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Evaluating the impact of staff shortages within the hospitality sector: A case study of the Lakes Hotel and Spa


Abstract
The study has investigated the causes and consequences of staff shortages at the Lakes Hotel by examining existing literature. This has revealed issues like long working hours, low wages and poor progression opportunities, due to which staff are readily leaving this industry. This has led to huge employee dissatisfaction and loss of productivity, showing negative signs of declining organisational performance. The review has also highlighted theories like Maslow’s Hierarchy of Needs theory, which has emphasised the vitality of fulfilling psychological and esteem needs for boosting staff morale. The introduction has established the vitality of this pressing issue and how this must be solved at the earliest for workforce sustainability and improved business performance. However, this study has also identified a gap and aims to provide strategic recommendations to address staff shortages at the Lakes Hotel. This study utilised a pragmatic research philosophy with a deductive research approach. A purposive sampling strategy was used with 20 staff members of the Lakes Hotel. This study has used both primary and secondary data and analysed them with descriptive statistics and thematic analysis. The findings of this study include staff reviews from Seek and Indeed, which suggested that they are facing huge stress and management issues in the company, which has enhanced the rate of turnover compared with other companies.
Furthermore, the research has identified high staff turnover, poor work-life balance and emotional exhaustion as some primary issues that led to understaffing. The report has stressed on the fact that employees should be motivated throughout and if they do not feel satisfied at work, they would automatically leave their jobs. The data from secondary sources and primary surveys has revealed that inflexible shifts, long working hours and lack of structured training programs incessantly increase stress level among employees that further drive them towards leaving. However, the lack or rather absence of formal onboarding and well-being support at this Lakes Hotel tends to demotivate employees, especially during peak seasons. In contrast to this hotel, famous and large hotel chains such as Premier Inn and Hilton showcased improved retention of employees via their flexible working models and targeted support programs. This study has concluded by stating that the internal management body must try ways to keep their staff motivated, be it practising effective communication methods, fostering a culture of reward and recognition or structured onboarding, as this has a proven record of retaining staff and improving service quality in the hospitality industry of the UK. On this account, in the later parts of the research, this report has provided some actionable recommendations by stating how introducing the above-mentioned practices, along with mental health support or flexible working schedules, may improve staff retention and well-being. Enhancing leadership engagement and internal communication seems to be extremely integral towards fostering a positive work culture. Therefore, the findings have stated that resolving internal management weaknesses is essential to improve the persistent issues of staff shortage. Adopting these strategies would help the Lakes Hotel to serve as a potential model for other rural hospitality businesses who may face the same issues and resolve it.
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[bookmark: _Toc199878490]Chapter 1 Introduction
[bookmark: _Toc199878491]1.1 Background of the research project
The hospitality sector of the UK is vital to the national economy as it contributes over £59.3 billion to the GVA and employs over 3.2 million people (HCL, 2022). Moreover, in recent times, this sector has faced huge disruptions because of Brexit and the COVID-19 pandemic, as these have led to a sharp decline in workforce availability and retention. This led to widespread staff shortages as it was reported that there were over 120,000 vacancies in the UK alone in 2023 within the hospitality sector, the highest till recorded (UK Hospitality, 2025). Staff shortages have huge issues in the hotel operations as they not only reduce the service quality but also put pressure on the existing staff, reducing customer satisfaction. The issue is acute in the rural and tourist-heavy areas like the Lake District, where recruiting seasonal and local staff is difficult these days.
[bookmark: _Toc199878492]1.2 Overview of the case study
This research would take up Lakes Hotel and Spa as the case study, which is a mid-sized hotel in the Lake District. It is known for its tranquil setting, tailored guest service and seasonal appeal. Despite its popularity, the hotel struggles to maintain adequate staffing levels. There have been various negative reviews on TripAdvisor where customers cited that their services were not up to par, as they had real hospitable staff (TripAdvisor, 2025).
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Figure 1: Lakes Hotel View 
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Figure 2: Interior of Lakes Hotel
This hotel faces challenges in attracting and retaining both skilled and entry-level employees that affect their daily operations, including reception, housekeeping and food services. This led to a huge workload and declined employee morale, which was much evident in the negative reviews where a customer gave a 2-star rating on the fact that they had very few staff who were helpful. This serves as a suitable case study to explore how hospitality businesses are impacted by this issue and may respond to staff shortages.
The theme studied here is staff shortages in the hospitality industry, particularly focusing on employee retention and recruitment issues. While many studies have explored hospitality staffing issues, there is a lack of focused, institution-specific research. This project would contribute by investigating the lived experiences of employees of one hotel, Lakes Hotel, and offer evidence-based recommendations to mitigate the issue and improve staff productivity and better service standards.
[bookmark: _Toc199878493]1.3 Research aim
The research aims to evaluate the key factors that contribute to shortages of staff within the Lakes Hotel and analyse their impact on the Lakes Hotel's performance. It also seeks to recognise effective strategies to mitigate the staff shortage issue.
     1.4 Research objectives
1. To identify factors behind staff shortages in the hospitality sector.
2. To find out the factors that impact employee morale and loyalty.
3. To make evidence-based recommendations that address the staff shortage issues at Lakes Hotel.
     1.5 Research questions
Q1: What are the key factors influencing staff shortages in the Lakes Hotel? 
Q2: What are the factors that affect staff morale and loyalty at the Lakes Hotel?
Q3: How can the staff shortage be mitigated at Lakes Hotel?
[bookmark: _Toc199878496]1.6 Structure of the research
The study would start with introducing the topic with its main significance and rationale followed by presenting a literature review of analysing the existing research related to the topic. The third chapter would explore the methodological approach of this study whereas the fourth chapter would present the findings while discussing the results. The last chapter would conclude by summarising the key findings along with recommending actionable strategies to improve the performance at the Lakes Hotel.  


[bookmark: _Toc199878497]Chapter 2 Literature Review
[bookmark: _Toc199878498]2.1 Introduction 
This chapter would provide a critical review of the existing literature related to staffing shortages within the hospitality sector and explore the causes and impacts of them. It would offer various strategies to mitigate this issue and address gaps, too.
[bookmark: _Toc199878499]2.2 Causes of staff shortage in hospitality
[bookmark: _Toc199878500]2.2.1 Impact of COVID-19 and Brexit
One of the most evident causes of staff shortages is the dual impact of the COVID-19 pandemic and Brexit on the hospitality sector of the UK. According to Preston (2023), Brexit has led to the departure of numerous EU nationals from the workforce, whereas the pandemic has also caused widespread job losses and furloughs. It is reported that over 43% of the workers who left the hospitality sector during the pandemic did not return as they had fears of job instability and low wages. According to Sargent (2023), immigration restrictions post-Brexit have also reduced the pool of available labour, especially in seasonal tourist places like the Lake District. This phenomenon is highly reflected in the issues faced by Lakes Hotel, which struggled to find vacancies in their housekeeping, food service and reception roles.
[bookmark: _Toc199878501]2.2.2 Low wages and working conditions
Numerous studies have linked low wages and poor working conditions to staff turnover across the hospitality sector. According to Robinson (2023), hospitality work is highly perceived as low-status, low-skilled and high-stress jobs and has minimal opportunities for growth, development or career progression. Baum et al. (2023) stated that the average hourly wage is £9.75 in the hospitality sector of the UK, which is significantly lower than the national average, accounting to £15.65. This shows an evident reason for employees feeling demotivated to work and leaving this industry, as wages tend to be the motivator for many workers. Long working hours, insufficient work-life balance and lack of flexibility, as stated by Hasyim and Bakri (2025), have been cited as major demotivating factors. Employees have to face emotional and physical exhaustion because of understaffing, which accelerates the turnover cycle (DiJulius and Murray, 2024).
[bookmark: _Toc199878502]2.3 Impacts of Staff shortage on hotel operations
[bookmark: _Toc199878503]2.3.1 Service quality and client satisfaction
According to Asamoah (2025), inadequate staffing levels tend to compromise the reliability and consistency of guest services. In smaller hotels like Lakes Hotel, even a few missing workers may lead to delays in check-in, housekeeping or food delivery that would automatically affect customer satisfaction. Furthermore, the SERVQUAL model illustrates how staffing issues result in gaps in service delivery, particularly in responsiveness and reliability aspects (Jonkisz et al. 2021). When staff are highly overburdened, their ability to offer high-quality service diminishes, and that leads to poor reviews and reputational damage for the organisation (Muchiri, 2022).
[bookmark: _Toc199878504]2.3.2 Employee productivity and morale
High turnover rates might also harm team morale and cohesion. According to Amer et al. (2022), remaining staff often face burnout and stress due to staff shortage and which reduces overall productivity. In hotels where demand fluctuates seasonally, like the Lake District, the pressure grows more intense amid peak periods, which compounds dissatisfaction. A study by the London Assembly (2025) reported that nearly 62% of the employees of this sector considered leaving their jobs due to low recognition and a huge workload. This showcases the cyclical nature of the issue, that staff storage leads to a heavy workload that further leads to more departures.
[bookmark: _Toc199878505]2.4 Mitigation actions to retain and recruit potential candidates
[bookmark: _Toc199878506]2.4.1 Training and development opportunities
Organisations must invest in employee development to improve retention. Offering training, mentoring and career progression opportunities would help foster a sense of purpose and belonging (Chakraborty et al. 2024). It is seen in Hilton Worldwide's Elevator programme, which has helped them reduce turnover to a great extent in selected properties. However, training on stress management support is also a strategy that hotels can introduce but 54% of the front-line managers of the UK stated how they did not get enough training on mental health or well-being while 38% stated how they encountered work situations that made them feel unprepared or inadequately trained (HR Dive, 2024). This showcased how hotels try very little to focus on these areas, and that makes employees too frustrated to leave the industry. Hotels like the Lakes Hotel might benefit from such structured onboarding and upskilling programmes for seasonal and young workers.
[bookmark: _Toc199878507]2.4.2 Flexible working and wellbeing practices
Flexible work arrangements are another solution, as Shiri et al. (2022) have noted that organisations which offer mental health support, flexible working patterns and wellness initiatives report higher retention. Employers like Premier Inn have adopted several flexible working policies to adjust shifts and allow their employees to balance personal commitments (Premier Inn, 2024). Given its remote location, the Lakes Hotel may benefit from offering accommodation or transport support for attracting and retaining talent.
[bookmark: _Toc199878508]2.4.3 Employee engagement and recognition programmes 
Employee engagement and recognition also play a profound role in retention. According to Research by Forbes (2019), employees who feel valued are 20% more engaged and 59% less likely to leave. Recognition policies, feedback mechanisms and internal communication channels are highly integral for ensuring staff feel heard and appreciated (Rikantasari, 2024). Implementing such policies would help this hotel reduce turnover and improve employee morale, despite limited budgets.
[bookmark: _Toc199878509]2.5 Theoretical underpinning
[bookmark: _Toc199878510]2.5.1 Maslow’s Hierarchy of Needs theory
Maslow's Hierarchy of Needs theory stated that people are motivated to fulfil a range of hierarchical needs, starting from physiological needs to safety needs, followed by social belonging, esteem and self-actualisation (Omodan, 2022). Considering the hospitality industry, many employers focus on meeting just the lower needs like pay and job security and tend to neglect higher-order needs like career development, recognition and a sense of belonging. This limited approach might lead to disengagement, reduced morale and high turnover. For instance, frontline hospitality staff face poor management communication and a lack of appreciation quite often, which degrades their psychological wellness (Agarwal, 2021). Critics have argued that without focusing on esteem and social needs, staff would hardly showcase excellent work or loyalty (Frinaldi et al. 2023). So, an even more holistic approach must be implemented where employers promote a culture of inclusion, offering growth pathways and implementing recognition initiatives.
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Figure 3: Maslow's theory
(Source: Indeed, 2025)
While Maslow’s Hierarchy of Needs has provided the basis for understanding motivation, studying Equity Theory and Herzberg's Two-Factor Theory could offer additional viewpoints. Hygiene factors and motivators can be spotted with Herzberg’s theory, making his theory suitable for the hospitality field. The theory suggests that employees consider how they are treated in terms of responsibility and reward.
[bookmark: _Toc199878511]2.6 Literature Gap
Though this literature has identified challenges involved in staffing in the hospitality industry, it failed to look at the needs of specific institutions and rural hotels across the UK. This study also lacked a detailed discussion regarding staff shortages, low wage rate, psychological motivation and wellbeing within rural hospitality settings. In addition, though it discussed operational impacts like morale decline and service delay, it lacked a detailed discussion on the effect of leadership styles and internal HRM policies. There is also minimal understanding of the role of employer branding in staff recruitment. However, this research aims to bridge these literature gaps by seeking primary quantitative data using a survey, directly from the Lakes hotel staff, to obtain their views.


     Chapter 3: Methodology 
[bookmark: _Toc199878513]3.1 Research philosophy
In this study, pragmatist research philosophy is followed since it focuses on developing practical answers by including both facts and opinions. Qualitative and quantitative research fit well with pragmatism philosophy because it allows the researcher to look at situations from both perspectives. Pragmatism backs up using various methodological approaches to study the topic from several standpoints (Kaushik and Walsh, 2019). Since this study relies on a case study of the Lakes Hotel, pragmatism helps by making the approach flexible and aimed at solving problems. 
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Figure 4: Quantitative research 
(Source: Cooper et al. 2012)
[bookmark: _Toc199878514]3.2 Research approach
The study has used a mixed methods approach using both deductive and inductive reasoning. To apply the deductive approach, researchers reviewed and evaluated what is written and said in research and official reports. They will be used to develop a plan that helps form the survey questions and predict possible results. An inductive approach will help create new ideas based on the free responses given by the hotel staff. The deductive approach helps to test existing theories (Fife and Gossner, 2024). Similarly, examining participants' answers by survey has helped to bring out fresh patterns and themes. 
[bookmark: _Toc199878515]3.3 Research Design
This research has used a case study research design. Case study design helps to design in-depth, contextual research for a contemporary issue in a bounded system (Coombs, 2022). Focusing on only one hotel has allowed the researcher to grasp how staffing challenges appear, influence the everyday work and are dealt with in real life. Due to this design, the researcher has also received data from employees, the company’s records and additional reports from outside sources via primary and secondary methods. Since it is conducted at the Lakes Hotel, the case study approach made it easier to investigate and explain the ways different factors influence staffing. 
     3.4 Data collection method
This research has collected both secondary and primary data. Hotel staff have participated in surveys used for primary data, where survey questions were both quantitative and qualitative. Open-ended questions involving Likert scales and multiple-choice answers have helped obtain statistical data on how staff feel about their work and what difficulties they encounter. The open-ended questions allow participants to gather richer information and help to understand perspectives regarding what happened to them (Rosala, 2024). Google Forms has been used to deliver the surveys since it is accessible and works well for online research, especially when visiting in person is not an option. Secondary data has been collected from government sources, industry reports, and information collected from the hotel's website and annual reports. The analysis of online data has been done on Seek, Glassdoor and Indeed to collect user-generated feedback about companies. 
     3.5 Sample size
This study has used 20 staff members employed at the Lakes Hotel, London. This sample size is appropriate because it will help to understand the impact of employee shortage from a broader spectrum. 
[bookmark: _Toc199878518]3.6 Sampling strategy
This research has used a purposive sampling strategy. Purposive sampling selects individuals intentionally who are relevant to the research (Heath, 2023). This research has chosen the staff members from the Lakes hotel, and this strategy ensured that the data from those participants was focused, rich and directly relevant to the issue. 
[bookmark: _Toc199878519]3.7 Data analysis technique
This research has used a thematic analysis technique for qualitative data and descriptive statistics for analysing quantitative data. As a result of thematic analysis, this research has analysed and explained the patterns or themes that emerged from the free-text survey responses. Frequencies and percentages from Likert scale and multiple-choice responses have been summarised using descriptive statistics. 
[bookmark: _Toc199878520]3.8 Research Gap
Since the study only considers the Lakes Hotel, the results do not apply to other hotels or places. Getting in-depth insights helps, but it may not reveal the staff issues experienced widely in the hospitality industry. Since a hotel has a larger staff, using only 20 people for the research might not give an accurate picture of what employees think. Since the sample is not very big, both the qualitative and quantitative analyses might be less reliable.
[bookmark: _Toc199878521]3.9 Ethical considerations
Before conducting the study, informed consent was taken, anonymity was guaranteed, and people participated only if they wanted to. The data was protected and could only be used in the research process while complying with UK GDPR. The General Data Protection (GDPR) act ensures that data from the participants is processed transparently and lawfully (Gov.UK, 2018). Before survey participation, participants were told they had the right to end their involvement at any time.
[bookmark: _heading=h.6t6pxsp1m8yz]

     Chapter 4: Findings and Discussion 
     4.1 Secondary Data
Thematic analysis
4.1.1 High turnover rates harm team morale and cohesion
The UK hospitality sector is facing 30 to 45% staff turnover rate annually (Barck-Holst et al. 2020). Whenever staff quit, the group loses teamwork, trust in each other is damaged and communication suffers, reducing how happy everyone is with their job (Crowther, 2023). The Lakes Hotel in the UK has a turnover rate of 35% in recent years, matching the industry standard, but it impacts the efficiency of the team (Kilgannon, 2022). Since there are frequent changes among staff, new employees regularly need training which uses up time and resources elsewhere. As a result, employees may experience inconsistent service and an even higher workload, affecting their mood. In contrast, larger brands like Hilton have 25% turnover due to targeted programs aimed at keeping their team members (Hilton, 2022). The negative comments appear to be consequences of low team morale. 
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     Figure 5: Negative customer review
(Source: TripAdvisor, 2025)
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     Figure 6: Negative review
(Source: TripAdvisor, 2025)
4.1.2 Long working hours, insufficient work-life balance, and lack of flexibility make the staff demotivated and leave the hospitality industry
For Premier Inn, 48% of the workers faced issues with inflexible work schedules and problems with work-life balance, which were the reason for the employees leaving. Similarly, staffs at the Lakes Hotel reviews that the management is not in favour of the employees and they are underpaid yet overworked. One worker from the housekeeping team informed managers that they had to work without rest for six days straight due to exhaustion and stress.
[image: ]
Figure 7: Staff review from the Lakes Hotel
(Source: Indeed, 2024)
About 58% of workers in hospitality said that not having a regular schedule and experiencing a lack of personal time were the main reasons they did not like their jobs. Another issue reported by 43% is missing time with loved ones because weekend and late-night work are expected by managers (Golden, 2017). In the Lake District, this habit becomes more obvious at the Lakes Hotel. During the busiest tourist seasons, many front-line workers have long shifts, participants have few options and receive no extra pay. Due to low incomes, shortage of housing and high transport costs, such communities find it hard to keep their students throughout the school year (Schneider and Harknett, 2019). Lakes Hotel struggles to balance work when staff cannot be present, since, unlike hotels in cities, there is not a large team ready to take over. 
4.1.3 Employees have to face emotional and physical exhaustion because of understaffing, which accelerates the staff turnover rate
Due to understaffing, the employees in the UK hospitality industry are getting both stressed and tired, which in turn leads to more employees leaving their jobs. 64% of hospitality workers experience burnout caused by long shifts and high job demands (Moody, 2024). It was revealed that over one-third of employees quit their work within 12 months due to fatigue and mental trouble. During times when tourists visit in large numbers, staff are required to work longer hours and may not get enough rest, which leads to exhaustion (Wong et al. 2019). Since the Lakes Hotel is far from other businesses, providing employees with flexible work hours has proved to be challenging. The issue of understaffing remains a significant challenge within the UK hospitality sector. This challenge has profoundly affected the well-being and retention of employees. At the Lakes Hotel, the aspects of persistent understaffing have catered to both emotional and physical fatigue among the staff. Employees frequently find themselves compelled to work extended hours with insufficient time for rest and recovery. This pressure has resulted in an unsustainable work environment where employees report elevated levels of stress and burnout. It has been observed that over 70% of hospitality personnel identify excessive workloads as the principal factor contributing to job dissatisfaction (Lab22 Cardiff, 2019). On the other hand, over 78% acknowledge resignation due to sustained mental and physical distress (MM, 2024). The Lakes Hotel have been facing additional challenges in recruiting and scheduling relief staff, which compels current employees to exceed their capacities. This situation contributes to a turnover rate estimated to surpass 34% annually (CIPD, 2024). It has further been observed that nearly half of employees in comparable rural hotel environments attribute their decision to depart to an imbalance between work and life. Moreover, understaffing frequently initiates a cycle of overwork and an escalation in guest complaints tends to impose additional emotional strain on the remaining workforce (Sahu and Bhattacharya, 2025). Addressing this predicament necessitates strategic modifications. Investment in workforce planning to secure optimal staffing levels during high-demand seasons and the implementation of employee wellness initiatives may help to mitigate the issues of burnout (Henao et al. 2024). Herzberg’s Two-Factor Theory underpins this strategy, positing that while hygiene factors such as salary can prevent dissatisfaction, motivation arises from recognition and opportunities for development. By using flexible scheduling and rewarding employee efforts, the organisation can enhance morale and turnover. By building a positive culture based on the care of its employees will help to decrease turnover and improve the overall organisational performance.
4.1.4 Structured onboarding and training on stress management can lower the staff turnover
The UK hospitality sector is facing the highest rate of employee turnover across Europe, and improving employee retention is the current top priority of the industry. 56% of participants stated that they would agree to a lower-paying position if it provided a better balance between work and personal life (Hays UK, 2023). 71% of people working in hospitality feel more committed when provided with training and development programs. By promoting mental health and resistance training, more than two-thirds of those in hospitality are more likely to stay. Following these steps, Premier Inn has reduced early turnover by 17% and improved how happy its employees are. Thrive@Hilton by Hilton enables stress reduction, teaches well-being and boosts the retention and engagement scores at all its UK properties (Whitbread, 2025). 
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Figure 8: Lakes Hotel Staff review from Seek
(Source: Seek, 2020)
Meanwhile, the Lakes Hotel has not provided official onboarding or mental health support in the past. Around 65% of newly hired staff found their jobs unclear, and more than 70% noted experiencing a high level of stress when busy. New staff are not ready for the job during peak times due to basic training and a lack of skills to deal with stress (McKinsey & Company, 2021). As a result of this, many of the junior staff left within just a few weeks. 
4.2 Primary data
Question 1
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Figure 9: Workload at Lakes Hotel
60% of the people agreed that they feel strongly that staff shortages have made their job more demanding. 20% of employees strongly agreed that they had to juggle various tasks and hold multiple jobs. As a result of this, team stress levels increase and workers tend to become fatigued more quickly during the busiest periods in the Lake District.
Question 2
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Figure 10: Quality of service at Lakes Hotel
45% of staff believe they often put in more hours than their contracts specify. One reason cited was having to work late nights and report to work on holidays and days off. This situation does not meet expectations, especially for junior and front-line employees and increases the chances of staff leaving the job.
Question 3
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Figure 11: Work-related pressure

45% of the people who took the survey stated they felt emotionally or physically worn out. Long hours, a hectic workplace and a lack of time to rest often lead to exhaustion among nurses. This demonstrates that there is an important need for more well-being support, free time allowed, and rest breaks to prevent workers from getting sick.
Question 4

[image: ]
Figure 12: Lack of flexibility at Lakes Hotel
50% of staff said that not being able to work flexible shifts negatively affects their life outside of work. However, 30% of respondents pointed out that rotas are not always predictable, and they are not permitted to take part in planning their shifts. Therefore, transportation experts are finding it vital to remain flexible, as not having a flexible schedule leads to missing important family events and increased stress.
Question 5
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Figure 13: Sufficient training
45% of the employees disagreed and felt that their training was sufficient. 25% of the employees pointed out that they did not feel well-prepared to take on various jobs in the absence of colleagues. The absence of proper training causes many new employees without an induction to make mistakes and feel lost.
Question 6
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Figure 14: Onboarding process at the Lakes Hotel
40% of the staff members agreed, and 25% strongly agreed and thought that onboarding is planned. 35% of the workers explained that their training was not structured and changed from case to case. Because the job lacks structure, employees struggle with job confidence and might leave the organisation soon after being recruited.
Question 7
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Figure 15: Adequate support at Lakes Hotel
40% of the participants said they were left to handle the rush times and get adequate management support. While 30% of them disagree that they did not receive additional support from management during high-demand periods. If leaders appear absent during times of crisis, it often causes frustration and makes people less confident in them.
Question 8
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Figure 16: Turnover intention at Lakes Hotel
30% of individuals in the survey strongly agreed that stress or high workloads are reasons why they plan to leave. It is a key issue that could impact learning. 25% of the staff complained that their dissatisfaction resulted from not having sufficient staff, experiencing exhaustion, and not finding enough support from the school community.
Question 9
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Figure 17: Long working hours at Lakes Hotel
10% of people agreed, and 15% of them strongly agreed, that shortages in staff result in lower quality in guest service. While 45% of the staff disagreed that the housekeeping schedule was delayed, there were long lines at check-in, and meals were served at a slower speed. The responses given suggest that a lack of staff members can affect both customers' and workers’ performance.
Question 10
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Figure 18: Appreciation and recognition at Lakes Hotel
Around 45% of employees did not feel valued or appreciated. Most staff members mentioned that, even when things were challenging, they usually did not get any recognition or assistance.
[bookmark: _Toc199878525]4.3 Discussion
[bookmark: _Toc199878526]4.3 Interpreting findings in relation to existing literature 
[bookmark: _Toc199878527]4.3.1 High turnover rates and team morale
The findings of the research are consistent with the study of Amer et al. (2022), which highlights the impact of high turnover overrates on team morale and increased burnout. The study of Crowther (2023) also claimed that reduced staff, the remaining team loses teamwork, and thereby increases the burden on them. Furthermore, the primary data also highlighted how many of the staff at the Lakes Hotel have low morale, leading them to feel emotionally and physically exhausted, including 45% of them claiming to feel the same. It also aligns with the results that highlight how staff at Lakes hotel demonstrated over the company’s unsupported mechanism, overworking their feelings of undervaluation. This directs towards the study of the London Assembly (2025), highlighting that 62% of the staff within this sector are trying to leave their jobs at hotels due to low recognition as well as workload. However, these insights can be contrasted with the study of Baum et al. (2023), where turnover intentions were considered to be outcomes of seasonal fluctuations or low pay. Furthermore, the case study of Lakes Hotel reveals that there is a lack of organisational support, which can be a significant reason for staff turnover intentions. In addition, many employees reported a lack of training and onboarding initiatives during high-pressure circumstances. It can be critically analysed from the theoretical point of Herzberg, which reveals hygiene and motivational factors. For instance, working conditions, pay are deemed hygiene factors while advancement or recognition is deemed a motivator (Peramatzis and Galanakis, 2022). The analysis found that Lakes Hotel is deficient in terms of both motivator and hygiene. The findings suggest that staff within this sector are struggling to maintain motivation, such as a lack of growth opportunities. Only 25% of the staff felt that they were not well prepared to act in the different job roles after their colleague left the position.
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Figure 19: Herzberg’s Two-Factor Theory
(Source: Macpherson, 2021)
[bookmark: _Toc199878528]4.3.2 Poor work-life balance and overwork
The primary insight highlighted how many employees were affected by limited flexibility and excessive workload. 45% felt emotionally and psychologically drained, and also believed that this negatively impacted their performance. Nearly 80% struggle with staff shortages due to increased workload. These also aligned with the study of Hasyim and Bakri (2025), which stated that long working hours, inflexibility and disrupted work life have become a demotivating factor. Drawing upon the perception, the hospitality sector is highly perceived as anti-social, with long working hours, as well as a gap in career growth opportunities (Warwick, 2023). The responses of the survey also highlight how staff at Lakes Hotel suffer from the increased workload. One of the concerns raised by them is a lack of adequate support by 40% to handle the high-demand situation. This aligns with the study of Shiri et al (2022), stating the importance of mental health support, flexibility and wellness initiatives. Lack of these is one of the reasons behind turnover intentions. Critically, these insights challenge the theory of Maslow's Hierarchy of Needs, as Lakes Hotel has failed to meet the self-esteem, belonging and safety needs of customers, which is vital to employee satisfaction. This theory advocates for love and belonging; a lack of these attributes could lead to less motivation or engagement (Artaya et al. 2021). Thus, a lack of work-life balance will make it challenging to achieve longing and love in the workplace. As reported, flexible working contracts have been highly appreciated by the UK workforce, with 4.23 million people in the UK highly anticipating flexible arrangements, making changes to traditional 9-5 working data. This inaction towards the Lakes’ Hotel's failure to provide flexibility which are prominent sign of hygiene factors. Even though employees are passionate, with the company's lack of flexibility, fatigue and scheduling failure impact intrinsic motivation. Contrastingly, companies like Hilton have introduced support mechanisms, flexible shifts and staff management (Economictimes, 2024). This indicates how the current approach of Lakes Hotel needs urgent redressing to mitigate issues faced by staff.
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Figure 20: Perception towards the industry 
(Source: Warwick, 2023)
[bookmark: _Toc199878529]4.3.3 Clear onboarding process
The survey, as well as the secondary findings, demonstrated the importance of an adequate onboarding process. 71% of the staff prefer training and development programs to be important in maintaining motivation and loyalty, which directly impact the guest experience. While at Lakes, more than 40% highlighted the benefits of onboarding facilities for young and seasonal workers. This suggests that there are inconsistencies at Lakes Hotel in providing onboarding training, with 35% indicating unstructured and fluctuating strategies. This implies a flaw in overall management, resulting in issues of retention, motivation and stress among the staff. As per Rani et al. (2024), effective onboarding is vital to maintain attrition and confidence among employees as this helps in establishing a sense of belonging and career expectations. These mixed insights can be linked with Maslow's theory, where, without effective onboarding, staff may feel a lack of psychological safety and belonging, thereby hindering their engagement and motivation (Franco et al. 2024). Furthermore, a lack of structured onboarding can be linked to a failure to produce hygiene factors. If staff are not well trained, they are more likely to be disengaged and unmotivated (Sherman and Cohn, 2022). Thus, this area can be an important element for the company to improve. 
[bookmark: _Toc199878530]4.4 Addressing the research question and objectives
The first objective was to understand factors behind staff shortages, while the external factors, such as COVID-19 and Brexit, significantly contributed to shortages, the findings suggest internal challenges. For instance, Lakes Hotel’s lack of adequate support, training, boarding, and low pay and workloads are key issues. This study has been able to reveal these factors, while the existing literature has generalised these underlying issues. 
The second objective was to understand issues that impact the staff loyalty and morale at Lakes Hotel. The findings of the study was able to revealed the psychological and operational barriers impacting loyalty, leading to a higher attrition rate. This aligns with Asamoah (2025), revealing how inadequate staffing has a direct impact on guest satisfaction, leading to service quality gaps. Moreover, the experiences of the staff through the survey also revealed how the current staff are highly impacted by poor staffing levels, workloads and lack of support, causing turnover and low morale. The use of primary methods has helped in achieving both the research question and the second objectives of the study.
The third objective was to propose evidence-based strategies to mitigate the issues found at Lakes Hotel. The study strongly contributed to the identification of potential areas where the hotel can focus, such as using other companies’ real-life strategies. For instance, structure training and hoarding in Hilton, which Lakes can also integrate. Furthermore, an example of Premier Inn also suggests that giving importance to staff mental health and wellbeing is vital to staff management (TtnWorldwide, 2024). The primary findings also highlighted gaps, where, lack of recognition is noted by 45% of the workforce. In these aspects, this study has been able to capture critical insights and provide insights which align with the research objectives and questions. 
[bookmark: _Toc199878531]4.5 Implications of the findings
The evaluation highlights not only the external factors that are linked to staff shortages, but also gives importance to the underlying issues in internal culture. The implications of this study are that this would help hotel companies like Hotel Lakes to focus on retention strategies rather than recruitment. This could include emphasis on providing better working conditions, growth opportunities and staff recognition. This resonates towards strong managerial implementation in relation to a real-life business-like Lakes Hotel. As stated by Ghani et al. (2022), despite ongoing challenges in the hospitality industry in retaining staff, little attention is given to the development of retention strategies to cater to sustainable growth. The study also strengthens policy implications by advocating flexible working hours and emphasising work-life balance. The government of the UK has also been advocating more flexibility, with employees required to consider their request (Gov. UK, 2023). Thus, a study has a strong implication in a real-world environment. 
[bookmark: _Toc199878532]4.6 Limitations of the research
Despite its significant contribution, the study has certain limitations, such as a small sample size, which could limit generalisability. A larger sample can help in yielding more accurate information on the topic (Lakens, 2022). There can also be potential bias, as there can be a tendency where staff would not provide an accurate response that resonates with their true beliefs under “social desirability”. Thus, in future, the study could focus on adopting tools and data collection methods to increase the credibility and reliability of the study. 
[bookmark: _Toc199878533]4.7 Summary
Thus, this chapter has critically discussed the findings and evaluated how the issues have evolved within Lakes Hotel. It reveals the internal issues, where the company failed to support, empower and train staff. The theoretical framework also reveals how the company failed to align its culture and fulfil the basic needs of customers. 

[bookmark: _heading=h.nrbay6awa67r][bookmark: _Toc199878534]Chapter 5: Conclusion and Recommendations
[bookmark: _heading=h.9ucykh98vbv0][bookmark: _Toc199878535]5.1 Introduction
This chapter will evaluate the findings and insights that are drawn from the overall research. This chapter will evaluate the causes and solutions by offering strategic recommendations for the Lake Hotel. Through the analysis of the internal practices of the organisation, this chapter will underscore the importance of addressing staff shortages to enhance organisational performance in the long run.
[bookmark: _heading=h.yjkyhjn99c6m][bookmark: _Toc199878536]5.2 Conclusion
This research explored the issue of workforce shortages in the United Kingdom's hospitality sector. The analysis has outlined the general issues facing the hospitality industry, such as instability in the workforce. These issues have significantly impacted the operational efficiency of hotels by affecting service quality. The choice of the Lakes Hotel for a case study was integrated as it represented the challenges faced by remote hospitality businesses in maintaining an engaged workforce. Through a comprehensive review, the research had identified key factors responsible for staffing shortages. These included poor working conditions and emotional exhaustion. The research also highlighted the negative consequences of staffing shortages. It was observed that the employees often suffer from exhaustion due to extended working hours. The research highlighted that these issues are critical in rural hotels like the Lakes Hotel. Within this hotel, recruiting replacement staff is highly challenging as the availability of labour is limited. The research also explored the measures that could mitigate these problems. It concluded that investment in systematic onboarding support systems could significantly improve employee retention. Moreover, the adoption of flexible working practices was identified as an effective strategy for enhancing staff satisfaction. The research had underscored the internal factors that are needed to address the situation of high turnover. 
[bookmark: _heading=h.n46poyugfynd][bookmark: _Toc199878537]5.3 Key Points
The overall research explained key operational problems faced by the Lake Hotel in consideration of staff performance. The strategic recommendations were derived from the research, consisting of improving internal communication. The research assumed that low staff morale is considered the key driver of the underperformance of the hotel. Therefore, the research highlights the requirement for an integrated approach to improve operational efficiency at the Lakes Hotel.
[bookmark: _heading=h.7lslk0zafzzb][bookmark: _Toc199878538]5.4 Overall Insights
The findings of the research suggest that the Lakes Hotel is facing serious internal problems consisting including employee motivation issues and staff development. These problems have impacted the quality of service and overall guest satisfaction. The research underscored the interrelatedness of the factors based primarily on an empowered workforce and proper training. The research had suggested that improving internal communication and conducting regular staff training are essential prerequisites for sustainable improvement. Finally, the research had analysed that successful hospitality management is based on the development of a strong organisational culture that optimises customer experiences.
[bookmark: _heading=h.5kj5aje9g9xg][bookmark: _Toc199878539]5.5 Reflective Observation
Considering the overall research, I have developed a longer-term perspective on the staffing problems of the Lakes Hotel. Initially, I have underscored that the lack of workforce motivation was due to external factors and a general shortage of trained labour. However, as I examined the internal functions of the hotel, I realised that the causes are rooted in internal management practices. Moreover, I believe that the key problem is poor communication and weak leadership. Staff are frequently undervalued, which leads to lower morale and increased turnover. Moreover, improved staff training and the introduction of positive workplace culture have a prominent effect on job satisfaction. I believe that employee participation in the decision-making process could enhance their sense of purpose and belonging within the firm. Moreover, this research has drawn the attention away from a surface-level recruitment concern. This experience has convinced me that long-term staffing improvement is not imperative without dealing with the managerial issues in the organisation. By putting the health and professional development of the employees first, the Lakes Hotel will create a more stable and committed staff.
[bookmark: _heading=h.4atwe2tcvdcu][bookmark: _Toc199878540]5.6 Recommendations
[bookmark: _Toc199878541]Recommendation 1: Enhancing the wellbeing and support of employees
A major concern facing the Lakes Hotel is low employee morale and retention, which can often be caused by a lack of prioritisation of employee wellbeing. In rural hospitality environments like that of the Lakes Hotel, staff may remain isolated and have limited opportunities for professional development. Such conditions can contribute to high levels of stress, emotional exhaustion, and ultimately, burnout. These are the factors that are closely linked to reduced job satisfaction and turnover (Adamopoulos and Syrou, 2022). The Job Demands-Resources model provides a helpful framework for understanding the phenomenon. According to the model, burnout arises when jobs outstrip job resources (Alkhraishi et al. 2023). Considering the case of the Lakes Hotel the prospects of high expectations tend to create an imbalance within employee wellbeing. To mitigate this, it is necessary for the hotel to introduce proactive wellbeing interventions. These interventions may involve regular individual check-ins between management and staff. Additionally, management training in emotional intelligence can help construct a safe work dynamic (Shankar and Tewari, 2023). Encouraging teamwork, coordination of wellness activities can further enhance employees' sense of value (Johnson et al. 2021). Moreover, the interventions during prolonged shifts can have a positive effect. By reducing job demands, Lakes Hotel can cater to a sustainable dynamic.
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Figure 21: Job Demands-Resources model
(Source: Bakker et al. 2008)
[bookmark: _Toc199878542]Recommendation 2: Improving mechanisms for communication
Within the hospitality dynamics, maintaining effective communication is the foundation of a successful organisation. Poor communication may cause misunderstandings within a work environment. In a rural hospitality environment, these issues can quickly impede operational effectiveness. Moreover, the absence of clear channels of communication, inadequate interpersonal skills training can contribute to conflict within the exchange of feedback (O'Toole, 2024). Considering this, the Transactional Model of Communication underscores the complexity of communication in the workplace. This theory posits the fact that communication is an interactive process in which meaning is co-constructed and shaped by context and feedback loops (Ruben and Gigliotti, 2021). To manage these problems, the hotel needs to implement structured communication rituals like regular team meetings and open-door policies to promote transparency. Management needs to be trained in active listening and conflict resolution skills to manage interpersonal issues. Organising regular conflict resolution workshops can help staff to resolve issues significantly. Moreover, implementing shared communication platforms can enhance the consistency of information communicated among every department. A dedicated human resources representative can act as a facilitator to ensure that employee grievances are handled properly. By having open and respectful communication, Lakes Hotel can establish a more cohesive and believable organisational culture.
[bookmark: _Toc199878543]Recommendation 3: Fostering a positive organisational culture through the development of leadership
One of the most significant problems facing the Lakes Hotel relates to the lack of an integrated and supportive organisational culture. An unhealthy culture may be the result of inconsistent leadership behaviours and low opportunities for professional development (Woods et al. 2024). In a rural hospitality setting, cultural breakdown can have a profound impact on service quality. Moreover, the root cause of the issue is ineffective leadership. Staff are made to feel undervalued, which is a condition that can erode job satisfaction and commitment. To address the issue, the Lakes Hotel should invest in leadership development programs to develop the skills of managers and supervisors. These programs should cover emotional intelligence, ethical leadership behaviours, and staff empowerment in alignment with Schein's Organisational Culture Model. This model distinguishes culture on three levels based on artefacts, espoused values, and basic underlying assumptions (Gessesse, 2021). If leaders project all three layers, the organisation can shift to a cohesive and constructive structure. Putting practical steps into action may involve co-developing core organisational values with staff. Leadership needs to encourage the importance of psychological safety in which employees can give their ideas without fear of retaliation (Hubbart, 2024). By focusing on developing leadership skills, Lakes Hotel can create a culture where employees feel valued and committed to their work. Positive organisational culture leads to improved guest satisfaction while creating a competitive edge in the hospitality industry.
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Figure 22: Ethical leadership principles
(Source: Gardiner and Tenuto, 2015)
[bookmark: _Toc199878544]Recommendation 4: Implementation of a structured training and developmental program
One of the most prominent challenges highlighted in the Lakes Hotel involves the lack of formal training for staff. This causes uneven service delivery and lower confidence among inexperienced staff (Berman et al. 2021). In the hospitality business, such shortcomings can critically undermine the hotel's credibility and profitability. Primarily, working in a rural setting tends to limit the availability of external training providers which may force the treatment of immediate operational needs over development needs. Moreover, high staff turnover discourages long-term training investments as the management may view developmental endeavours as futile for employees who might leave. Therefore, to resolve this problem the hotel must introduce formal training programs that are tailored to diverse job roles. These programs should cater to the employee life cycle and be subjected to ongoing assessments for their effectiveness. Kolb's Experiential Learning Theory underscores that optimal learning results from individuals participating in a cycle that involves concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Alabi, 2024). By using this theory, the hotel can create training that incorporates simulations and reflective discussion, allowing staff to learn and adapt based on real-life feedback from actual situations. Investing in formal training increases staff morale and retention since employees feel that the organisation cares about their development (Bhakuni and Saxena, 2023). Moreover, an effective workforce will improve the guest experience and make the Lakes Hotel a desirable employer in the regional hospitality sector.
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Figure 23: Kolb's Experiential Learning Theory
(Source: Ha and Verishagen, 2015)
[bookmark: _heading=h.5oaopbi9msnh][bookmark: _Toc199878545]5.7 Summary
Therefore, the chapter has underscored the findings of the research by focusing on the issues that contribute to the shortage of staffs. Through the theory-driven recommendations, the research has underscored the importance of management practices. Therefore, addressing these challenges can lead to solutions for sustainable staffing and the overall growth of the organisation.
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