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Abstract

This paper will examine the impact of staff shortages in the hotel industry, highlighting how reduced staffing levels influence customer preferences and operational efficiency. It will propose actionable strategies to effectively address these challenges and recommend practical solutions to enhance hospitality performance. Studies show that hospitality businesses struggle with employee shortages and keeping skilled workers is essential for service quality, but businesses ignore this problem. However, keeping skilled employees is crucial for maintaining service quality and consistency in hospitality industry.


Introduction 
Hospitality industry has faced an indefinitely crisis post COVID-19, and customer expectation has become more significantly a priority for businesses. Dixit (2020) describes customer satisfaction as a key marketing variable, which plays a long-term success in hospitality. Therefore, staff shortage is more than a big problem for businesses development, either it is a big chain or a small one (Morosan, 2022). It is a widespread concern that affects operations, customer satisfaction and profitability.
Cook  (2000) states that hospitality industry does not have a good reputation but can be a distinguished career if finding a suitable niche that works for each person. Debates over the labour practices, workplace culture or even the sub-sectors like luxury hotels, budget chains or restaurants, can be a massive problem for employees that wants to be part of the staff for the specific organisation.
Alonso (2009) outlines that small business can face a big challenge if owners do not prioritise the employee retention and skilled labour over high turnover. Staff wages it is a big obstacle for organisations to find people to train them in 2025, as the evolution of a career starts from an early age this nowadays. Pay level is a key factor in hospitality industry (Inna, 2023).

Literature Review
The literature review will offer an insightful examination of studies concerning both internal and external staff shortages, highlighting opportunities for improvement and strategies for addressing these challenges. Most likely, most of problems are internal, like wages, long shifts, staff recognitions, staff trainings, or the possibility to go to the next level on their career. However, young people are seeking easy jobs, good payment, fast opportunity to get on next level, even if they have low experience. There can be said that job opportunity for hospitality is in high demand, but an inappropriate programme that will deliver a proper scheme in their development for their career it is a big problem, especially for small businesses, but also for big businesses. Investment is a key factor in hospitality as investing in their own personnel will have a major influence on their growth. 
Educating and development have appeared as pivotal factors in addressing the staffing crisis. Research shows that investment in comprehensive training programs can enhance employee retention by equipping workers with the necessary skills to perform effectively and progress within their roles (Enachi, 2023). Training techniques communicate information, proof, and events from coach to trainer and between trainers by organizing seminars, consensus, and group meetings to achieve learning, change behaviour, and achieve specified goals (Suksutdhi, 2024). 
According to Utete (2024) each training technique successfully builds experience and skills, and each participant have a different learning role. However, all training methods are different and have pros and cons, therefore it cannot be said that is the best, but it depends on the trainer choice to use it according to the situation of the apprentices and the training aims.
Li (2011) highlighted that high turnover rates in college graduation will influence service quality and productivity. Based on their dreams to have nice job where they will perform, graduated students will tend to seek to work upscale, where they will have a chance to promotion, good condition or full appreciation, leaving small and medium businesses to seek employees that may not have same performance at their workplace. 
Staff shortage in hospitality sector, requires strategies that will aim to focus on engagements initiatives from employees, rather than just salary increases. Magnini et al. (2024) says that even there is an increase of the wages, still the lack of a career development inside the organisation has a bigger impact. 
This perspective is strengthened by the conclusions of Shu et al. (2022), who explain that providing professional development and change programs clearly improves job satisfaction and strengthens member of staff preservation.
Nadiri (2010) explains how adopting technological solutions that have the potential to be used in hospitality industry, will have an impact on reducing labour intensity, which will help to improve job satisfaction and to reduce repetitive tasks. This will help employees to be more confident and to have less stress when delivering services (Felicen, 2014). 
While automation can mitigate with labour challenges, it may also lead to job displacement if not implemented alongside strategies for upskilling employees.
Economic factors also play a critical role, therefore in periods of economic downturn or uncertainty, the hospitality industry tends to see a reduction in customer demand and available capital for employee incentives (Lopes, 2021). The hospitality industry can enhance employee performance and satisfaction through a combination of formal and informal reward systems that cater to diverse employee motivations (Page, 1995).
However, this trend is cyclical and can aggravate staff and labour shortage when the industry returns and can let businesses to struggle with their operations. Political impact on national minimum wage also has a major influence in staff training or levels and they may accidentally contribute to a tighter labour market if businesses cannot afford the increased labour costs. Social and cultural dimensions further complicate the labour landscape in hospitality. 
Iannuzzi (2023) considers that migrant workers can be a solution for hospitality as a to the repeated problems of local labour shortages. Recent studies rely on the fact that migrant workers can be used as a subsidiary for staff shortage and labour in hospitality industry, as they can-do part-time jobs  or seasonal jobs. However, working rights, political problems or job security are affecting employees because of the potential risks, and overall service quality. Orrenius (2020) explains that opting for less skilled foreign workers in an era of massive migration, can be a solution, whit the help of visa programmes.
Overall, there is a challenge in attracting skilled and trained personnel and organisations struggle to have a balance in a long-term workforce development. However, training requirements in contemporary hospitality industry requires attention, as the industry continues to evolve fast. Innovation is a key factor in hospitality industry, therefore implementing AI tools can be helpful, but with big costs. 

Method
This study uses a mixed-methods style to gain a complete understanding of the labour challenges in the hotel and hospitality sector. Primary data were collected through structured surveys distributed to mid-level managers and frontline employees across a representative sample of hotels. The survey included quantitative items on turnover rates, recruitment practices, wage satisfaction, and beliefs of working conditions, as well as qualitative open-ended questions aimed at capturing employee experiences and managerial insights.
In adding to surveys, semi-structured discussions were conducted with industry experts and human resources managers. These conversations offered deeper insights into the operational challenges and strategic responses to staff shortages. All information were analysed to find patterns in hospitality industry that are similar with staff shortage in hospitality industry. 
Secondary data were gathered from industry reports, government labour statistics, and peer-reviewed journal articles published over the past five years. A PEST analysis framework was adopted to systematically examine the external factors—political, economic, social, and technological—that impact labour dynamics in the hospitality sector. 




Impact Analysis
A PEST analysis provides a structured approach to understanding how external factors shape labour challenges in the hotel and hospitality sector. Each dimension—Political, Economic, Social, and Technological—interacts with internal operational factors, resulting in a complex web of influences on staff recruitment and retention.

Political Factors:
In contemporary hotel industry, there are few political issues related to staff shortage, in areas where wars are happening, and who have a significant impact on the countries that are involved, but also on the country neighbours that are surrounding them. 
Athari et. al (2021) proves that political uncertainty or terrorism activities is causing negative impact on tourism development, but in the same time tourism is growing amidst the above problems, which contributes to economic output. 
Government measures such as incentives, grants, or tax relief for tourism-related activities can substantially uplift the industry. In contrast, setting up travel bans can devastate the hotel and tourism sectors. A single policy decision can lead to a significant economic decline for a nation.
Government policies on immigration plays a huge problem for resolving staff shortages. Low-skilled and seasonal positions have influenced the contemporary hospitality to adapt to migrant workers to fulfil their needs. 
An example in UK are BREXIT regulations, which reduced eligible workers, and are forcing employers to invest in other operations for customer satisfaction. 

Economic Factors:
Economic downturn creates problems for contemporary hospitality, as they struggle to offer good wages that leads to an increase of reduced job satisfaction. Also, in boom periods the demand for hospitality services is increasing, but the market does not have skilled workers. The hospitality industry often has issues on long term employment, when providing wages, as the trend to stay low, which creates a disincentive for staff shortage. To compete, organisations have been trying to adopt bonus schemes to attract talent, but most of the time they have been isolated or for a brief time. Therefore, understaffing compromises service quality. Cost-cutting measures are forcing hotels to improve strategies when needed if staff is not enough, like managers getting involved in daily tasks.
Nirula et. al (2024) states that long shift, extra seasonal labour, ineffective communication between management and staff who lead to employee’s turnover, will have a major impact on organisations success. Choy (2021) explains why payment of staff is very important in hospitality, as dysfunctional turnover is still a major problem all over the globe that affects employee retention. 

Social Factors:
Socially, staff shortages can lead to a reduction in quality of service provided. By having fewer staff members available on shift, hotel businesses may have to reduce some of their usual services. 
In addition, less staff can result in longer waiting times for guests, inferior quality experiences, and angry clients (Jelski, 2022). This will create an adverse impact on brand’s reputation and hotel image and will have an impact on hotel’s occupancy. This could have an adverse effect on the economy of areas that depend heavily on tourism.
Similarly, not having enough staff will have a damaging impact on customer experience and it will not meet their level of expectations. The guests of the hotel can become unhappy with poor service, delays and negligence caused by inadequate staffing and this can change guests’ belief of the hotel industry. Ultimately, customer’s loyalty level can decrease and lead to hotel's loss of revenue.
Employee unethical behaviour such as lies, cheating, thefts affect the long-term performance of an organisation (Chen, 2022).

Technological Factors:
Technologically, staff shortages response is the adoption of automation. Hotels are investing in automation, such as self-check-in kiosks, robotic servers, and other innovations to replace human workers in certain roles. This endeavour can lessen labour pressure, but it also results in a dehumanization of customer service and fewer job opportunities. 
A benefit of employing innovative technological solutions is represented by upskilling the demands of workforces. The increase for automation shows the need for human resources to develop additional technological abilities. This approach will ensure opportunities for tech-savvy employees, however the individuals that lack the proper training or education can be overlooked in an ever-changing workforce.
The use of electronic media and technology it is also a major problem, as the costs are high, and small businesses or small organisation are in difficulty (Elshaer et al., 2025). Staff trained with the use of e-learning are looking for big wages, or they try to get involved in big brand jobs. 
Conclusion  
In summary, staff shortages and labour challenges in the hotel and hospitality industry are driven by a complex interaction of all four factors like political, social, economic and technological factors. Addressing these issues requires integrated strategies that enhance employee satisfaction, use technological innovations, and promote for encouraging strategy adjustments. For the sustainability and competitiveness of the sector, all these steps are especially important for the process flow.

Recommendations
To successfully challenge the demanding issue of staff shortages in the hospitality industry and improve its negative effects, several beneficial recommendations can be implemented, emphasising recruitment, workforce development, working conditions, and public responsiveness. 
Mainly hospitality businesses need to make substantial investments in comprehensive training and development programs that specifically target skill gaps within the industry. By forging strong partnerships with local educational institutions, companies can provide practical, direct training and valuable internship opportunities that prepare future talent. 
Also, organizations can foster a culture of continuous professional development by encouraging employees to pursue further education and certification programs. This can be achieved by offering financial support for relevant courses, creating flexible work schedules to accommodate study commitments, and officially recognizing employees’ achievements to inspire a commitment to lifelong learning. 
Another important suggestion for businesses is to enhance their attractiveness to new talent. The pandemic has highlighted that professionals are increasingly seeking fair wages and a healthy work-life balance. Companies can implement competitive compensation packages, including benefits that support employees’ well-being, such as flexible working hours, remote work options, and mental health resources. By prioritizing a supportive work environment and proving a genuine commitment to employee satisfaction, hospitality businesses can position themselves as desirable workplaces, ultimately attracting and retaining skilled professionals.
The need for a detailed crisis management plan is essential. Therefore, hotel businesses are encouraged to create a comprehensive crisis plan that addresses staff shortages concern, ensuring resilience in the face of natural disasters like the Covid-19 pandemic or global changes such as Brexit.
Additionally, hotels would greatly benefit from implementing specialized training programs that empower existing employees, emphasizing the importance of ongoing professional development and elevating overall team performance.
Furthermore, hoteliers are encouraged to consider hiring migrant workers and help everyone in navigating the process of securing a work visa. Roles in the hospitality industry can be eligible for the Skilled Worker visa.
Finally, it is extremely suitable to elevate the hotel sector's reputation by using the dynamic skills of social media and innovative marketing strategies.
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