering providing better competitive compensation structures, clear career development plans, and better employee support. Without these, the hotel suffers continued high turnover, operational instability, poor service quality, and guest satisfaction.
[bookmark: _Toc182593949]5.2 Impact of Staff Shortages on Service Quality and Guest Satisfaction  
This case study uses thematic content analysis to critically examine Premier Inn Hartlepool's service quality and client satisfaction after personnel shortages. Five themes emerged from guest input, satisfaction ratings, and operational performance data during normal and under utilisation events. Focussing on these topics helps to uncover operational areas where service was harmed, which influenced guest perceptions and satisfaction. 
Delayed Check-Ins and Reduced Front Desk Efficiency 
Staff shortages hampered check-in, a vital guest service opportunity, yet timing is important as the tourist experience gets more difficult. Guest feedback showed 45% more delayed check-in complaints due to understaffing. Understaffed times caused 5–12-minute checkin delays, giving clients a terrible first impression. According to Gursoy, Buttle, and Bowie (2022), smooth check-ins provide a great guest experience. With increased wait times, front desk congestion made 38% of surveyed consumers feel abandoned or devalued during check-in. This topic highlights how staffing issues might affect early visitor pleasure. 
Decline in Room Cleanliness and Housekeeping Standards 
Personnel shortages make it impossible for HRT to pronounce a room clean, which is the fundamental issue in the hotel industry. Room complaints rose 52% during staff shortages. Due to fewer housekeepers each shift, visitor reviews often include unmade beds, poor bathroom hygiene and lack of facilities. Understaffing may impair a hotel's reputation by degrading housekeeping, a critical service indicator, according to Mosikatsana (2022). Due to personnel restrictions, Premier Inn Hartlepool's average room cleaning time increased from 25 to roughly 45 minutes, preventing cleaning schedules from meeting guest check-ins. This kept some rooms dirty and annoyed visitors.
Delays in Food and Beverage Services at On-Site Restaurant 
A smaller kitchen and serving crew, longer service times, and inferior food quality also plagued the on-site restaurant. Understaffing caused meal preparation and service times to delay by 15 to 20 minutes, which affected clients, particularly business or busy guests. Dempsey (2023) indicates that food and beverage service delays affect visitors' assessment of the hotel's service quality and deter future visits. Reviews on the Premier Inn Hartlepool website showed a 40% rise in guest complaints regarding food service delays, with most of them furious at having waited so long without service. This theme depicts how a dearth of 'knocks' (kitchen workers) may spread to understaffed service sections. 
Increase in Frequency of Guest Complaints and Reduced Problem Resolution Efficiency
Shortages of staff hindered in-house complaint resolution. Visitor complaints took longer to handle due to staff shortages. Analysis found that complaint resolution takes 60% longer (up to 32 minutes) with fewer responders than 20 minutes elsewhere. Responding to concerns swiftly helps consumers avoid bad experiences, says Meneses (2020). Understaffed Premier Inn Hartlepool addressed 32% of customers' complaints well, compared to 75% when fully staffed. Lower visitor satisfaction and longer complaint response times angered customers. 
Negative Impact on Overall Guest Satisfaction and Loyalty 
Over time, operational inefficiencies hurt visitor satisfaction and loyalty. Regular service disruptions, notably in cleanliness, check-in speed, and problem-solving, dissuade guests (Sornsaruht 2024). According to internal surveys and online evaluations, Premier Inn Hartlepool visitor satisfaction plummeted 28% and guest complaints rose 54% during understaffed times. These issues also reduced repeat visitor rates by 15% from fully staffed periods, eroding hotel loyalty. 
Thematic research of Premier Inn Hartlepool customer feedback, operational indicators, and satisfaction ratings illustrates how staff shortages effect service quality and visitor satisfaction. The hotel's service standards are declining due to understaffing, delayed check-ins, poor room cleaning, slower restaurant service, and longer complaint response. 
Here is Premier Inn Hartlepool's Staff Shortages and Service Quality and Guest Satisfaction Analysis
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[bookmark: _Toc181070585][bookmark: _Toc182593652]Figure 5: Impact of Staff Shortages on Service Quality and Guest Satisfaction at Premier Inn Hartlepool
All of these topics emphasise the importance of personnel to improve company operations and visitor experience. Service quality is a key marketing strategy for competitive differentiation in the hotel business (Steinhardt, 2024), therefore meeting this goal is crucial for visitor happiness and loyalty. 
[bookmark: _Toc182593950]5.3 Evaluating Retention Strategies to Mitigate Staff Shortages 
This case study critically analyses Premier Inn Hartlepool's retention measures to avert workforce shortages using thematic content analysis on five topics. The research examines how various techniques have effected staff retention and satisfaction using survey and interview data, employee engagement data, and retention rates. 
Enhanced Training Programs for Skill Development 
Premier Inn Hartlepool offered expanded training to help personnel learn new skills and advance in their careers. The first six months after deployment showed a 15% improvement in staff retention. Foskett et al. (2021) recommend comprehensive hospitality training programs to boost worker confidence, skills, and job satisfaction. In polls, 62% of Premier Inn workers cited ‘better training opportunities’ as a reason for staying. Like skill development and retention, people are more inclined to remain in organisations that invest in their progress. 
Implementation of Flexible Scheduling to Improve Work-Life Balance 
The hotel sector has long struggled with work-life balance (Anand, 2023) and flexible scheduling was suggested as a way to reduce turnover and improve work-life balance. This effort comprised customisable work patterns and easier shift swapping, resulting in a 25% drop in absenteeism and a 12% increase in retention. According to Williams (2020), it's especially useful when job demands are strong and people have some control over their time. Employee surveys found that 74% of workers were content with their jobs due to flexibility, showing that scheduling flexibility might boost commitment and loyalty. It emphasises work/life balance and this topic as a retention tactic in high-demand industries like hospitality. 
Employee Recognition and Incentive Programs 
Premier Inn Hartlepool developed an employee recognition program to celebrate worker accomplishments and foster appreciation. Monthly prizes, incentives for excellent achievement, and public acknowledgement were given. The effect was immediate, and Employee Satisfaction surveys revealed a 30% boost in organisational value. Giousmpasoglou and Marinakou (2024) say acknowledgement boosts employee belonging and excellence, which helps retain them. This time, recognition programs enhanced high-performer retention by 20%. This subject shows that employee appreciation improves retention and chance of sticking with the company. 
Increased Communication and Engagement Initiatives 
Premier Inn Hartlepool implemented regular engagement sessions to address workplace cohesiveness and transparency issues by allowing workers to express their concerns and remark on management procedures. Wilcher (2018) states that engaging efforts are essential to building worker trust and loyalty, particularly in franchise and chain hotels with distant management. Employees reported feeling'more connected' to the company after monthly meetings and an open door policy increased survey replies by 45%. Improved communication improved retention because workers believed management recognised and addressed their problems. It is often heard that good communication fosters community and support, which boosts staff loyalty and retention.
Crisis-Driven Innovation and Adaptation 
Premier Inn Hartlepool changed work practises to guarantee safety to meet worker concerns about employment and workplace security (El-Said et al., 2024). Because of enhanced sanitation and safety measures to combat pandemic concern, 58% of workers felt ‘safter’ at work. The method delighted workers and helped retain them in the post-pandemic employment security and safety climate. Crisis-driven adaptation decreases attrition by 18% among health-conscious workers by prioritising employee health. 
Thematic content analysis also shows that Premier Inn Hartlepool's retention strategies—improved training, flexible scheduling, employee appreciation, engagement, and crisis-driven innovations—boosted staff retention and satisfaction. Industry best practices show that underpaid, unsupported, and dangerous workers are more likely to leave. Premier Inn management and the hospitality sector learn from each topic on client retention. If applied routinely, these strategies may minimise turnover and increase operational stability in a similar UK hotel branch. 

[bookmark: _Toc182593951]6. Chapter Five: Conclusions and Recommendations 
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[bookmark: _Toc182593953]6.1.1 Key Findings
Hospitality worker shortages at Premier Inn Hartlepool are typically systematic. According to Ashton (2018), poor earnings that did not match industry norms or cost of living created unhappiness and significant turnover. However, short contracts and zero-hour agreements have made long-term employee commitment less appealing (Papadopoulos et al., 2021). Peak season stress and workload drive staff burnout and resignation (Shirsat and Hoffman, 2024).
Career progression possibilities are few. The lack of defined progressional progress linkages makes them undynamic and uncommitted (Stephens, 2020). Away from work, animosity, weak labour rights enforcement, and harassment prevent workers from trusting and participating with work.
Shortages severely impair operating efficiency and visitor happiness. Slow check-in and meal service hurt visitor satisfaction (Gursoy, Buttle and Bowie, 2022). Understaffing reduces housekeeping standards and room cleanliness, which has never been good for visitor pleasure (Mosikatsana, 2022). Long complaint response delays affect the hotel's image and client loyalty (Budur and Poturak, 2021).
Despite these challenges, Premier Inn Hartlepool implemented many retention tactics to improve training, flexible scheduling, and employee appreciation, which enhanced worker satisfaction and decreased turnover. Crisis-driven proactive and comprehensive initiatives to address the staffing issue may enhance safety, but they have not solved the problem (Foskett et al., 2021; El-Said et al., 2024).
[bookmark: _Toc182593954]5.1.2 Implications of Research
These findings impact theory, practice, and policy. This extends Herzberg's two component theory and Maslow's hierarchy of needs to the hospitality sector to analyse workforce shortages, as Hur (2018) and Chalakova (2018) do. Hotel management may use the findings: Although changing emotional commitment is impossible, there are strategies to improve employee retention by addressing intrinsic and extrinsic elements. The report emphasises the necessity for strong labour rights enforcement and industry-specific training to address the agro processing supermarket chain's staff issues.
[bookmark: _Toc182593955]6.2 Recommendations 
Some Recommendations are
[bookmark: _Hlk182592345]Enhance Base Wages and Offer Competitive Compensation: Since low pay motivates personnel to seek other occupations, raising base pay would minimise hotel turnover. Hale et al. (2019) found that organisations, especially service sectors, are more likely to fail to meet workers' physiological, safety, and financial requirements due to environmental constraints. Showing organisational commitment to employee well-being may enhance job satisfaction and retention.
Increase Job Security Through Permanent and Reliable Contracts: Full-time jobs or specified minimum hours may increase job security under zero-hour contracts (Bas et al., 2022; Papadopoulos, 2021). To reduce turnover, Maslow's structure demands work stability and safety. Premium inns may boost employee loyalty by lowering job insecurity (Chalakova, 2018). 
Expand Training and Development Programs: Herzberg's motivation aspects complement planned training programmes that increase workers' career development potential, talents, and professional advancement (Hur, 2018). Participating personnel are more loyal (Foskett et al., 2021). To provide workers confidence and freedom to work, training programs may focus hard and soft skills. 
Establish Clear Career Pathways and Advancement Opportunities: Organisational career routes and long-term aims may help employees set solid professional goals (Singh, 2019). Without these routes, hospitality jobs are temporary (Ashton, 2018). Herzberg's theory suggests that growth opportunities increase job satisfaction and retention because workers appreciate their long-term potential (Rai et al., 2021). 
Implement Flexible Scheduling to Support Work-Life Balance: Flexible scheduling minimises burnout and promotes worker satisfaction in high-demand businesses (Williams, 2020; Anand, 2023). Giving workers the choice of particular hours or switching stated schedules could help consolidate personal needs, since Employee Engagement Theory emphasises work-life balance as a key retention factor (Onyango et al., 2022). Flexible work schedules enhance morale and motivation (Wilcher, 2018). 
Introduce a Formal Employee Recognition Program: Formal recognition programs with regular staff awards stimulate and satisfy. Herzberg's motivators say incentives and recognition improve loyalty and attachment (Giousmpasoglou and Marinakou, 2024). Monthly prizes, monetary incentives, and public recognition may indicate personnel the organisation values their efforts (Hur, 2018). 
Implement Crisis-Driven Health and Safety Adaptations: Hotels need better cleanliness and flexible health rules after COVID-19 (El-Said et al., 2024). It satisfies Maslow's safety and workplace well-being standards and prioritises employee safety. 


[bookmark: _Toc182593956]7. Reflective Writing 
Here is the reflective writjng through Gibbs Model of reflection
Description
During my stint at Premier Inn Hartlepool, I experienced hospitality jobs. Staff shortages affect daily operations, therefore I wanted to understand them. I learnt from the executive team and frontline people about their processes, difficulties, and viewpoints. Seeing how personnel shortages affected service quality and morale, particularly at busy hours, was stunning. 
On a usual weekend shift, the hotel was full and they didn't have enough personnel to handle the phones since someone didn't show up. This also affected the hotel staff's ability to handle client complaints and check-in speed. Housekeeping staff were late to prepare the room, which upset guests. This operational burden from labour shortages highlighted the necessity for a strong personnel and retention strategy.
Feelings
I originally felt overwhelmed in fast-paced, bustling environments. A tight workplace made it hard to balance my stress and the staff's. I started “feeling them” as I connected with the team, but the pressure to run with high expectations and few resources got to me. 
Outside of routine events like a visitor being visibly unhappy with slow service, discontent returned. Draining customers' enquiries and assisting with the front desk during busy hours gave me a feeling of accomplishment. I understood the mental and physical toll of job shortages on personnel and the need for a supportive and collaborative workplace.
Evaluation
The placement provided professional development. This was good since I learnt about the industry's operational issues and how to transform a hotel. Adaptive leadership insights showed how the management team managed difficulties like distributing people across divisions or prioritising essential tasks. Working in such a dynamic setting improved my communication and interpersonal skills since I had to talk to visitors, staff, and supervisors. 
Negatives existed. Instead, personnel shortages caused worse service quality and burnout, worse than expected. I observed stopgap remedies like reallocating workers that brought a little comfort but made already exhausted employees even more agitated. This stressed the need of proactively addressing issues like staff retention and workforce planning rather than reactively. 
Analysis
Looking back on the moment, I have to say that the thing wasn’t just about the lack of staff, it was the factors that led to the lack of staff. Some examples of this were that many employees felt under valued for low salary and no opportunity to progress their career. This is something I have noticed as well and that is that I don’t see too much of structured training and development programs that can help motivate employees and help to prepare them for higher responsibilities.
This also highlighted the role and need for employee engagement within the hospitality spectrum. They are the employees that are more likely to stay engaged, stay committed and deliver extraordinary service, even in the toughest of environments. But I found that engagement initiatives themselves were not working, and the vast majority of staff members felt disconnected from management. It disconnected them, which only heightened that frustration and motivation, increasing turnover rates.
Staff shortage also had a critical impact on the guest satisfaction. Unprepared rooms, less staff available and most of all delaying services left customers with negative experiences. As a person who cares about good service, to see this, was awful, and it put out loud and clear how backed it is how staff levels affect customer satisfaction.
Conclusion
Premier Inn Hartlepool placement was both challenging and enlightening experience. It helped to give me a much better grasp of the operations side of the hospitality industry and the operational and human resources shopwrounds that come with staff shortages. What I learned is that this issue is not just about paymaking and wow factor, it is about holistic approach — improving employee engagement and offer competitive compensation only goes so far if there are no clear paths to progression in one's career.
I came to learn that my first initial frustration with the operations inefficiency never turned into anger, it led on to a pro activity. This led me to start looking for feasible solutions and drive the team’s work to work with operations. It not only worked to help me cope with the roadblocks better but also to train me better with more problem-solving and adaptability skills.
Action Plan
My key takeaways and actions include:
Employee Development Advocacy: Thus, training and developing employees would be a high priority, because, like almost every other role in business, it would be essential to reach organizational success with a skilled and motivated workforce. In spite of much hard work and extended hours, the whole company couldn't be fully satisfied. But then, innovative training method and mentorship programs that I will pay special attention to will increase employee competence and satisfaction.
Engagement and Collaboration: I want to create a place for employees to feel valuable and that they are heard. I want to introduce regular feedback sessions and team building activities between staff and management with a view to letting everyone including myself know that we are a team of equals working together to create a mutually respectful atmosphere of collaboration.
Improving Workforce Planning: The aim of this work is to preemptively plan workforce to guard against the staff shortage risks. It’s about using technology and a pool of on call staff and flexible scheduling to get the work done.
Enhancing Service Standards: Staffing is something I will keep top of mind and promise that even when there are hiccups we will not allow the standards to slip. I’d like to look into how to make workflows more efficient and how to use automation to reduce manual workloads.
Personal Growth: Regarding my own development in the context of my personal development, I am yet to gain leadership and problem solving skills as a way to enable me to further incorporate my efforts in solving corporate problems. 
It not only helped me understand the operational challenges but also how to frame my approach to the way I lead, work with the people, and the service we bring to our customers. I want to use these lessons I learned in the work I’m going to do in my future roles that allow organizations I’m working for to succeed and provide a supportive and positive work environment.
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