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[bookmark: _nv5au0isj39u][bookmark: _52i0fkvyfhds]Abstract
[bookmark: _Toc200359170]This report emphasises the significant consequences of staff shortages and turnover at the Ibis Bradford Hotel. These have had negative effects on day-to-day operations, the quality of service, guest satisfaction, and overall performance. The report used the case study of the Ibis Bradford Hotel to examine the interconnectivity of the problems, as a shortage of staff gives rise to inadequate service, dissatisfied guests, increased costs in recruitment and training, as well as reduced profits. To solve it, the Ibis Bradford Hotel must act decisively to lower staff turnover rates and enhance retention. This is achievable through the provision of improved compensation, offering opportunities for advancement, as well as enhancing the working environment. The hotel must also invest in efficient recruitment strategies and state-of-the-art recruitment tools to hire the right personnel and make the workplace more enticing. In all, these measures are required to minimise employee turnover rates and make the Ibis Bradford Hotel a comfortable environment for visitors as well as employees.
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[bookmark: _Toc200359171][bookmark: _mmowci44pi34]1. Introduction 
[bookmark: _Toc200359172]Staff shortages and turnover rates pose one of the greatest challenges to businesses nowadays. No organisation can operate efficiently without a committed and reliable staff. This paper explores the staff issues existing in the case of the Ibis Bradford Hotel to determine the causes and recommend possible means of resolving them. Ibis Bradford Hotel has a reputation for offering value for money comfort with excellent customer service in a popular, expanding city centre. It has the appeal to attract visitors, business travellers, as well as people living locally. Behind the scenes, however, lies the serious staff problem underpinning the pressure on service quality as well as the overall performance of the hotel. Not enough staff are the root issue. When the demand for hotel services grows, particularly in the high season, the staff is usually less than required to meet it. It causes additional stress to the current staff, resulting in burnout. Consequently, visitors end up experiencing delays, subpar services, or a disappointing experience. It repels repeat customers, generates complaints, and reduces revenue. The second significant concern is excessive staff turnover. Employees leave regularly, and new workers must be constantly recruited and trained. This "revolving door" hinders the establishment of solid, experienced staff. When experienced workers leave, the valuable knowledge and experience they bring with them harm the quality of the services even further. These staffing challenges not only reduce customer satisfaction but also harm the hotel’s reputation and long-term success. Addressing them is critical to creating a better workplace and delivering the service guests expect.
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[bookmark: _67i7b39rhd24][bookmark: _Toc200359173][bookmark: _5dwfy6c1avut]2. Literature review 

Among the largest challenges confronting the hospitality sector is staff shortage as well as staff turnover. It impacts the efficiency with which a business is managed, the satisfaction of the customers, as well as the financials of the company. The goal of this paper is to discuss existing research and knowledge regarding staff shortage as well as employee turnover in the hospitality industry. To bring about emphasis to such a consideration in the hotel business (Singh, and Amandeep, 2017) investigated the effects of employee turnover in the hotel market in New Delhi. It revealed that the high turnover resulted in lower staff coordination, reduced guest satisfaction, as well as worse brand image. The authors cited low wages, lack of career advancement, as well as unsatisfactory working environment as root causes of turnover. Staff shortage as well as staff turnover in the hotel industry have been examined in another study. The staff turnover issue has been examined in the hotel industry by (Narkhede, 2014). The research revealed that the staff turnover issue is impacted by numerous causes, including employee dissatisfaction with the relationship with the superiors, work environment, work schedule, workload, salary as well and compensation. This research examined the causes of turnover in food-serving hotels in the city of Jalgaon, the data were obtained from serving staff using structured timetables. The research highlights the significance of effective staff retention as well as the maintenance of a healthy working environment to curb turnover. In related research, (Kysilka, et al., 2013) examined employee turnover, or the rate at which workers leave and get replaced in an organisation. It established that some turnover is natural and even beneficial, but excessive turnover can lead to severe complications. The research established that high turnover normally indicates workers do not remain long, resulting in higher costs and disruption in the workplace. It indicated organisations must have good strategies to retain workers and provide an improved working environment to lower turnover. In the same vein, (Santhanam et al.,2017) designed research where one can see the impact of groups of human resource management (HRM) practices, as well as broken promises between employers and workers, on workers who want to leave work, particularly in hotels and restaurants. The research indicates that many HRM practices combined have a larger influence. The research indicates that workers who are dissatisfied with their work and feel their work is unnoticed are likely to leave their workplace. 








The research indicates that the organisations need to monitor their HRM practices from time to time and should fulfill promises to retain employees. The research in the future should consider external factors as well as differences in workers. In another paper, (O’Leary, 2021) examined the reasons for staff turnover in the hotel industry. The research discovered that the reason behind it is the shortage of staff, which causes existing staff to work long hours, which hinders employees from finding time to strike a work-life balance, so they tend to seek alternative employment. Most employees were also concerned about the security of their jobs and opted to work in more secure careers. The employees indicated that improved communication, additional training, and improved wages from the managers could assist in preventing them from leaving.


In addition, (Magnini et al.,2024) examined staff issues in the hotel industry using the 20-item career preference scale to examine the greatest concerns, as valued by hotel workers in Hampton Roads, Virginia. The research indicates work-family balance as the greatest concern requiring management attention, followed by wages being too low. The work-life balance was worse between hotels compared to restaurants, more so against front-of-house staff, full-time workers, and managers. The research indicates the necessity to have targeted interventions to enhance work-life balance in the hotel industry, as well as the need to intervene in wages in the hotel industry. The staff shortage as well as turnover has been investigated in another research, (Bello, and Bello, 2021) examined the reasons behind the high staff turnover in the hospitality industry. The research indicated one of the central causes behind staff turnover as stress, as well as the lack of career progression chances. The research recommended investing in developing the support from supervisors as well as the establishment of a work environment to decrease staff turnover. Similarly, (Deri et al., 2022) investigated the relationship between turnover intention and job satisfaction among hotel operational staff with particular emphasis on staff satisfaction as the reason for long working hours.



 Four main drivers or factors impacting job satisfaction were revealed to be pay, supervision, promotion, and training/career development. The research established the inverse relationship between job satisfaction and staff intent to leave employment. The research indicates that enhancing staff satisfaction through offering competitive salaries and opportunities in the form of career development would contribute to the reduction in turnover. 

Besides this, (Cabalcar, 2022) examined the increasing turnover rate of young workers in the hotel industry and revealed the determinants affecting their turnover decision. The research showed that the causes of staff turnover have close associations with career change, inadequate working environment, and poor management. The research indicated the necessity to enhance the working environment and motivation to keep young workers. In the same way, (May et al.,2022) examined the primary causes as well as the solutions to staff turnover in New Zealand’s hospitality industry. The research found the primary causes for staff turnover, the research showed the outcomes to be low wages, the work environment, and the absence of workers in decision-making to be the primary causes of staff turnover. The research provided some measures to solve these, such as improved recruitment, training, acknowledgement, work environment, as well as staff development. In addition, (Willie, 2021) examines staff turnover in the hotel industry, specifically examining work experience, supervision, and compensation. 

The research revealed a high correlation between the three elements and employee turnover. The research indicated that enhancing how workers feel about their work experience, the supervision quality, as well as their compensation, can assist in minimising staff turnover. In the case of staff turnover, the relationship between HRM practice, work engagement, and turnover intention is very much established in the sense that it can enhance or undermine the effectiveness of HRM and engagement in affecting turnover intention (Ali et al.,2018). Staff turnover can negatively impact the tourism industry by contributing to higher recruitment and training expenditures, turnover in human capital, diminished quality in service, lower productivity, which impacts the reputation of the organisation as well as customer loyalty (Chikwe, 2009). In addition, staff turnover has a significant influence on customer satisfaction, particularly with service companies. 
The research indicated that staff turnover has a moderate, negative correlation with customer satisfaction. That is, the higher the turnover in staff, the lower the customer satisfaction. Turnover harms the quality of the service, produces the erosion of customer confidence, and is costly to hire and train new employees (Woods, 2015).


























[bookmark: _vfdxv5n1ez1f][bookmark: _Toc200359174]3. Methodology
This research methodology would seek to solve the research question about the effects of staff shortages as well as staff turnover at the Bradford City Ibis hotel. It would be researched using several methods, including the case study research method. This section will discuss what the case study research method is. It would discuss the way it functions, its advantages, as well as some drawbacks it has. The case study research has been utilised in this research work since, as Schwandt and Gates (2018) state, it allows one to examine complex instances in their naturalistic settings, especially where it is difficult to disconnect the case from the environment in which it is occurring. The research work would have incorporated an ethnographic case study as part of the research methodology. This would suit the context in which the current work is situated. (Stake, 1995). The purpose of the use of the case study in the current work is to examine one singular case from many possible alternatives. The case may be an individual, a programme, an event, or even anything larger, such as a culture or society (Saunders et al., 2012). The technique is utilised to develop in-depth knowledge about one particular concern in its naturalistic environment. In the current work, the interest would be in the case of the Bradford city hotel, the Ibis hotel, where it would examine the influence of staff shortages as well as staff turnover in the hospitality industry. (Chikwe, 2009). This research employs the mechanism to go in-depth into the details of gathering authentic information from different sources to obtain an overall picture of the problem. It assists in gaining a better understanding of the issue as well as the environment surrounding it. Case studies form one technique principally employed in exploratory research to determine the relationship between the different elements in a scenario as well as to discuss problems in depth (Densin, and Lincoln, eds., 2011). 




In the current research, the researchers seek to determine the way specifically hotel turnover and staff shortages influence hotel performance, guest satisfaction, as well as the stressfulness of the employees (Silva, and Martins, 2019). The findings, however, cannot be generalised to every other hotel or every industry, as the current case study only involves one hotel. 
The ideas and views of the researchers may also determine how they select as well as read the data, which may provide one side of the picture. To ensure the findings are accurate, case study researchers would employ methods such as member checks to check or refute the findings. Ethnographic writing is one means through which researchers reflect on their feelings and experiences during the research (Jeffrey, 2018). Ethnographic writing. It assists them in recognising the personal biases or assumptions that could influence how the data is interpreted. By being self-aware, researchers can enhance the quality of their conclusions. Ethnography is also utilised in the same research to examine the online communities and behaviours (Hine, 2017). This involves studying such things as reviews, social media updates, and internet postings to determine what people feel about the Ibis hotel and why. Through merging case study methodologies with ethnographic research, the research can thoroughly investigate the influence of staff shortages and turnover in the hotel. Such methods can be the optimum selected methods for researching the influence of staff shortages in the hospitality industry.





[bookmark: _69xyuofke374]


[bookmark: _Toc200359175]4. Case study
Ibis Hotel Shipley Bradford
Ibis Bradford Shipley is a local leader among value hotels and is the flagship hotel with the Ibis chain belonging to the Accor Group, one of the world's largest hotel companies with a presence in over 110 countries. Located along the Leeds and Liverpool Canal in Shipley town centre just beyond Bradford, the Ibis Bradford Shipley continues to add to the area's hospitality through the provision of guaranteed dependability and affordable accommodations to leisure and business travellers alike. Its central location within walking distance of Shipley railway station and within close, easy driving distance to Bradford city centre positions it as particularly beneficial to visitors who need ready access to the wider West Yorkshire area. Ibis brand's commitment to comfort, efficiency, and simplicity is reflected in its aesthetic throughout its hotels. Its simply styled building exterior gives way to straightforward, clean interior spaces created with comfort in mind as well as convenience. Its en-suite bathrooms, flat-screen TVs, workspaces, and free Wi-Fi in all its 78 rooms ensure the guests have all the facilities required to have a comfortable stay. Although it is budget-conscious in its pricing, it is particular in its attention to consistency in delivering service as well as to cleanliness, the areas that have contributed to its established local reputation. Ibis Bradford Shipley is particularly notable for its friendly customer service and community-oriented ambiance. The hotel features an in-hotel restaurant and bar serving an informal dining experience with international favourites as well as locally sourced dishes featured on the menu. It has the option to provide continental as well as hot breakfast buffets daily to cater to early risers as well as weekend pit stops. True to the emphasis on the environment from the brand, the hotel demonstrates its dedication to the environment in the form of energy-efficient light usage as well as minimising wastage with strategies in conformity with Accor’s Planet 21 programme. Although it is not a large events conference hotel, Ibis Bradford Shipley is the right option for small business meetings and group bookings, especially from companies as well as hotel visitors to the Yorkshire location (Bing, 2025).


Its staff is also trained to offer personalised services from group arrangements to early arrival as well as local tips, which show the operational flexibility as well as customer satisfaction orientation of Ibis. In the end, Ibis Bradford Shipley reflects the very core values defining Ibis: service efficiency, affordability, and reliability. Its blend of brand consistency, local identity, as well as conscious positioning in Bradford’s hospitality market positions it as an affordable, consistent option with visitors to the area. By doing so, it reinforces Accor’s commitment to “hospitality for all” in terms of delivering high-quality accommodation with no unnecessary frills to make every guest feel well looked after during their stay (Bing, 2025).


















[bookmark: _2kn7d6ldf5gl][bookmark: _Toc200359176]4.1 SWOT Analysis
Being part of the Accor Group, ibis Bradford Shipley has the benefit of global recognition from the brand as well as the provision of quality, value-for-money accommodations. Its location close to the Leeds and Liverpool Canal, as well as to Shipley railway station, further appeals to leisure as well as business visitors who want easy access to the attractions of West Yorkshire, as well as business hubs. In addition, Ibis Bradford Shipley is characterised by reliable service delivery, hygiene, and value for money. The hotel features the required facilities in its 78 rooms, such as en-suite bathroom facilities, flat-screen televisions, work desks, and free Wi-Fi, making the stay comfortable. The restaurant and bar within the hotel provide comfortable dining with international dishes as well as locally influenced meals. The hotel is also committed to being green since it is part of Accor's Planet 21 programme, where it preserves energy and reduces waste (Ibis Bradford, 2025). Though the hotel has dependable services, it does have limited conference facilities, restricting its appeal to large corporate functions. Some customer feedback has identified areas where improvement is needed, like maintenance in the rooms and the amount of noise, which can detract from the overall experience. Nor is the hotel designed or the facilities it has likely to attract visitors looking to experience high-quality comfort. Still, it is possible to enhance the charm of the Ibis Bradford Shipley with room upgrades and additional meeting space to capture a wider variety of hotel visitors. Developing stronger alliances with neighbouring attractions, the UNESCO World Heritage Site at Saltaire, can enhance the experience of visitors with carefully designed activities to bring to the fore the cultural opportunities the area has to offer. Highlighting eco-friendliness can also appeal to green visitors (Saltire Village, 2024). Lastly, the hotel is in a competitive market where there are many accommodation options in the Bradford and Leeds area, ranging from budget hotels to higher-end hotels. Economic fluctuations in daily stays and travel patterns may influence occupancy levels. Negative reviews on the internet, if not acted on, can also have an influence on the perceptions and decisions of potential guests.



4.2. PESTLE analysis
Particularly through the application of developing immigration policies and regulatory measures, the UK political environment has an important influence on the conduct of the UK hospitality industry. More stringent visa restrictions, in recent times, have further hindered the recruitment of foreign staff in the hospitality sector as well as in hotels. The change has directly resulted in labour shortages within the industry. According to (Sumption, and Brindle, 2021), the post-Brexit immigration policy in the UK has dramatically lowered the number in the form of lower-paid migrants who can work as housekeeping staff, caterers, or front-line personnel in hotels. Consequently, the majority of employers encounter difficulty in filling positions previously covered by the EU as well as non-EU migrant workers. The impacts of recent immigration reforms in the UK go beyond the shortages in the tourism industry; international tourism trends are also being altered (Wadsworth, J., 2018). With tighter entry controls under the new immigration rules, it is now much harder for many foreign visitors to travel to the UK. This is leading to some visitors reconsidering their options to seek alternative travel options to less constrained locations. Consequently, hotels such as Ibis Bradford might experience a decline in international visitor numbers. The tighter border controls and the constraints posed by the new points-based immigration system have dramatically cut back incoming mobility, mainly from countries that used to make important contributions to UK tourism.
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FIGURE 1 A SKILLED SPONSORED WORKS (EU AND NON-EU) Sumption, M., Forde, C., Alberti, G. and Walsh, P.W., 2022


Moreover, the Ibis Bradford Shipley is also sensitive to the local economic cycle. With economic slowdowns, demand for basic accommodation increases, providing some insulation, like how luxury hotels have benefited from reverse cyclical forces. The hotel, nevertheless, is under growing financial pressure from escalating energy costs, overall economic volatility, and particularly wage inflation, which puts it in an even tougher position to attract and retain competent staff in an already tight labour market. 


According to (Baum, T. et al., 2023), wage inflation has become a growing concern in the UK hospitality sector, with businesses reporting that rising pay expectations, driven in part by inflation and a shrinking workforce straining operational budgets. While the hotel’s location near key business hubs in West Yorkshire provides access to a steady stream of guests, its limited conference facilities restrict opportunities to attract higher-paying corporate clients, which could otherwise help offset rising staffing costs. In addition to this, the Ibis Bradford Shipley hotel has an appealing value proposition in terms of pricing affordability, quality consistency, and reliable service attributes, which continue to attract hotel as well as leisure guests. Nonetheless, evolving social dynamics rethink guest expectations even in the budget hotel market. Guests today are in increasing need of a customised experience, environmentally friendly operations, as well as emotionally resonant services, regardless of the price.

Staff shortages, driven by wage pressures as well as high turnover, can have severe repercussions in the fulfillment of these increasing demands. Having fewer staff restricts the scope to offer precisely what they seek, which can easily influence the hotel through social media and feedback. (Tur-Porcar et al. 2018), There is also growing demand for the social sustainability of hotels, as well as the quality of employee-guest relationships, as well as employee well-being. Not fulfilling these changing demands can easily undermine the hotel's reputation as well as its competitive position. Ibis Bradford Shipley’s warm, community-proud environment allows guests and staff to feel comfortable and together. But when staff feel under stress and overworked all the time, as is the case with too few employees, this good feeling can gradually dwindle, making it difficult to continue to please the guests as well as develop long-term value in the hotel. Ibis Bradford Shipley, in providing sound and economical accommodations, has scope to upgrade its technological capabilities to cater to changing guest expectations as well as operational needs. The integration of digital technologies like contactless check-in, automated staff rostering, and effective guest feedback mechanisms can optimise operations as well as decrease the burden on sparse staff resources. Such enhancements not only enhance efficiency but also the overall guest experience through convenience as well as personalisation.
In today's digital age, online reviews and social media significantly influence customer decisions. A strong digital presence and responsiveness are crucial for reputation management. Investing in technology that monitors and responds to online feedback can help maintain and improve the hotel's image. Digital transformation in the hospitality industry is essential for improving efficiency and guest satisfaction, which are critical for competitiveness in the market. (D’Souza, and D’Souza, 2023) Embracing digital transformation, Ibis Bradford Shipley can meet the expectations of the guests, optimise operational efficiency, as well as reinforce its market position in the competitive hotel market. Moreover, Ibis Bradford Shipley is subject to UK employment law as well as health and safety law, specifically regarding staff stress and managing workloads in undermanned groups. Under the Health and Safety at Work etc. Under the 1974 Act, employers have the legal responsibility to provide the health, safety, and welfare of their staff, including the identification of work-related stress risks and the means to avoid them (Page, 2023). In particular, the hotel must abide by the General Data Protection Regulation (GDPR) as it deals with taking bookings online, feedback forms, and tracking customer details. This includes applying data mapping, gaining explicit consent, and securing the data storage to ensure the privacy of customers as well as preventing penalties (Kravetz, 2018). With the growing focus on employee rights in the hotel industry, the Ibis Bradford Shipley will likely receive closer inspection in the areas of reasonable hours of work, contractual terms, and methods to decrease staff turnover. The Employment Rights Bill 2024 is focused on employers offering guaranteed contractual hours and reasonable working conditions away from the zero-hours contracts which have dominated the industry (Sirur, S., et al., 2018) By taking proactive measures to meet these legal and regulatory needs, Ibis Bradford Shipley can create a healthier work environment, promote employee satisfaction, and ensure continued conformity with developing industry norms.



Ibis Bradford Shipley participates in Accor's Planet 21 environmental programme, aiming to reduce waste and promote sustainable practices. This environmental positioning aligns with growing public expectations for green accommodation options, even in the budget sector. Improving sustainability messaging can also help differentiate the hotel from local competitors, particularly if integrated with the customer experience (Nga, 2020).

4.3.  Impact of Staff Shortage and Staff Turnover at Ibis Bradford Hotel  
Ibis Hotel Bradford is also facing severe challenges in terms of staff shortages and turnover. Such challenges have had the overall consequence of affecting the quality of the services provided to the clients, resulting in lowered customer satisfaction. The diminished workforce has also put additional pressure on the current staff, who must perform additional duties, thereby causing them stress and exhaustion. These staffing issues have far-reaching effects beyond the hotel itself, representing an industry-wide crisis within the hospitality sector. The industry is currently unable to attract or retain experienced staff, with many applicants underqualified or inexperienced. As reported by (Big Hospitality, 2022), the shortage is exacerbated further by inflation combined with stagnant wage growth, which hinders employers from being able to provide competitive wages or invest in effective staff training. In the case of Ibis Hotel Bradford, these matters have interrupted daily operations, as simply enough staff to facilitate the operations of an open hotel do not exist. The Ibis Bradford Hotel is facing serious challenges now, especially staff shortages. This has resulted in the rest of the staff, particularly in areas such as housekeeping and food and beverages, carrying an excessive work burden. Consequently, the quality of service has reduced, and staff morale has decreased. In certain instances, workers have begun to pass the responsibility to their colleagues or report absent from work just to escape the heavy work burden. 


The increasing pressure is taking a toll on the team, resulting in work-life imbalance, which, as Grigoryan (2024) explains, tremendously raises the possibility of workers leaving the workplace. Besides this problem, staff turnover is also high in Ibis Bradford as employees tend to leave the hotel constantly, necessitating continuous recruitment. The problem affects the quality of service as well as the satisfaction rate among customers, as efficient staff are lost. It also causes the hotel costs to grow, as well as the time spent in training the newly recruited staff. It is all a recurrent loss in terms of assets and funds to the hotel. Maintaining efficient staff as well as satisfaction is paramount to the prosperity, long-term continuity, as well as financial standing of any business, even in the hotel industry (Holston-Okae, 2018).

Staff shortages combined with high staff turnover pose various challenges to be rectified. High staff turnover means the workers lose concentration due to the busyness. Furthermore, continuous customer complaints, especially regarding the state of the rooms, undermine their confidence. This mix of work stress as well as criticism shakes their commitment towards the work, which in turn causes even further staff to leave. The physical as well as psychological stress from these situations adversely affects employee wellness (Blake, 2014). In addition, understaffing and turnover have impacted teamwork and productivity to the detriment of efficiency, resulting in decreased employee cooperation as well as in overall morale. In addition to the above, the hotel has also had to invest additional time and funds in the recruitment and training of new employees, to the detriment of the hotel's funds. Consequently, there is less capital to invest in improving services, like promotional efforts, as well as the embracing of new technologies. The financial constraint has stifled the growth and development of the hotel (Ahmad, et al., 2019). All such factors have adversely impacted the hotel's reputation as well as customer satisfaction. The guests have turned dissatisfied or unwilling to reserve the hotel due to the reduced quality of service resulting from employee shortages. It has resulted in market share as well as income loss, weakening the hotel's financial position.
[image: ]

FIGURE 2 Major Factors Affecting Employee Retention (Mamahit, N.I.,et al, 2019).
















[bookmark: _knrs3zr4p9dv][bookmark: _Toc200359177]4.4. Evaluation
The Ibis Bradford Shipley hotel is an established value-focused hospitality chain in a competitive local market. It is owned by the global Accor Group, which derives strength from standardised brand recognition as well as operating codes underpinned by affordability, dependability, as well as efficiency (Demirçiftçi et al.,2016). Its location in the central historic part of Bradford, with proximity to important transit locations connecting Shipley, Bingley, Bradford, as well as Keighley regions in West Yorkshire, ensures convenience to visitors as well as guests, motivating guests in need of reliable accommodation. Its strengths come from the consistent service quality, tidiness, as well as the inclusion of necessary amenities that fulfill the expectations of the targeted market. Also, the fact that Ibis Bradford Shipley is committed to Accor’s Planet 21 sustainability programme demonstrates an increasing dedication to green initiatives, which appeals to environmentally conscious visitors and distinguishes the hotel from similar hotels (Nga, 2020). Despite such strengths, serious operational issues loom large. The hotel suffers from critical staff shortages as well as high staff turnover, which has a direct impact on affecting service quality, staff morale, as well as final guest satisfaction. The underlying human resource challenges within have resulted from external dynamics, such as the UK’s post-Brexit immigration controls curtailing the supply of migrant workers hitherto occupying the essential areas in the hospitality industry. Coupled with the increasing wage inflation as well as economic uncertainties, the hotel has seen its capacity to have a consistent, competent workforce underpinned.
Ibis Bradford Shipley has deficiencies in its conference and events spaces as well, which limits opportunities to attract higher-yielding corporate clients to help balance financial stress from escalating operating costs. Guest feedback needs improvement in the areas of maintenance as well as in managing disturbances, pointing towards the need to invest in capital development to further the overall guest experience. In spite of the challenges, some opportunities also lie in improving the market position of the hotel. Increasing technological capabilities, including upgrading and investing in check-in technology, implementing automated scheduling, as well as enhancing online reputation management. 
This would enhance efficiency in operations and guest satisfaction, alongside lessening the effects of staff shortages. There is also the possibility of closer ties with the local cultural venues, such as Bradford City Council who hosted scores of events surrounding the Bradford city of culture 2025 programme which hosted Bradford city council which could enhance the guest experience as well as the attraction of the wider visitor segment Council (B.C. 2025). Externally, the business is overseen in an environment influenced by developing immigration policies, economic volatility, as well as changing consumer preference towards customised and sustainable stay experiences. Compliance with new employment legislation and data protection is another operational burden, but one which can also lead to enhanced employee welfare and customer loyalty (Variz, 2020). In summary, Shipley is an established value brand with a definite market identity, with significant internal as well as external pressures that endanger long-term viability. To overcome the negative effects of personnel shortages as well as turnover, resolving its human resource challenges, investing in technology as well as infrastructure, as well as harnessing cultural strengths in the local vicinity will be crucial.










[bookmark: _u7dmso1tpcri][bookmark: _Toc200359178]5. Thematic analysis
5.1. Staff Shortage and Turnover at Ibis Bradford Hotel:
Staff shortages as well as turnover contributed greatly to curtailing the operational efficiency of the Ibis Bradford Hotel, which directly resulted in the inability to satisfy the expectations of the guests. For example, the decreased housekeeping workforce means long cleaning times, which increases the time taken to have the rooms ready, resulting in guest dissatisfaction. Besides, it ensures additional work is put on the housekeeping personnel who feel fatigued and under pressure (Tews et al.,2013), which further reduces their productivity, as well as the overall quality of their services offered. Such employees may be unable to admit to deteriorating performance due to the pressure to fill in for absent staff. In addition to this, the reception suffers from critical challenges in staff shortages, with long lines and long waiting times during check-in and check-out because of understaffing. Such waits annoy the guests as well as worsen the overall guest experience. Furthermore, distressed reception staff expose themselves to error while handling guest requests, as many activities to which they have to cater lead to fluency hampering in the hotel. In addition, in the food and beverages department, the lack of adequate staff levels delays the delivery of the services as well as compromises meal quality. Restaurant staff in the hotel will take extra time to serve food as well as beverages.
5.2. Service Quality at Ibis Bradford Hotel:
Ibis Hotel Bradford has experienced deteriorating quality in service because of excessive staff turnover. The continuous recruitment of new staff means the staff are constantly required to learn the hotel procedures, rules, and service expectations all over again. The repeated cycle hinders daily operations, providing an unstable work environment as well as stress to the staff. In the case of a budget hotel such as Ibis, which is under the Accor group, consistency as well as efficiency is crucial for keeping the clients satisfied. With the staff constantly moving in such high volumes, however, the service becomes unreliable, resulting in guest dissatisfaction (Khairunisa et al., 2022). New staff might not have knowledge about the Ibis standards, which will enhance the probability of error and delayed service (Tapola, 2016). Meanwhile, long-serving staff will get frustrated or lose motivation as they have the burden of constantly training new staff. This reduces the overall motivation as well as the morale in the team. Consequently, staff might not go an extra step to provide an excellent experience to the guest. This can end up harming the hotel’s business in the long term. Dissatisfied guests will hardly come back, while the chances of them giving negative feedback about the hotel online is higher, which can negatively impact the hotel’s image. To enhance the quality of service, satisfy customers, and remain competitive in the hotel business, solving the issue of high staff turnover is inevitable (Massawe, 2013).[image: ]

FIGURE 3 Relationship between work stress and employees' performance 
(Imran, and Ayub, 2017).








5.6. Employee Engagement at Ibis Bradford Hotel:
One of the primary issues in the case of the Ibis Bradford Hotel is the low staff morale and lack of engagement. It is primarily the result of continuous staff shortages as well as turnover. When many staff members leave the workplace, it creates an unpleasant environment. The remaining staff lose their confidence in the management and believe the hotel is an unsupportive work environment (Windom, 2018). This can be emotionally draining. The rest of the staff must shoulder additional work, which causes stress, frustration, and a lack of teamwork. With tired, underappreciated staff, workers lose motivation to deliver quality services (Qureshi, et al., 2013). This decreased guest satisfaction hurts the hotel’s image, making it difficult for the Ibis Bradford to thrive as part of the Accor group. To rectify this, Ibis Bradford must work to enhance staff satisfaction with their work and the degree to which staff are engaged (Coffey, 2021). This can be accomplished through straightforward but effective measures such as using supportive leadership, celebrating good work, developing workplace culture, and providing workers with opportunities to develop in the workplace. When workers feel appreciated and cared about, they will be better motivated to stay as well as work to their highest capabilities. Providing training in aspects such as communication, customer service, and well-being will also make the staff feel competent and confident. Providing junior staff with opportunities to progress to more senior roles will enhance motivation. Investing in staff will lead to creating an improved workplace environment as well as enhancing the guest experience.
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FIGURE 4 Factors leading to employee resignation (Meyer et al., 2021)












[bookmark: _3kv1n5pzh0ux][bookmark: _Toc200359179]6. Financial Impact on Ibis Bradford Hotel:
[bookmark: _Toc200359180]One of the primary issues in the case of the Ibis Bradford Hotel is the low staff morale and lack of engagement. It is primarily the result of continuous staff shortages as well as turnover. When many staff members leave the workplace, it creates an unpleasant environment. The remaining staff lose their confidence in the management and believe the hotel is an unsupportive work environment (Windom, 2018). This can be emotionally draining. The rest of the staff must shoulder additional work, which causes stress, frustration, and a lack of teamwork. With tired, underappreciated staff, workers lose motivation to deliver quality services (Qureshi, et al.,2013). This decreased guest satisfaction hurts the hotel’s image, making it difficult for the Ibis Bradford to thrive as part of the Accor group. To rectify this, Ibis Bradford must work to enhance staff satisfaction with their work and the degree to which staff are engaged (Coffey, 2021). This can be accomplished through straightforward but effective measures such as using supportive leadership, celebrating good work, developing workplace culture, and providing workers with opportunities to develop in the workplace. When workers feel appreciated and cared about, they will be better motivated to stay as well as work to their highest capabilities. Providing training in aspects such as communication, customer service, and well-being will also make the staff feel competent and confident. Providing junior staff with opportunities to progress to more senior roles will enhance motivation. Investing in staff will lead to creating an improved workplace environment as well as enhancing the guest experience.














[bookmark: _Toc200359181][bookmark: _mqk484li1srr]7. Customer Experience at Ibis Bradford Hotel:
[bookmark: _Toc200359182]The guest experience at the Ibis Bradford Hotel has been impacted by persistent staff shortages and a high turnover rate among employees. When there are insufficient staff members available, guests frequently experience longer wait times and slower service due to the overstretched team. Additionally, new employees, who may not yet be fully trained, can make errors or provide inconsistent service, which undermines the overall quality that guests anticipate (Holston-Okae, 2018). 
[bookmark: _Toc200359183]In certain instances, the hotel has had to restrict or close specific services or facilities because there are not enough skilled staff to operate them. This results in guest dissatisfaction, leading to negative reviews and a decrease in return visits, both of which harm the hotel's reputation. If these issues persist, the hotel may encounter a reduction in bookings and revenue. Therefore, Ibis Bradford must implement measures to enhance customer service, even amidst limited staffing.
[bookmark: _Toc200359184]One effective approach is to introduce green training for both staff and guests (Han, 2023). For a budget hotel like Ibis Bradford, this entails promoting environmentally friendly practices such as utilising refillable water bottles, minimising plastic usage, and lowering CO₂ emissions. These "green experiences" can enable both employees and guests to feel as though they are contributing to a larger cause. For staff, this shared commitment to environmental values can enhance morale and lead to improved service, thereby increasing guest satisfaction.
[bookmark: _Toc200359185]Another beneficial strategy is to invest in technology that streamlines service and enhances efficiency, such as digital check-in, online room service requests, or automated booking systems. This enables staff to accommodate more guests with reduced pressure (Štilić, et al., 2023). Most importantly, empowering employees with greater responsibility and trusting them to make guest-centred decisions can significantly enhance the customer experience while also making staff feel more appreciated and motivated in their roles.



[bookmark: _Toc200359186]8. Retention Strategies at Ibis Bradford Hotel:
One of the most crucial actions the hotel can take is to enhance leadership and support staff development. This involves providing regular training and creating opportunities for career advancement. Management should motivate staff to express their thoughts, learn from one another, and feel a sense of involvement in the hotel’s achievements.
Another important aspect is ensuring fair compensation. Offering competitive salaries and benefits attracts skilled workers and reduces their reasons to seek better-paying positions elsewhere (Mngomezulu, et al., 2015).
Additionally, fostering a positive and supportive work atmosphere is vital. When employees feel respected, safe, and valued, they are more inclined to stay and perform at their best. Research by (Ghani, et al., 2022) indicates that employees who feel acknowledged and appreciated tend to be more loyal and productive.

Ibis Bradford can build this kind of workplace by:
· Recognising and rewarding good work

· Giving regular, helpful feedback

· Encouraging open, honest communication between staff and managers

· Promoting diversity and offering fair supervision

· Building trust within the team





To prevent burnout, a common problem in hospitality work-life balance, should also be a top priority (Esthi, and Panjaitan, 2023). The hotel can help by:
· Offering flexible working hours

· Giving access to wellness programmes or benefits like gym memberships and mental health support

· Making sure staff take breaks and have time off between shifts.

[image: ]
[bookmark: _hpwpzje3e3cu][bookmark: _ognch0kgoyor][bookmark: _hbnmhybyd95x]FIGURE 5 Retention Strategies (Cloutier, et al., 2015).
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[bookmark: _Toc200359187]9. Strategic Planning for the Ibis Bradford Hotel:
[bookmark: _7jopdfuxeapf][bookmark: _Toc200359188]The Ibis Bradford Hotel is presently encountering significant difficulties, such as a shortage of staff and a high rate of employee turnover. To remain competitive within the hospitality sector, the hotel needs to implement a robust strategic planning framework. This framework will assist in determining the necessary staffing levels, enhancing the recruitment process, and fostering employee growth and development.
[bookmark: _Toc200359189]One of the initial steps the hotel should undertake is to utilise knowledge management tools, including maintaining a record of past experiences, to monitor peak periods of activity such as holidays, weekends, or local events. This proactive approach will enable the hotel to plan effectively and ensure that sufficient staff are available to meet guest expectations and maintain high service quality (Karunanayake et al., 2022).
[bookmark: _Toc200359190]Adopting this strategy can also prepare the Ibis Bradford for unforeseen staff absences or temporary shortages. Establishing such a plan will facilitate smoother operations for the hotel, even amidst a competitive labour market.
[bookmark: _Toc200359191]To address employee turnover, the hotel must closely examine the reasons behind staff departures. When employees feel undervalued or dissatisfied, they are more inclined to seek employment elsewhere. The Ibis Bradford should foster an environment of open communication, utilising exit interviews and employee feedback to uncover the underlying causes of resignations. This data can be compiled into a turnover report that identifies necessary changes (Nwagbara et al., 2013).
[bookmark: _Toc200359192]Another crucial strategy involves formulating a comprehensive recruitment and retention plan. This plan could encompass offering competitive salaries, enhancing employee benefits, and establishing clear pathways for career advancement. By improving the work environment, the Ibis Bradford can attract skilled personnel and diminish the likelihood of losing existing employees.






[bookmark: _Toc200359193]10. Workplace Culture and Employee Engagement at Ibis Bradford Hotel:
To address staff shortages and high employee turnover, Ibis Bradford Hotel must foster a more positive work environment and enhance employee satisfaction regarding their roles. When employees feel supported, respected, and valued, they are more inclined to enjoy their work and remain with the organisation for a longer duration.
A beneficial strategy is to conduct regular employee satisfaction surveys to gauge staff sentiments and identify any issues that may be impacting their morale (Medina, 2012). Keeping employees informed about hotel updates, upcoming events, and team performance can also contribute to their sense of inclusion and connection to the workplace.
Furthermore, it is crucial to ensure that staff have opportunities to express their opinions. Establishing open and honest communication between staff and management fosters trust, enhances teamwork, and cultivates a sense of belonging. The hotel should also acknowledge and reward staff accomplishments. A simple expression of gratitude, a staff member of the month recognition, or a public acknowledgment can significantly contribute to making employees feel appreciated.

In addition to salary increases, the hotel can provide non-monetary benefits such as flexible working hours, extra time off, or team-building social events. These initiatives assist staff in achieving a healthier work-life balance, which is essential in a demanding and often stressful sector like hospitality. By prioritising the development of a robust workplace culture and actively listening to its employees, Ibis Bradford Hotel can enhance morale, decrease staff turnover, and cultivate a more motivated and loyal workforce.




11. Leadership and Management at Ibis Bradford Hotel:
To address the challenges of staff shortages and high employee turnover, Ibis Bradford Hotel must cultivate a more positive work environment and enhance employee job satisfaction. When employees feel supported, respected, and valued, they are more inclined to enjoy their work and remain with the organisation for a longer duration.
A beneficial strategy is to conduct regular employee satisfaction surveys to gauge staff sentiments and identify any issues that may be impacting their morale (Medina, 2012). Keeping employees informed about hotel updates, upcoming events, and team performance can also foster a sense of inclusion and connection to the workplace.
Furthermore, it is crucial to provide staff with opportunities to express their opinions. Establishing open and honest communication between employees and management is essential for building trust, enhancing teamwork, and fostering a sense of belonging. The hotel should also acknowledge and reward staff accomplishments. Simple gestures such as expressing gratitude, implementing a staff member of the month programme, or offering public recognition can significantly contribute to employees feeling appreciated.

In addition to salary increases, the hotel can provide non-monetary benefits such as flexible working hours, extra time off, or team-building social events. These initiatives assist staff in achieving a healthier work-life balance, which is particularly vital in the demanding and often stressful hospitality industry.







[bookmark: _g6cc2g18g5ts][bookmark: _y4lxonz5cq4u][bookmark: _Toc200359194]12. Conclusions and Recommendations
[bookmark: _Toc200359195]12.1. Conclusion 

In summary, the case study of the Ibis Bradford Hotel illustrates that staff shortages and elevated employee turnover have adversely impacted the hotel's operations. These challenges significantly hinder the hotel's ability to deliver quality services, leading to guest dissatisfaction. When there is an insufficient number of staff or when numerous employees depart, the hotel’s efficiency diminishes. This situation results in extended waiting periods and subpar service in critical areas such as housekeeping, reception, and food and beverage services. Consequently, guests may leave unfavourable reviews, experience decreased satisfaction, and may choose not to return, which in turn affects the hotel's reputation and results in a loss of market share. Additionally, high turnover rates can diminish employee morale, rendering staff less motivated and productive.
The hotel also incurs increased costs as it must allocate more resources to recruit and train new personnel. Inadequate service stemming from staff shortages can damage the hotel's reputation and impact its revenue. The Ibis Bradford Hotel must address these challenges. This entails establishing training and development initiatives for employees, enhancing the work environment, providing improved and flexible compensation and benefits, formulating robust retention strategies, and refining workforce planning to prevent future shortages.






[bookmark: _k99otu6f33yw][bookmark: _Toc200359196]12.2. Recommendations 
To tackle the issues at the Ibis Bradford hotel and achieve the best outcomes, the hotel should invest in staff development by implementing training programmes that emphasise employee growth and enhance their skills and knowledge. This will help ensure smooth hotel operations and elevate the quality of service offered to guests (Waqanimaravu et al., 2020).
Additionally, the Ibis Bradford hotel should strive to enhance the work environment by establishing effective communication channels (Lahap et al., 2016) that recognise staff achievements, involve them in decision-making, and address their concerns.
Moreover, the hotel should prioritise staff recognition and rewards, career advancement opportunities, flexible working hours, and a comprehensive medical plan (Udoh Augustine, 2020).
Furthermore, Ibis Bradford Hotel needs to implement strategic staffing plans, where managers anticipate staffing needs, identify areas with high turnover, and proactively manage hiring and retention (Silva, et al., 2019).
Another crucial area for investment is leadership and management. Strong leadership is essential for minimising staff shortages and turnover at the Ibis Bradford hotel. The hospitality sector requires managers with superior leadership abilities (Ajila, 2025) and the right motivation to excel and connect with their teams. Ultimately, these improvements would enhance the guest experience, decrease wait times, and make services and facilities more dependable (Book, et al., 2019).
Additionally, Ibis Bradford must focus on implementing green training for both staff and guests, which can help everyone feel like they are part of a larger mission and assist the hotel in lowering operational costs (Tanveer, et al., 2024).
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