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Abstract
The introduction chapter focuses on a detailed description of the topic to understand the contemporary challenges for the UK’s hospitality sector in serving guests. This research aims to identify the challenges of the UK-hospitality industry in providing better customer service. The research objectives focus on understanding the importance of guest satisfaction in the hospitality sector and challenges in serving guests in the present business environment. This research provides detailed knowledge regarding challenges including changing consumer demands, high competitors, operational costs faced by the hospitality sector. The changes of affordable services and demand of online booking services are major trends highlighted in the Literature review section. A systematic literature review can be identified with guest expectations in the hospitality industry, thereby focusing on personalised customer service management and related challenges more dynamically. The expectations of customer service management are also determined in the same prospect, thereby achieving appreciation and value over customer individuality. The theory of Maslow’s hierarchy of needs and System theory are discussed here to recommend current ways to meet changing consumer needs in Hospitality sector in the UK. The secondary data collection and thematic data analysis is used as it is more reliable and less time consuming to meet the research objectives from relevant themes. Using the PRISMA diagram 50 articles have been selected to gather information on the issues faced by the guests of the hospitality industry. Convenience sampling has been used to derive key findings from the 50 articles. 
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[bookmark: _Toc165379728][bookmark: _Toc165379847]1.1 Research background and problem
The hospitality sector has reported significant growth in the UK that positively contributes to the country’s economic growth. The hotel market size in the UK was 19.76 billion British pounds in 2023 and 16.42 billion British pounds in 2022 (Statista, (2023). It indicates that the UK’s hospitality sector has reported significant growth in this current business climate.  On the other hand, revenue of the UK’s hospitality industry is estimated to reach “USD 24.81 billion in 2024” and “USD 28.11 billion by 2029” (Mordorintelligence, 2023). The significant growth in market size can give better opportunities to develop customer service. However, the hospitality sector faces significant challenges in delivering good service for guests due to the rapid changes in consumer behaviours. The lack of advanced technology, changes in market segments, labour shortage, changing demands, maintaining online reputation is some potential challenges that create barriers for the hospitality sector to deliver good quality services for guests. As cited by Soni et al. (2022), the perception of consumers is changing and consumers are majorly focused on sustainable services creating barriers for the hospitality sector to offer sustainable services for guests. Thus, changing consumer perceptions, demands are a significant issue for the hospitality sector in delivering guest service.  
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[bookmark: _heading=h.2et92p0][bookmark: _Toc165379729][bookmark: _Toc165379951]Figure 01: Estimated market size of the UK’s hospitality industry
(Source: Mordorintelligence, 2023)
Unfavourable economic conditions, high labour costs, complex regulations, high competition, sustainability issues are some potential issues faced by the hotel industry in the UK. Around 80% of hotel and accommodation organisations in the UK stated that high energy costs can negatively affect guest services (Statista, 2023). Conversely, 23% of organisations stated that shifting consumer trends is a major challenge for the hospitality sector to deliver good quality service for guests. High energy costs can increase the price of food, accommodation in the hospitality sector and the high pricing of services can negatively influence guests to make guest’s buying decisions. 
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[bookmark: _heading=h.tyjcwt][bookmark: _Toc165379730][bookmark: _Toc165379952]Figure 02: Challenges for the hospitality industry
(Source: Statista, 2023)
UK’s hospitality sector also faced business losses and significant issues regarding low customer demand as well as changing consumer perception during the pandemic situation. As cited by Davahli et al. (2020), the hospitality sector also faces labour shortage issues after the pandemic situation that also degrades the quality of services for guests. Apart from this, hospitality organisations also faced difficulty in offering personalised services, products for guests as per the current market demands. The hospitality organisations in the UK are struggling in the recent business environment due to the high costs of living and labour shortage (Theguardian, 2023). Hospitality organisations also need to focus on organisational innovation-related issues for improving customer service and deliver good quality service for guests. Consumer spending on restaurant and hotel organisations in the UK has also rapidly decreased after the pandemic situation. Consumer spending in hotels and restaurants in 2021 was 117 billion and 133 billion in 2019 (Statista, 2023). It indicates that hospitality organisations have seen rapid fluctuations in organisational profitability that also directly impact guest services.  
[bookmark: _Toc165379731][bookmark: _Toc165379848]1.2 Research aim
The aim of this research is to identify the challenges that are faced by the hospitality industry in the UK due to changes in customer demand in serving the guests in the contemporary time. 
[bookmark: _Toc165379732][bookmark: _Toc165379849]1.3 Research Objectives
· To showcase the importance of customer satisfaction in the UK hospitality industry for the recovery of this sector 
· To identify the changes in consumer behaviour in the UK hospitality industry 
· To find the challenges faced by the hospitality businesses in the UK and recommend strategies in the contemporary situation to serve the guests 
[bookmark: _Toc165379733][bookmark: _Toc165379850]1.4 Research Questions
Q1. What is the importance of customer satisfaction in the UK-hospitality industry to initiate business recovery? 
Q2. What are the reasons behind different consumer demand in the UK-hospitality industry? 
Q3. What are the challenges faced by the UK-hospitality businesses during the contemporary time in serving the guests and recommended strategies for improving business growth? 
[bookmark: _Toc165379734][bookmark: _Toc165379851]1.5 Research Significance
The present research plays a significant role by providing in-depth knowledge and information regarding potential challenges including high competition, high operations costs, changing consumer demands faced by the UK’s hospitality sector. This research also illustrates a detailed knowledge regarding the ways high living costs and labour shortage issues degrade the quality of guest services. As per the views of Guillet and Chu (2021), it becomes difficult to manage revenue for the hospitality sector due to the changes in consumer demand after the pandemic situation. Customer satisfaction is an important aspect for the hospitality sector and the hospitality sector needs to address contemporary challenges in serving guests to make business more profitable. As cited by Manoharan et al. (2023), talent shortage is a contemporary issue faced by the hospitality sector and it also directly impacts the quality of hospitality services. It indicates that hospitality organisations need to more focus on the development of risk mitigation strategies to solve service-related changes for satisfying guests effectively. 
This research also indicates that the pandemic situation hampers the sustainability growth of the UK’s hospitality industry and creates barriers for organisations to offer good quality services. This sector faces talent shortage issues and recruits skilled employees at minimum wages due to the high living costs which degrade the quality of guest services. On the other hand, the high inflation rate in the UK increases the living costs and price of hospitality products as well as services (Theguardian, 2022). The high price of hospitality services negatively impacts guest satisfaction and guest’s purchasing behaviours. Thus, this research gives a wide range of knowledge regarding the importance of delivering good quality services and potential challenges faced by the UK’s hospitality sector in serving guest service.  
[bookmark: _Toc165379735][bookmark: _Toc165379852]1.6 Brief methodology
“Secondary qualitative method” has been used for this research to collect valuable information from the secondary sources. Secondary sources such as peer-reviewed journals from Google Scholar, valid books, company websites and news articles are explored for the collection of research data. As noted by Rose and Johnson (2020), secondary data is a valid source for collecting research data as it is a legitimate source and maintains research validity. Considering this, secondary data from the “qualitative sources” has been considered to evaluate the challenges of the UK-hospitality industry in serving the guests. “Positivism philosophy” has been used for this academic research as it assists in obtaining knowledge through the exploration of valuable data. The factual knowledge gathered through the application of “positivism philosophy” is beneficial in increasing the effectiveness of the paper in the academic sector (Sabir et al. 2023). For this reason, “positivism philosophy” is applied for this particular paper.
“Inductive approach” is beneficial in understanding the relation between the cause and effects, making it suitable for this research. The logical and systematic reasoning obtained through the application of deductive approach is beneficial for the research purpose (Hall et al. 2023). This approach is followed throughout this research. In addition to this, case study design is beneficial in evaluating the situational phenomenon that increases the research validity (Legner et al. 2020). For this reason, case study design has been used for this particular academic research. “Thematic analysis” is most suitable for the analysis of secondary data, considering that it has been used for the data analysis. Along with this, non-probability sampling has been followed to collect the sources. 4 themes have been made that are based on various sources that have assisted in meeting the research objectives and finding answers to the research questions. On the contrary, there is a possibility of research bias and complexity in “primary data collection” which makes it difficult to be used in research (GHR and Aithal 2022). For this reason, only secondary data is used for the research purpose.         
[bookmark: _Toc165379736][bookmark: _Toc165379853]1.7 Research Structure
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The introduction chapter focuses on developing suitable aims, objectives and questions to get desired research outcomes. Appropriate problem statements and the significance of the research are also discussed in this chapter. The literature review chapter focuses on the review of different scholarly articles on the contemporary challenges faced by the UK’s hospitality sector in serving guest services. Conceptual framework, literature gap and theoretical understanding are also discussed in this chapter. The methodology chapter focuses on a detailed illustration of research methods for collecting, analysing data to get desired research outcomes. The findings chapter focuses on analysing data collected from different scholarly articles based on the thematic analysis technique. The conclusion and recommendations chapter illustrated a detailed discussion on the challenge for hospitality organisations in serving guest service. Linking with objectives, research limitations, future scopes and recommendations are also discussed in this chapter.  
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[bookmark: _Toc165379739][bookmark: _Toc165379855]2.1 Chapter Introduction
The UK hospitality industry has been majorly affected by various contemporary reasons such as inflationary crisis along with labour shortage which can disgrace the guest experience in customer service (Green et al. 2020). The increasing operational cost amid inflationary crisis also has been a major challenge for the UK hospitality businesses to offer quality guest service. It has been crucial for the UK hospitality industry to look for potent crisis resolving solutions amid the challenging situation in the contemporary world. This chapter has evaluated a critical outlook on the contemporary challenges faced by the UK hospitality industry for analysing key solutions for the businesses to outperform this situation. 
[bookmark: _Toc165379740][bookmark: _Toc165379856]2.2 Customer satisfaction increases the brand reputation, brand images and profitability of the hospitality industry
Customer satisfaction has a significant role in providing high-quality services to customers within the hospitality industry in order to increase revenue generation. As per the views of Tai et al., (2021), brand reputation encourages the development of the hospitality industry by fostering guest satisfaction by providing innovative services. Accordingly, the positive experience of the customers can lead to loyalty and satisfaction that can influence the positive word-of-mouth review to improve brand reputation. On the other hand, negative experiences of the customers can result in a disrupted brand image of the hospitality industry that can affect the profitability within the overseas market (Parvez, 2020). As opined by Nguyen and Adomako (2021), a strong brand reputation retains the retention of customers that establish a strong awareness to attain a high profit margin against the competitors. Hence, the hospitality industry can be able to determine the consistent innovation within services and products to fulfil the demands of the customers. 
The hospitality industry can focus on brand image development to attain a competitive edge by improving the quality of the services to fulfil the needs of the customers. As per the comments of Barreda et al., (2020), maintaining a strong brand presence in social media and online platforms with use of website content and innovative marketing initiatives helps to manage positive brand image. Positive brand image can help the hospitality industry to attract a wider customer range from the global market to raise the profitability. On the contrary, Bello and Muazu (2023) opined that creating mobile-friendly web experience helps the customers to attain seamless experience for improving the brand image in the competitive market. Hence, the hospitality industry can be able to manage the development of brand identity for gaining success against the competitors through retaining the engagement of the customers. 
Increasing profitability in the market can result in the development and expansion of the industry on a global scale by increasing the engagement of the customers from the multiple markets. As per the views of Rounaghi et al., (2021), analysing the operational costs aligned with the revenue by eliminating the unnecessary costs result in the high profit margin in the market. Therefore, the hospitality industry can focus on the development of customer demands and needs by improving the experience level for the customers to collect high revenue. On the other hand, Tomczyk et al., (2022) commented that controlling the quality of the services along with providing offers such as discounts encourage the guests to engage with the hospitality industry to increase the revenue and profit margin. As a result, the hospitality industry can focus on the fulfilment of customer demands by maximising profit and minimising the unnecessary operational expense along with controlling quality. Therefore, considering the positive brand, the hospitality industry can expand its business operations in multiple markets that can directly influence the increment of profitability by improving brand reputation and image. 
Customer satisfaction is an important factor for the hospitality sector in the UK to improve organisational profitability and gain competitive advantages. Customer engagement and customer satisfaction depend on service quality and employee behaviours. Therefore, the UK’s hospitality sector needs to focus on developing service quality and product quality to improve customer satisfaction and compete in this highly competitive business environment. As cited by Rather et al. (2021), Quality is an important indicator for the hospitality industry to create a positive relationship with customers and positively influence customers to make positive purchase decisions. On the other hand, poor service quality, the lack of customer support and poor integration of advanced technologies create significant barriers for organisations. Therefore, it is beneficial to improve organisational innovation and apply advanced technologies to improve the products and service quality in the UK’s hospitality industry. As argued by Arif and Syahputri (2021), service and product quality positively impact customer loyalty in the hospitality industry. In this regard, good quality products and customer-centric services can improve positive relationships with customers. 
The research and development team of hospitality organisations needs to invest in technological innovation to develop customer services that can generate higher organisational profitability. As stated by Dam and Dam (2021), delivering good quality service and improving the brand image increase customer satisfaction rates as well as create positive customer values. On the contrary, good quality products and services also can be beneficial for the UK’s hospitality industry to compete in the highly competitive market. The competition in the UK’s Hospitality sector is increasing significantly; therefore, product innovation and service-related innovation are two important factors on which organisations need to focus for gaining competitive advantages. Analysing customers’ online reviews and analysing customer feedback are important responsibilities for marketers to identify whether customers are satisfied or not. As cited by Camilleri and Filieri (2023), Organisations need to visit the review platform to measure whether customers are satisfied or not with the quality of information provided by the brand. 
Quality and brand image are two significant factors that are directly related to customer satisfaction. On the other hand, focusing on corporate social responsibility is an important initiative for hospitality organisations to meet customer demands, increase customer satisfaction and generate better profitability (Islam et al. 2021). It indicates that hospitality organisations in the UK need to develop sustainable products, sustainable business policies to meet the customer demands and influence them in making positive purchase decisions. Therefore, understanding customer expectations by analysing online reviews and improving customer satisfaction by focusing on CSR can give opportunities for hospitality organisations to enhance the market share. As argued by Khoo (2020), high-quality services, products in the hospitality sector influence consumers’ revisit intention which can be beneficial to attract more customers in this highly competitive UK market. Hospitality organisations can generate revisit intention of potential customers by delivering high-quality services, products as per the customer demands. On the other hand, service quality acts as a mediator between customer satisfaction and brand image. Thus, hospitality organisations need to focus more on delivering good quality service to fulfil customer requirements and build a positive brand image in the competitive market.             
[bookmark: _Toc165379741][bookmark: _Toc165379857]2.3 Technological service and innovative service are the major trends in the hospitality industry based on the changing consumer demand	
Technological service provides innovative opportunities within the hospitality industry to cope with the shifting trends which are effective for fulfilling customer demand. As per the observations of Antwiadjei (2021), technological services improve operational performance by controlling the speed and accuracy of task operations within the internal business environment of business organisations. In this context, technological services can help the hospitality industry cope with the emerging trends of customer demand. As highlighted by Varsha et al., (2021), technological services include the implementation of disruptive technologies such as artificial intelligence, machine learning and cloud computing which improves predictive analysis within business organisations. Consequently, disruptive technologies such as AI and ML help in analysing real-time data of customers which helps to understand customer behaviour. Rani et al. (2023) stated that cloud computing helps to store real-timer VC data for effective data analysis by providing encrypted access for privacy purposes. Thus, cloud computing can help the hospitality industry to improve operational performance by developing effective customer service based on customer preference. 	
Innovative services has become a huge trend within the hospitality industry as it helps to ensure the maintenance of customer satisfaction that is essential for increasing the profit rate of the business firms. As per the views of Mercan et al., (2021), the implementation of innovative service helps to manage the requirements for managing the customisation aspects within the customer services. The personalisation aspects within the customer services of the hospitality sector helps to promote positive branding that accelerate the profitability rate of the business organisations. Moreover, the maintenance of innovative aspects helps to ensure the implementation of unique ideas and operational efficiency within the business organisations that ensure profitability of the hospitality sector. In the views of Sumrin et al., (2021), the innovative aspects have helped to ensure the integration of eco-friendly initiatives within the business organisations that ensure positive branding by promoting sustainability. The maintenance of sustainability within the business firms of the hospitality sector helps to accelerate the engagement rate of the customers. 
The innovation within the customer services helps to ensure health and wellness in hospitality offerings. The process of encouraging customer well-being within the services of the hospitality sector helps to ensure profitability. The high rate of profit growth helps to ensure the maintenance of innovative work processes by adjusting the financial sources accordingly by considering the requirements for the business organisations.  Service innovation within the hospitality industry in terms of technological integration becomes equally effective in case of managing customer satisfaction. As per the observation of Truong et al., (2020), the perceived innovativeness associated with modern day technology such as automation, IoT and Blockchain helps in tracking the favourable behaviours of the customers and solve their existing problems. For instance, in the case of the hospitality industry, the adoption of product innovation in terms of AI helps to reduce complexity in customer perception and retain the customer base with intangible service.  Thus, the trend of promoting innovation within the hospitality sector helps to ensure the satisfaction of the customers.
Identifying the changing behaviour of customers is important for hospitality organisations to formulate innovative market strategies and develop products as per the market trends. Consumer behaviour is rapidly changing after the pandemic situation which highly impacts the product-related innovation of the hospitality sector. As cited by Gursoy et al. (2022), the business climate has changed in the post-pandemic situation directly influencing customers to select travel destinations, hotel brands. Therefore, marketers of hospitality organisations need to identify the changing market demands and consumer behaviours for designing hospitality products as well as services to get positive customer feedback. On the contrary, a large number of customers prefer sustainable services after the pandemic situation. 
Designing sustainable products and services can be the highest priority for hospitality organisations to meet the changing demands of consumers. As stated by Slack et al. (2020), eating habits and food consumption habits have also changed after the pandemic situation which hugely impacts the product design and service of hospitality organisations. Therefore, hospitality organisations need to improve food quality and develop food products according to consumer habits, market demands. On the contrary, providing personalised products and services is also an important aspect for hospitality organisations to meet the current market trends and gain competitive advantages. As cited by Ramgade and Kumar (2021), customers want digital assistants, technological services from the hotel brand and a large number of customers also adopt healthy food consumption behaviours. Therefore changing behaviours of customers create obstacles for different hospitality organisations while designing products and services. Changing consumer behaviours and attitudes influence marketers of hospitality organisations to promote products as per customer wants. 
Consumer behaviours are also highly related to the variables including service quality, wait time, price and trust. Therefore, it is important to meet the customer demands and promote products, services as per the changing customer behaviours in the UK’s market. As cited by Thams et al. (2020), the COVID-19 pandemic situation directly heavily impacts hotel organisations and drastically changes consumer preferences, behaviours. Therefore, identifying consumer demands and significant changes in traditional hospitality services can be effective for organisations to target customers from different market segments. On the other hand, consumers in the hospitality industry demand innovative products and services that can positively influence organisations to focus on organisational innovation. As argued by Eid and Agag (2020), the innovative behaviour of employees is also crucial for the hospitality industry to maintain customer service in this rapidly changing business climate to achieve competitive advantages. On the contrary, hotel organisations need to focus on delivering good quality accommodation service to meet customer satisfaction levels. As cited by Lee et al. (2020), a majority of customers prefer good quality accommodation services, environment-friendly atmosphere and convenience services from hospitality organisations. Hence, developing services, products and designing marketing strategies as per the changing consumer demands can allow organisations to achieve long-term success.   
[bookmark: _Toc165379742][bookmark: _Toc165379858]2.4 Expectations regarding the contactless and customised services enhances the challenge of organisations in hospitality industry
Advancement in the technologies and the influence of the social media platforms influences the perspectives of the guests in the hospitality industry. The Covid-19 pandemic also has influenced the mindset of the guests regarding the services of the hotels and the restaurants. Guests focus on the digital services in the rooms, contactless services and also emphasise the use of natural products in the services (Yang and Han, 2021). Guests also monitored the maintenance of hygiene and the use of the technologies for maintaining the environment healthy. Assessment of the perspectives of the guests revealed that the marketing of the organisation focuses on the personalisation helps in influencing the guests positively. Guests focus on the customisation of the packages in recent days that influences the organisations to change the strategies of business operations. The use of technologies such as automation and AI enhances the speed as well as accuracy of services. Thus the expectations of the customers or the guests have enhanced regarding the services and induce the challenge for the organisations to incorporate the new technologies (Khuong and Linh, 2020). Guests needed the improvement in the interaction with the executives of the company to gather information regarding the services and to resolve the issues. These new requirements induce the problems for the companies to make more investment in the development of the infrastructure for the digital services. The contactless services by using the digital technologies are the preferences of the customers in the UK after the pandemic (Belk et al. 2023). Thus the organisations are forced to incorporate the modern technologies for implementing the strategy of contactless services in the organisations. However, lack in the skills of the workers creates problems in using these technologies with efficiency and satisfying the customers with efficiency. 
The hospitality organisations in the UK assessed that the customers demanded different types of the accommodation services and also innovation in the packages. Enhanced the demand for hiking, trekking, exploring the area in caravans, and the jungle trails are making changes in the demand of the traditional packages of the hospitality industry (Jin and Shin, 2020). The organisations need to recruit more employees in the organisations for fulfilling the needs of the guests regarding the innovative packages or the customised packagers. Recruitment of the skilled workers and the executives induces the pressure on the organisations for investing more that increase challenges (Dube, 2021). Customisation of the services is also associated with the enhancement of the networks of the hospitality organisations and developing infrastructures to support the trips (Filimonau et al. 2020). Thus the organisation's needs to make investments for providing the customised services to the guests that increase the challenges for the organisations. The changes in the food habits and the focus on the healthy diet increase the problem for the hospitality organisations to make contracts with the new food suppliers. 
Contactless customer service is identified around managing excellence towards customer service, followed by expecting desk staff and housekeeping management. According to Roy and Pagaldiviti (2023), the enhancement of the tourism and hospitality industry is directly managed with contactless guest service, further approaching facility management and energy optimisation. However, there are different challenges including hospitality management in different countries. The challenges of marketing trends are also related to operational management, thereby following the rising cost of enhancing hospitality industry development. A technological development, especially for sustainability aspirations is thoroughly included in this research, further achieving the contactless efficiency of research. 
A focus on contactless management of services, especially for guests is also included for online reservations, mobile check-ins, and personalised developments of recommendations. Based on the research by Hao and Chon (2022), the hospitality departments also suggested the use of contactless service, especially in the UK, for the personalised service development of the researcher. The guest expectations can also be changeable for pre-stay communications, thus demonstrating the marketing for the company as well. A focus on staff shortage management is also identified by technological development, especially by contactless customer service development in the long term with business efficiency. 
A critical focus on supply chain management is also included in this research, followed by demonstrating hospitality challenges around goods reliability and cost control. As suggested by Hao (2021), a sufficient focus on human warmth is also included, tracking attributes over customised personal care and solutions regarding the automation aspects with touchless service management. On the other hand, a central part of the research can be determined with problem-solving approaches, thereby suggesting the importance of contactless management of customer service essentiality. Value creation is therefore related to partnership development, followed by suggesting the use of contactless service in terms of strong customer relationship maintenance. 
The sustainability trends are also related to technology in hospitality management, followed by developing customer service after the pandemic issue. The achievement of this aspect is therefore linked with the use of AI, further growing research emphasis. Artificial intelligence (AI) can develop better, more effective and customised services, including an increment towards the focus on customer relationship management (Li et al. 2021). On the contrary, increasing the use of AI can also develop efficiency in repetitive jobs, making the company beneficial over hospitality wellness and offerings. These menial tasks of automation, followed by the better experience of hoteliers are thoroughly improvised around this technological growth, thus achieving a focus on contactless management of the hospitality industry. Contactless payments have suggested the need towards using the advent of technologies, especially when the coronavirus outbreak has come into the picture for safety and hygiene maintenance (Deri et al. 2023). The guests are also becoming more and more demandable as personalised customer service comes into the picture. A seamless understanding of research is also determined with online interactions, further achieving research growth towards contactless service development. 
2.5 Improvement in the technologies and the focusing on the sustainability helps in satisfying the customers and reducing challenges
Organisations associated with the hospitality industries are now emphasising the allocation of funds for the development of the infrastructure that can support the establishment of digitalisation in the organisations. This is important for providing efficient services to the guests and to face the challenges of the market (Vo-Thanh et al. 2020). The organisations linked with the hospitality industry emphasise the improvement of the skills of the workers that can help in assessing the perspectives of guests or the demand. Technologies are used for making communications with the guests in the market that helps in gathering more information to assess the demand of the market. Skill development of the workers and use of technologies used by the companies play an effective role in providing the efficient services to the guests. According to Kuhzady et al. (2021) the strategy of workers skill development is effective for the brands to develop the policies of marketing and make changes in the services of the organisations. Organisations also set the target to make contracts with the suppliers that provide the sustainable materials. This helps the organisations to avoid the use of the materials that have adverse impact on the environment and satisfying the guests. These strategies are effective for fulfilling the demand of the guests by improving the services with efficiency. 
Organisations used the innovative technologies and the sensors in the hotels for sensing the emotions, and the needs of the guests. Sensors are also used for monitoring the security of the hotels that is important for the safety of the guests and avoiding challenging situations. Different organisations in the hospitality industry focus on making the rooms services sustainable that can help in reducing the use of the resources and preserving resources (Salem et al. 2022). For example automatic showers are used in the bathrooms that are useful for reducing the waste of the water. AI has been used by the hotels and the restaurants to increase or decrease the level of the lights in the organisations as per the requirement that is important for the sustainability. Automated sensors are also used by the organisations to regulate the air conditioning system that is useful for the preservation of the energy. These initiatives are useful for enhancing the satisfaction of the environmentally conscious customers. Increase in the frequency of the cleaning and the sanitisation is useful for ensuring the safety of the health of the guests in the hotels that is useful for the satisfaction of the guests (Kim et al. 2021). The pandemic also increases the concerns of the guests regarding the use of the products that have less harsh chemicals and make less impact on the health of the guests. Thus organisational emphasise providing the products such as hair wish, soap and others that has been developed by using the natural agents (Norris et al. 2021). The use of the reusable utensils for serving the guests are also effective for influencing the guests positively. Thus it is clear that the modern technologies and the target of managing the business with sustainability can help in reducing the challenges of the hospitality organisations.  
Technological improvements in the hospitality industry help businesses to create seamless innovations regarding customer experience. Further introducing sustainable approaches such recycling will improve the perspective of customers regarding the company. As argued by Zhang and Yousaf (2020), technological improvements such as green thinking, reducing waste and increasing recycling of products are some of the sustainable methods which are increasing customer satisfaction. Therefore, hospitality organisations need to focus on adoption of sustainable methods such as reducing waste and increasing recycling as it will help solve environmental challenges. On the other hand, based on the research by Yousaf (2021), hospitality organisations can adopt green innovations strategies to increase operational mechanisms and services which will improve organisational challenges regarding customer satisfaction. Customer satisfaction is a key challenge for the hospitality industry as the industry is one of the significant contributors regarding food waste. Therefore, it can be critically said that, to increase customer satisfaction and to mitigate environmental challenges organisations in the hospitality industry need to adopt sustainable resourcing and innovations. Hospitality organisations further can introduce recycling across all the services such as cooking as well as room cleaning. All food waste of the organisation needs to be recycled which will help in decreasing their environmental footprint. 
The fourth revolution in the hospitality industry is fuelled by technological developments and organisations that are using new technologies to communicate with customers will be able to provide faster solutions to the customers. As per Chen et al. (2020), the industry 4.0 is supported by the advanced communication and information technologies and using sustainable methods such as using renewable energy will increase customer satisfaction. Therefore, the hospitality industry can adopt renewable energy sources in business operations to reduce environmental footprint. Further adoption of new technologies will give the hospitality industry to understand user demand and behaviour. According to Jamwal et al. (2021), organisations are now looking to adopt new technologies such as Big data analytics, cloud computing and Blockchain technology to fulfil sustainable requirements. Therefore, hospitality organisations can adopt Blockchain technology run by sustainable energy to increase user security. Increasing user security will help organisations to increase user reliability thus improving reputation as well as satisfaction.
[bookmark: _Toc165379743][bookmark: _Toc165379859]Adoption of green innovation technologies increases the cost of operation in the hospitality organisation. However as argued by Tu and Wu (2021), green innovation technologies have a critical effect on the business competitiveness as business organisations can use resource based views to create customer satisfaction. Customer satisfaction is critical for the success of business as satisfied customers will share positive reviews of the company thus increasing their reputation. Hospitality industry organisations that are adopting green technology innovation will have a competitive advantage over similar companies. However as per Awan et al. (2021), despite the relevance of green innovation for increasing environmental sustainability very little importance has been given to customer centric environmental innovations. However, it can be critically argued that hospitality organisations need to give importance to the customer centric sustainable innovation to improve customer satisfaction.
2.6 Theoretical assessments
Systems theory is a process to interact and the way to influence the work of each other within a group over time by permitting continuity of teamwork and collaboration (Mismetti et al. 2023). The systematic communication and collaboration between the workers and management of a hospitality sector is essential to avoid any conflict and get the optimum output. 
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[bookmark: _heading=h.3j2qqm3][bookmark: _Toc165379744][bookmark: _Toc165379954]Figure 04: System theory
(Source: Adapted from Osei et al. 2023)
The “system theory” is a concept that depicts organisation as the unified-unit having interrelated parts that require to be managed in the systematic format of to acquire maximum growth opportunities. System-theory suggests inputs such as human, financial, information and physical resources along with the process of transformation, management-control and planning are required for positive organisational growth (Yu et al. 2023). The positive workplace culture and accurate management control over the production and services can assist the hospitality sectors to design consumer-focused quality hospitality services. The system theory concepts can be used to design organised workplace training facilities of Artificial Intelligence (AI) to excel performance of employees in the hospitality sector (Huang et al. 2022). Systematic organisational training plans for employees can assist management of hospitality sectors of the UK to meet current consumer needs.
Maslow’s hierarchy of needs theory
“Maslow’s-hierarchy-of-needs-theory” is a concept that elaborates companies can acquire a sustainable growth by meeting changing needs of consumers (Yurdakul and Arar, 2023). The management of the hospitality sectors can analyse the current safety and motivational needs of consumers to retain them long-term within their services. 
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Figure 05: “Maslow’s-hierarchy-of-needs-theory”
(Source: Adapted from Kayal, 2023)
“Maslow’s-hierarchy-of-needs-theory” suggests that meeting self-esteem, self -actualization, belonging, security, safety and physiological needs of consumers can assist firms to acquire a positive growth (Kayal, 2023). The concept of Maslow can be applied by the hospitality sectors of the UK to meet the current changing consumer needs. The affordable room services and fast travel along with safe online booking services are the current demand of customers of the hospitality sector in the UK (Srivastava et al. 2022). The hospitality industry can focus on meeting motivational needs of affordable room services and safe online room booking options to retain new customers for a long-term. The advanced data-encryption and blockchain technology can be used to prevent hacking or branching of consumer data while booking rooms (Sabeena and Vijila, 2024). Therefore, meeting safety needs of consumer through secure online booking options and affordable room services can assist hospitality sectors to enhance customer retention rate
. 
[bookmark: _Toc165379745][bookmark: _Toc165379860]2.7 Conceptual Framework
[image: ]
[bookmark: _heading=h.4i7ojhp][bookmark: _Toc165379746][bookmark: _Toc165379955]Figure 06: Conceptual framework
(Source: Self-made, 2024)
Figure 2.7 indicates the conceptual framework that includes importance, changing customer behaviour, challenges and recommended strategies for mitigating challenges faced by the hospitality industry of the UK. The conceptual developed have been developed by using the codes from the literatures searched about the importance and changing consumer behaviours in hospitality sector in UK. The challenges of managing guests and recommendations to mitigate the issues are explained in the conceptual framework. 

[bookmark: _Toc165379747][bookmark: _Toc165379861]2.8 Literature Gap
The current literature has a gap in analysing the effective solutions to provide affordable guest management services and proper way to secure online-booking system within the hospitality industry. The current literature has fulfilled the gap by highlighting feasible technologies such as AI and digital-tools that can be applied by the Hospitality industry of the UK to meet consumer demands. The current research has been using concepts of Maslow’s hierarchy of needs and system theories to provide solutions to mitigate challenges to serve hospitality industry in UK. 

[bookmark: _Toc165379748][bookmark: _Toc165379862]2.9 Conclusion of chapter
It has been found that customer satisfaction is crucial for the UK hospitality firms in regard to enhancing competitiveness, revenue as well as business referrals. On the other hand, the UK hospitality industry has faced significant shifts in customer demand such as technological integration, alternative accommodations, personalisation’s along with sustainability. However, lack of knowledge in reputational control, operational crisis in terms of labour shortage and economic crisis has been a major contemporary challenge for the UK hospitality firms in deserving quality guest experiences. Therefore, the UK hospitality firms should foster strategic recruitment and initiate ongoing training procedures for avoiding labour shortage crisis and conduct a reputational audit for increasing guest service.


[bookmark: _Toc165379749][bookmark: _Toc165379863]Chapter 3: Research Methodology
[bookmark: _Toc165379750][bookmark: _Toc165379864]3.1 Chapter Introduction
Research methodology helps in the selection and evaluation of the process that contributes to the accurate development of the research. Research methodology also supports the research in evaluating a specific design that helps in meeting all the objectives of the research. The research methodology also has indices that measure that the research needs to be taken into consideration for answering each research question with high-quality data. The philosophical paradigm of the research has helped in getting insight into the hospitality industry to evaluate the specific challenges.
[bookmark: _Toc165379751][bookmark: _Toc165379865]3.2 Research onion
Research onion refers to a strategic tool that guides researchers in doing the entire research in a sequential manner for meeting research objectives. 
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[bookmark: _heading=h.3as4poj][bookmark: _Toc165379752][bookmark: _Toc165379956]Figure 07: Research onion
(Source: Saunders, 2007)
Figure 3.2 demonstrates the main layers included in research onion that help researchers in maintaining an organised methodology throughout the entire research. As per the research of Saunders (2007), six key layers included in the research onion are philosophy, strategy, approach, “choices of methods”, and time horizons and data collection along with analysis. In this research, positivism philosophy, “case study” research strategy, inductive approach, secondary qualitative method and thematic analysis has been utilised. 
[bookmark: _Toc165379753][bookmark: _Toc165379866]3.3 Research philosophy
Positivism, interpretivism, realism and pragmatism are the main four categories of research philosophy (GHR and Aithal, 2022). In this research, “positivism research philosophy” has been utilised for gathering essential information related to the contemporary changes faced by the UK-based hospitality industry. Based on the views of GHR and Aithal (2022), application of “positivism research philosophy” can enable researchers in gathering factorial knowledge through detailed observation and help in covering a broad range of situations. Regarding this, incorporation of positivism philosophy has become advantageous for understanding the importance of consumer satisfaction rate for ensuring better recovery of the hospitality industry of the UK. On the other hand, “interpretivism philosophy” has been avoided in this research as this can lead to potential research bias (Mumtaz, 2022). Moreover, lack of reliability also became a vital reason for which interpretivism philosophy has been excluded from this research. In this context, using positivism philosophy assists in following a well-defined structure throughout the entire research for addressing research questions and meeting the research aim. Hence, application of “positivism philosophy has been justified regarding the current research for determining the significance of guest satisfaction rate for ensuring better growth as well as recovery of the UK-based hospitality industry. 
[bookmark: _Toc165379754][bookmark: _Toc165379867]3.4 Research design
Research design demonstrates the strategy along with analytical approach utilised in a research for answering research questions and act as a blueprint for the entire research. According to the research of Schoch (2020), descriptive, case study, experimental, correlational, explanatory and observational are some major research designs used in dissertation research. “Case study” research design has been applied in this research for obtaining detailed insights regarding the selected case study for determining the changes in customer demand related to the hospitality industry. Application of “case study” research design enables researchers in doing detailed research along with in-depth investigation about any specific case study in relation to the context of real world (Schoch, 2020). This provides strategic benefits in identifying challenges experienced by the hospitality industry of the UK along with recommending appropriate strategies to mitigate identified problems. On a contrary note, “descriptive research design” has been excluded from this research due to “lack of control”, biasness along with insufficient depth on a specific phenomenon (Mohajan, 2020). In this context, utilisation of “case study research design” offers major flexibility in understanding the changes in hotel guests’ preferences in the post-pandemic situation and ensuring better recovery of the hospitality industry. 
Application of “case study” research design enables in understanding the real-world situation related to the hospitality industry of the UK which helps in identifying the significance of customer satisfaction rate (Schoch, 2020). Regarding this, utilisation of “case study” research design has been justified for this research to determine the importance of guest satisfaction rate for the recovery of the hospitality industry of the UK. This also aids in identifying contemporary issues faced by the UK-based hospitality industry while serving guests. 
[bookmark: _Toc165379755][bookmark: _Toc165379868]3.5 Research approach
Research approach can be defined as the systematic plan or proposal for doing the entire research. According to Kozlova and Pikhart (2021), inductive, deductive along with abductive are the main types of research approach applied in secondary research. In the current study, “inductive research approach” has been applied to gather relevant information about the hospitality industry of the UK to recognise the present contemporary issues faced while serving guests. Based on the opinion of Kozlova and Pikhart (2021), higher flexibility along with exploration of innovative ideas as well as perspectives can be some major advantages related to “inductive research design”. This offers crucial advantages in identifying appropriate recommendations to increase business success of the UK-based hospitality industry for better survival. However, “deductive research approach” has not been included in this research as this can lead to research bias (Hall et al. 2023). As a consequence of this, utilisation of “inductive research design” has become effective for this study to explore new perspectives related to the UK-based hospitality industry. Due to this, application of “inductive research design” has been justified to explore guests’ perspectives for identifying contemporary issues experienced by the UK-based hospitality industry. 
[bookmark: _Toc165379756][bookmark: _Toc165379869]3.6 Research strategy
Research strategy is a process used to guide the research programs and assist researchers to acquire the necessary research goals. The case study, qualitative and quantitative is various types of research strategies used in research to acquire a particular research objective (Sinurat et al. 2021). However, case study strategy has been used to collect the relevant data from peer-reviewed journals and other secondary sources. The case of the Marriott firm has been selected for elaborating their “IoT Guestroom Lab” to meet the changing consumer behaviour within the market to achieve a sustainable profit. The case study of Premier Inn has been selected to showcase the growth rate and profit ranges acquired by the firm in Hospitality sector of UK. The case study of Travelodge has been evaluated to analyse the market saturation issues in the UK Hospitality industry. Moreover, cases of existing AI-based technologies to enhance customer satisfaction and engagement rate are also highlighted in this research. The case study strategy assists to evaluate the secondary concepts within a flexible way and less time from secondary sources (Akimov and Malin, 2020). The reasons behind the statistical or numerical trends are not clearly discussed while using quantitative research strategy is the complexity (Gazzola et al. 2020). The reasons behind the core challenges faced by the Hospitality industries cannot be clearly defined with the quantitative research strategy. Hence, the case study strategy has been used in the research to evaluate the major reasons behind the challenges faced by hospitality industries in serving their guests.   
[bookmark: _Toc165379757][bookmark: _Toc165379870]3.7 Data collection
Data collection can be of several types such as primary and secondary are majorly used as the data collection methods (Taherdoost, 2021). Secondary data collection method has been used to identify the current challenges faced by the Hospitality industry in the UK to serve guests. The secondary data collection method can be used to collect the reliable data from the secondary sources in less time (Pandey and Pandey, 2021). 50 articles from Systematic literature review have been used as the secondary sources to mitigate issues faced by the Hospitality industry to serve guests [Refer to Appendix 1]. The systematic literature has been used to identify the case studies of the current Hospitality firms in the UK to evaluate their existing challenges of the firms. On the contrary, primary data collection can cause severe issues of harming confidentiality of research participants. Hence, the secondary peer-reviewed articles consisting of case studies of Hospitality firms managing guests are used as reliable data for avoiding the privacy-related problems. 
Secondary data collection method can be suitable to evaluate the peer-reviewed journals from Google scholar database, Web of Science and other databases. Based on the research of Mahdi and Khaddafi (2020), the secondary data collection method has been effective to collect unbiased information from reliable secondary sources. Secondary data collection method has been selected to evaluate the case study of the Hospitality industry in the UK from unbiased information. Secondary data collection method can be applied to collect the resourceful data from the easily accessible sources online (Kock et al. 2021). Reliable and authentic peer-reviewed journals in systematic literature review have been used to gather the essential information regarding the current trend of the Hospitality industry to analyse challenges in serving guests. Primary data collection methods are more time-consuming and costly for travel and other consent form related proceedings (Opabola et al. 2022). Therefore, the secondary data using systematic literature review are used to collect of case studies of Hospitality firms facing issues and design mitigation strategies to avoid any irrelevance.  
[bookmark: _Toc165379758][bookmark: _Toc165379871]3.8 Data analysis
The data analysis is a process to collect and interpret data in a research for meeting the research objectives (Xu and Zammit, 2020). The data analysis can be of several types such as statistical, thematic and predictive analysis. Thematic analysis has been used to interpret the data related to any challenges faced by the hospitality industry in the UK. 
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Figure 08: 6 steps of thematic analysis
(Source: Braun and Clarke, 2023)
Thematic analysis 6 steps of the Braun and Clarke has been for followed to be familiar with the data first (Braun and Clarke, 2023). Then, the initial codes are generated regarding the topic of influence of customer satisfaction within UK-hospitality industry. The themes are searched following keyword in objective and questions searched from Google Scholar database. The themes are reviewed critically by contradicting viewpoints of different authors.  Based on the research of Peel, (2020), thematic analysis is effective to interpret the large datasets or complex concepts using the theories. The thematic analysis following “6 steps of the Braun and Clarke” has been used to identify the major concepts regarding the hospitality sector to suggest better solutions. However, statistical analysis is a complex process and takes a lot of time to evaluate and describe data insights (Sarker, 2021). The statistical analysis cannot be used to determine the right strategies or solutions to interpret the data regarding a particular research topic. Hence, the thematic analysis method has been used to gather and collect reliable qualitative data from secondary sources.
Thematic analysis provides the researchers the flexibility to use the multiple secondary data source to compare the both dependent and independent variables in a research topic (Labra et al. 2020). In this regard, thematic analysis is more reliable and effective to analyse the case studies of Hospitality industries to identify major challenges associated in managing guests. In contrast, statistical analysis cannot be used to justify and suggest relevant recommendations regarding a research problem (Reuber and Fischer, 2022). Therefore, thematic analysis is more effective to provide solutions regarding problems or challenges faced by hospitality industries in the UK.
[bookmark: _Toc165379759][bookmark: _Toc165379872]3.9 Sampling strategy
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[bookmark: _heading=h.32hioqz][bookmark: _Toc165379760][bookmark: _Toc165379957]Figure 09: PRISMA Chart
(Source: Self-Created)
PRISMA diagram has been used in this research for the selection of the article relevant to the topic of the research. PRISMA diagram has helped in selecting only those articles that review the hospitality industry from the perspective of the guests or travellers. As mentioned by Adeyinka-Ojo (2021), PRISMA is required for conducting the systematic review and meta-analysis. The research is also focused on developing a systematic literature review to get a prior idea about the issues faced by the UK hospitality industry and considering this approach PRISMA diagram has been used. Using the PRISMA flow diagram the research has sorted 50 articles from the data set of 35,000 articles for the systematic literature review. 
Convenience sampling method has been applied to sorting 50 articles from 35,000articles for the systematic literature review, based on the inclusion and exclusion criteria. In this regard, reliable online databases such as Google Scholar, Elsevier and Springer have been used for finding the right sources of secondary qualitative information from journals. Afterwards, 12 articles have been accumulated for the findings purposes and developing a rich analysis of the themes and creating contrasting viewpoints between the systematic literature review and findings. For the development of themes, keyword-based (Boolean words) search strategy has been adopted towards gaining valuable insights on the subject matter. Khurshid et al. (2021) opined that keyword-based search through BOOLEAN operators are effective in prioritising theme-based research in literature search along with providing a comprehensive overview of the matter concerned. Use of “AND” and “OR” BOOLEAN operators enable the creation of a logical phrase to make it understandable to the databases such as Google Scholar. Hereby, “challenges in guest serving”, “contemporary issues in tourism customer satisfaction” and “challenges in hospitality industry” are the main keywords searched for finding the suitable literary articles. Using BOOLEAN operators helped in looking into multiple terms and concepts associated with hospitality industry for making the search more precise. As mentioned by Ofosu-Boateng and Acquaye (2020), the issues of time constraints can effectively be managed by the researchers with the application of the convenience sampling method. The study has implied a convenience sampling method for shortening the data collection and data sorting process using PRISMA. 
[bookmark: _Toc165379761][bookmark: _Toc165379873]3.10 Inclusion and Exclusion

	Inclusion Criteria
	Exclusion criteria

	· Articles that have been published after 2019 have only been used in the study.
· Peer-reviewed articles and journals with relevant sources have been included in the study to maintain the reliability of the study. 
· Widely acknowledged sources of information have only been used in the article for validating the information of the study.
· Articles that have been written in the Standard English language have been included in the research. 
	· Articles that were published before 2019 have been avoided in the study to include only current information. 
· Unpublished articles and irrelevant sources of information like doctoral dissertations have been voided in the study to maintain reliability.
· Unauthentic sources of information have been avoided in the study to develop the validity of the information used. 
· Sources of information written in other than English language for increasing the understanding of the research findings among the readers. 


[bookmark: _Toc165379762][bookmark: _Toc165379909][bookmark: _Toc165549909]Table 1: Inclusion and Exclusion criterias
(Source: Self-Created)
[bookmark: _Toc165379763][bookmark: _Toc165379874]3.11 Ethical Consideration
The research has maintained all the ethical values needed to maintain the accuracy of the subject. The research has acknowledged the contribution of other researchers by mentioning their names in the reference list section along with the source of information. As mentioned by Hidayat (2020), learners need to use quotation marks in the text for referencing. Considering this factor during referencing others’ points of view or retrieving direct information this study also used quotation marks. UK GDPR reflects that the data needs to be used fairly, lawfully and transparently (Gov.uk, 2024). Guidelines of this act also have been considered in this research as any kind of information that might cause communal dispute has not been used. Authentic sources of information have only been used in this article to increase the reliability of research findings.


 
[bookmark: _Toc165379764][bookmark: _Toc165379875]3.12 Research Timeline
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[bookmark: _heading=h.3fwokq0][bookmark: _Toc165379765][bookmark: _Toc165379958]Figure 10: Research Timeline
(Source: Self-made)
[bookmark: _Toc165379766][bookmark: _Toc165379876]3.13 Chapter Summary
The study has followed positivism research philosophy to derive information about the challenges of the UK hospitality industry from factual incidents. A case study research strategy has been used in this research to get insight into the dimension of the UK hospitality industry. The case study research strategy has also helped in analysing the different cases of the hospitality industry of the UK to get a better understanding of the issues faced by the travellers and guests of the hospitality industry. A secondary data collection method has been applied to collect industry-specific data from authentic sources. Thematic data analysis has also been applied in the articles to utilise the contradictory points of view of the authors to get a comprehensive idea about the research subject. Utilising the PRISMA diagrams the 50 articles have been selected to discuss the issues encountered by the guests of the hospitality industry of the UK. Convenience sampling has been utilised to derive information from the selected 50 articles. 


[bookmark: _Toc165379767][bookmark: _Toc165379877]Chapter 4: Findings results/analysis and discussion
[bookmark: _Toc165379768][bookmark: _Toc165379878]4.1 Chapter Introduction 
Chapter 4 focuses on a detailed discussion based on the information regarding challenges, strategies to deliver good quality services for satisfying guests in the UK’s hospitality industry. Providing good quality accommodations, food and other innovative services can be beneficial for hospitality organisations to meet customer needs and gain competitive advantages. The discussion part focuses on the four themes developed in the findings to get in-depth information regarding contemporary challenges for serving guests in the hospitality sector.   
[bookmark: _Toc165379769][bookmark: _Toc165379879]4.2 Thematic Findings
Objective 1:  Customer satisfaction assists in increasing business revenue and competitiveness
The satisfaction of the customers is beneficial in better business recognition of the hospitality businesses in the UK. As mentioned by Kalogiannidis (2021), higher business revenue can be obtained through the increase in customer base which ultimately increases the business competitiveness. 
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[bookmark: _heading=h.3tbugp1][bookmark: _Toc165379770][bookmark: _Toc165379959]Figure 11: Most popular hotels in the UK
(Source: Statista, 2023)
It is evident that UK consumers mostly prefer Premier Inn, Hilton, Travelodge, Holiday Inn and “Walt Disney Parks and Resorts” for the hospitality destination (Statista, 2023). This popularity of the hotels in the UK reflects on the revenue growth as well. For example, the revenue of Premier Inn, the most popular hotel in the UK grew by 27% in 2023 (Whitbread, 2023). Contrary to this, the inability to provide customer satisfaction can result in deducing the business revenue as well. For example, Britannia Hotel in the UK has faced a loss of 9.5 million pounds in 2022 due to the decrease in customer footfall (Robinson, 2023). The customers have reported of getting into trouble during the stay at the hotel rooms. This shows that a higher customer satisfaction can increase business revenue and competitiveness and low satisfaction may result in business destruction.  
Objective 2: Changes in the customer behaviour regarding the UK-based hospitality industry includes demand of hotel rooms at affordable prices, Personalised service and online booking options and Technology integration 
The consumer behaviour changes can vastly impact the way guests select restaurants, hotels, and entertainment within a hospitality industry. In this regard, the hospitality industry in the UK has to positively respond to the changing trends in hotels to acquire a sustainable growth by meeting consumer needs. The growth of “Consumer-Prices-Index” up-to 4% in 2023 has reduced affordability of consumers to purchase luxury services and now they are attracted towards budget friendly services (Francis-Devine et al. 2022). Thus, the current Hospitality sector in the UK needs to provide affordable hotel and room services for attracting more potential customers. 
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[bookmark: _heading=h.28h4qwu][bookmark: _Toc165379771][bookmark: _Toc165379960]Figure 12: “Average daily rates (ADR)” rise in hospitality industry within the UK IN 2023
(Source: RSM UK, 2023)
The “Average daily rates (ADR)” of the rooms in the hotels has increased from June, 2023 £162.64 to £164.49 in the month of July, 2023 within UK (RSM UK, 2023). However, growth of the ADR has not been satisfied as the services are not affordable and constantly increasing in the hospitality sector of the UK. In this regard, the hospitality industry in the UK can focus on designing new affordable booking and room services to meet the changing consumer needs (Ahlawat, 2023). The affordable room services can support hospitality sectors to acquire more loyal and potential consumers in the UK. 
The consumer in the hospitality sector demands the fast booking in online and personalised service facilities at hotel rooms. 
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[bookmark: _heading=h.nmf14n][bookmark: _Toc165379772][bookmark: _Toc165379961]Figure 13: Top hotels within the UK ranked according to brand awareness in 2023
(Source: Kunst, 2024)
The “Brand-KPI-survey” in the UK of the hotels shows brand-awareness of Premier Inn and Travelodge hotels is 91% due to their personalised hotel services (Kunst, 2024). Personalised services within the hospitality industry is a procedure to tailor messages, content, services and offers, to suit the lifestyle of guests, requirements and preferences. For instance, Premier Inn and Holiday Inn hotels have used Artificial-Intelligence to analyse changing-consumer-perception and design automated self check-in along with check-out options for guests (Zhang et al. 2023). Hence, the hospitality sector within the UK needs to offer more personalised room services and ticket booking options to enhance customer acquisition rate.
Objective 3: Challenges faced by the hospitality industry of the UK are labour shortage, Disruptions of the customer demand, Lack of “expertise” in reputational control, struggling to affirm service personalisation along with financial crisis and recommended strategies to solve these issues 
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[bookmark: _heading=h.37m2jsg][bookmark: _Toc165379773][bookmark: _Toc165379962]Figure 14: The diversified reasons of labour shortage in the UK hospitality industry till 2023
(Source: Statista, 2023)
Labour shortages have been a major crisis for the UK hospitality industry which is indulging operational challenges for the firms to serve quality guest experiences. As opined by Green et al. (2020) 87,000 employers among the UK industries have agreed that UK hospitality is facing serious challenges in terms of labour crisis. However, the exit of the EU has led the UK hospitality industry unemployed due to the return of migrant Polish populations from the EU countries (Green et al. 2020). This research has also noted that the UK hospitality industry has accommodated around 47% Polish chefs contributing to the major employment number in the industry since 2011-2016. On the other hand, reportedly the UK hospitality industry is facing labour shortage issues till 2023 due to both the skill gap as well as job vacancy issues (Statista, 2023). The UK hospitality firm Barclays has noted that currently the UK hospitality industry has 40,000 job vacancies which is a crisis factor due to skill shortage and can hamper quality of guest experience (Barclays, 2023). In this regard, around 45% of the UK hospitality firms have been forced to reduce the “opening hours” in practice due to severe staff shortage (Dignon, 2024). The EU exit has accelerated the labour shortage issue in the UK hospitality industry which can be certainly challenging for the hospitality firms to foster quality guest service to customers. 
As per the reports, 81% of the global tourists intend to consider the hospitality businesses while affirmed about its sustainable practices (Ferrie, 2023). In this situation it has been crucial for the UK hospitality firms to reform the business practices towards a greener approach for offering preferred hospitality experience to the guests. On the other hand, the UK government has also indulged in significant regulatory steps towards a greener movement in the hospitality practices such as DRS “(deposit return scheme)” (Paton, 2023). This scheme has noted the businesses to exclude plastic bottles from hospitality services as well as inclusion of recycling processes to improve environmental sustainability through an ethical practice. Therefore, both the shifts in the customers and regulatory demand are posing guest service challenges to the UK hospitality industry for reforming business practice under sustainable standards. 
Reportedly, around 37% of the UK hospitality businesses struggle to manage the “reputational” control (Pardon, 2023). Respecting this, the UK hospitality firms might struggle to adequately respond to the customer demand, queries as well as feedback due to lack of “expertise” in reputational control. For instance, Travelodge has been criticised for closing a few hotel chains after being used by Asylum seekers which is an issue in terms of reputational damage (Runcornandwidnesworld, 2020). The market saturation in the hospitality sector has also made it challenging for the firms to retain as well as attracting top talents which is beneficial to improve guest experience through innovative operations (Torres, 2023). Considering these competition factors it can be further challenging for the UK hospitality firms. The other industry in the UK offers more competitive benefits to the employees which is a degrading factor for the hospitality industry as it is a lower-pay industry.
Strategic recruitment refers to the procedure of selecting the right candidate for appropriate job posts through recruitment marketing along with employer branding for mitigating staff shortage issues. Inclusion of strategic recruitment can be beneficial for corporate firms to decrease hiring costs, improve employer branding, increase staff retention rate and recruiting talented workers (Monteiro et al. 2020). Strategic recruitment can enable the managers of the UK-based hospitality industry in mitigating skilled shortage along with staff shortfall issues for meeting the changing demand of the customers. “Applicant tracking system”, “Mobile recruitment”, “Automated recruitment marketing”, “Virtual Reality” and Chatbots are some advanced software that aid “Human Resource” (HR) managers in recruiting staff across the world (Kshetri, 2021). Inclusion of these technologies can be helpful for the UK-based hospitality industry to mitigate staff shortage issues and increase employee retention rate for ensuring long-term success. On the contrary, ongoing training procedures offer strategic opportunities to firms in eliminating skill gap issues among workers and improving employee development for enhancing staff productivity in meeting guests’ demand (Karaboga et al. 2020). Implementation of “On-the-Job Training” (OJT), initiating attractive training programs and developing “continuous learning culture” within the workplace can be beneficial for the UK-based hospitality industry in ensuring better workplace training. This can also help in recognising the training needs of the existing employees along with assessing employee performance to help them in meeting guests’ expectations and enhancing customer satisfaction rate. 
Conducting reputation audits can assist the hospitality industry of the UK in understanding and analysing the online presence of the brand along with evaluating the present organisational image. Effective reputation audit can aid hotels in increasing bookings, enhancing “social media” (SM) presence, improving guest loyalty and gaining higher competitive edge (Thottoli and Al Harthi, 2022). This can offer major benefits to the hospitality industry of the UK in improving the reputation management approach for enhancing customers’ trust and increasing occupancy rate for driving financial growth. In contrast, encouraging guest feedback can enable the hospitality sector in boosting consumer trust, increasing customer retention rate and differentiating brands from other market competitors (Koo et al. 2020). This can enable the managers of the UK-based hospitality industry in increasing customer engagement rate for enhancing organisational loyalty and improving guest satisfaction rate. Occupancy rate, “Cost per acquisition”, “Revenue per available room” (RevPAR), “Average length of stay” (ALOS) and “Market penetration index” are some vital KPIs for measuring hotel success (Brown, 2021). Application of these KPIs can support the hospitality industry of the UK in understanding operational efficiency for meeting guests’ satisfaction rate and improving service quality.
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[bookmark: _Toc165379775][bookmark: _Toc165379881]Theme 1:
The increase in customer satisfaction assists in promoting the business referrals among the peer groups. As noted by Patti et al. (2020), “first response time”, Churn rate and CSAT Score are the important KPIs to understand customer satisfaction. The managers in the hospitality businesses in the UK can measure the KPIs to understand the rate of customer satisfaction with the room services. Contrary to this, the less satisfaction of the customers with the hotel room services can result in reduction in popularity of the hotel chain as well (Padma and Ahn, 2020). Considering this, the managers in the hotel chains and hospitality sector of the UK are solicited to enhance the room services to increase customer satisfaction and promote business referrals. For example, Travelodge has launched “Voice of the customer program” in collaboration with Medallia to collect real-time feedback from the customers (Businesswire, 2022). This initiative has the possibility of increasing customer satisfaction by mitigating their queries. 
The resilience of the hospitality businesses in the UK can be increased through the increase in consumer satisfaction (Elshaer and Saad 2022). However, the changing needs of the consumers and higher demand for the incorporation of modern technologies in the room services have the possibility of creating challenges for the hotel authorities. Considering this, the managers in the hotel chains are required to incorporate AI-based technologies in the room services to provide seamless services to the guests (Li et al. 2021). The UK-hotel chain managers are similarly required to incorporate the new technologies such as automated-room service to provide better services to the customers that can ultimately increase their satisfaction.     
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(Source: Coppola, 2021)
The consumer feels more comfortable to book online rather than offline bookings in recent times. The above figure 2.3.3 shows “online-hotel-booking revenue” has increased over 5.3% since 2021 in the UK due to high consumer online booking preferences (Coppola, 2021). In this regard, the hospitality sector in the UK needs to speed up the lagging of websites and discomforts for the consumer while booking online. In contrast, high price-per-room issues and chances of data breaching or hacking while online booking are the contemporary challenges faced by hospitality sectors (Chen, 2023). In this context, the online booking service of the hospitality sectors in the UK requires it to be safer to enhance consumer trust and loyalty. 
In the post-pandemic situation, integration of advanced technology within the UK-based hospitality industry is reshaping the customers’ behaviours along with preferences for receiving better quality services. As per the views of Das (2023), primary expectations of guests from the hospitality industry are “technology-driven conveniences” including “contactless check-in”, “smart room controls”, better Wi-Fi connections and “keyless entry”. Investing sufficiently in technology integration can be beneficial for the UK-based hospitality industry to enhance operational efficiency, attract more potential travellers and remain competitive. Contrarily, Stringam and Gerdes (2021), has mentioned that incorporation of IoT technology within the hospitality industry offers smart hotel facilities to customers for controlling temperature, electronic curtains, light through voice control or mobile application. For instance, Marriott International incorporated “IoT Guestroom Lab” that enables hotel guests to use mobile as well as “voice-enabled technology” for setting up the room along with meeting customers’ needs (Inspire Design, 2023). Incorporation of advanced technology for improving the service quality along with room features indicates changes in customers’ expectations regarding the hospitality industry of the UK. 
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Metaverse is helpful for hospitality firms to “data pertinent” into the business insights for service personalisation’s (Buhalis et al. 2023). However, Metaverse also contains challenges such as the massive distinction between the real and “blur reality” in the hospitality service. This can jeopardise the critical thinking of customers leading to poor hospitality experiences (Buhalis et al. 2023). On the other hand, Alabdulkarim (2023) has noted that Metaverse incorporates VR sessions for customers to have real-time experience of hospitality service of firms. Though, the VR sessions contain the probabilities of cyber attacks which can cause discomfort to the customers and the brand itself (Alabdulkarim, 2023). Therefore, the UK hospitality firms should be aware of usage of Metaverse for avoiding cyber threat challenges during guest service. 
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[bookmark: _heading=h.206ipza][bookmark: _Toc165379779][bookmark: _Toc165379964]Figure 16: The hospitality industry inflation rate in the UK till 2023
(Source: Clark, 2023)
Clark (2023) has opined the UK hospitality industry is facing operational cost issues due to surging economic crisis in the country. Reportedly, an average 5 restaurants close everyday in the UK due to current economic hardship in terms of cost crisis (Atradius, 2023). Therefore, the economic crisis has been a serious issue for the UK hospitality industry for offering best guest service to the customers. 
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Inclusion of “Artificial Intelligence” (AI) can provide strategic benefits to the hospitality industry of the UK in offering personalised services to the guests by “streamlining bookings” for increasing customer satisfaction. As mentioned by Makhija (2023), AI-based predictive analytics can aid managers of the hospitality industry in anticipating the needs and requirements of the guests before their arrival. Technological aspects can be useful for the UK-based hospitality industry in enhancing the staying time of the guest while improving their satisfaction rate (). AI also contributes in increasing efficiency of the check-in along with the check-out process for minimising waiting times of the guests and ensuring “hassle-free arrival” as well as departure experience for guests (Makhija, 2023). In contrast, AI-based “surveillance systems” can be useful for improving safety along with security measures of the hospitality industry by detecting “unauthorised access” along with suspicious behaviours (Koroniotis et al. 2020).  Moreover, educating staff regarding the security breaches can also be beneficial in preventing cyber-crimes for maintaining organisational reputation in increasing customer satisfaction rate. 
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[bookmark: _Toc165379781][bookmark: _Toc165379965]Figure 17: Share of travellers in the UK for selecting eco-friendly hotels from 2019 to 2022
(Source: Statista, 2023)
Figure 2.5 demonstrates the share of travellers in the UK for selecting environmentally friendly hotels for decreasing their carbon footprint. According to a Statista report, as of 2022, nearly 37% of the travellers in the UK consider booking environmentally friendly hotels for reducing adverse environmental impact (Statista, 2023). This indicates the growing demand of sustainable hotel services in the UK for maintaining environmental sustainability and decreasing carbon emission rate. However, due to the high inflation along with increasing “cost-of-living” issue, cost has become a major concern for the UK population to survive the financial crisis. “Private rental prices” in the UK have increased nearly 6.2% in December of 2023 (Office for National Statistics, 2024). Inclusion of this strategy can be advantageous for attracting more potential guests towards the UK-based hospitality services to improve financial growth and ensure better environmental sustainability. 
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Discussion on Objective 1
Based on the findings, the high level of customer satisfaction gives positive business recognition and increases the business competitiveness. The first objective also highlights the importance of customer satisfaction in the hospitality industry to gain competitive advantages. Customers mostly prefer the hospitality organisation Premier Inn in the UK due to its good quality customer services and hospitality products (Statista, 2023). It indicates that good quality customer services can give better scope for hospitality organisations to increase market revenue and generate higher profitability. On the other hand, the market revenue of Premier Inn grew by 27% in 2023 (Whitbread, 2023). The increased rate of market revenue of Premier Inn indicates that the UK market has positive scopes to generate higher profitability and long-term success. On the contrary, low customer satisfaction can decrease the market revenue and market competitiveness of hospitality organisations. It also has been found that Britannia Hotel faced a significant business loss due to the decrease in customer footfall in 2022 (Robinson, 2023). Therefore, hospitality organisations need to offer good quality accommodation services, food and other hospitality products for gaining positive market advantages. 
Good quality services and products of a hospitality organisation can give better opportunities for the management to differentiate the brand from other organisations operating in the UK market. Serving good quality products and services for guests is also an influencing factor for hospitality organisations to build a positive brand image and attract a large number of customers. As cited by Rather et al. (2021), good quality services increase customer engagement and create positive values for customers to compete with other global hospitality brands. Focusing on the pricing, accommodation services staff behaviours, product quality can positively influence hospitality organisations to address contemporary challenges while serving a guest. 
Offering good quality services can help the UK’s hospitality organisations to address contemporary challenges like poor customer satisfaction. For instance, the management of Premier Inn’s professional team gives support to individual customers and the good quality food; great value hotels help the company to maintain customer satisfaction levels (premierinn, 2023). Therefore, developing a professional team with skilled employees is also an important factor for hospitality organisations to promote the customer experience. On the other hand, good quality service positively affects customer loyalty and good customer loyalty helps organisations in generating high customer demands. The high level of customer engagement also increases the number of repeat customers and increase business perceived value that is essential for operating a business in this highly competitive UK market (Lim et al. 2022). Thus, improving customer satisfaction is beneficial to gain economic benefits, create a positive brand image and enhance market competitiveness which is essential to achieve long-term success.
        
Discussion on objective 2
Based on the findings, changing consumer behaviours majorly impact the way guests select hotels, foods and accommodation services in the UK. Hospitality organisations are highly committed to addressing the rapid changes in guests acting pattern after the pandemic situation (Filimonau et al. 2020). The second objective also indicates that hospitality organisations need to identify the changing consumer demands to deliver better customer services and gain competitive benefits in the UK market.  It has been found that the consumer price index increased by around 4% influencing customers to select budget-friendly services and products (Francis-Devine et al. 2022). Therefore, hospitality organisations need to design budget-friendly accommodation and food-related services to attract a large number of customers in achieving competitive benefits. The decrease in customer affordability directly impacts the profitability and traditional service products of the UK’s hospitality sector. 
The rates of “Average daily rates (ADR)” are also not satisfied due to the lack of budget-friendly services in the UK’s hospitality sector (RSM UK, 2023). The decreased rate of ADR indicates that hospitality organisations need to focus on product cost design for offering budget-friendly services as per the changing customer demands. Delivering good quality accommodation services, food products at an affordable price can help the UK’s hospitality industry to fulfil customer demands in the current business environment (Ahlawat, 2023). On the contrary, designing affordable services can attract more repeat customers and generate high organisational profitability which is important to get positive business advantages among global competitors. 
The availability of affordable rooms in hotel organisations can influence customers to make positive purchase decisions and it also can increase the rates of online room booking. As per the views of Lee et al. (2020), a large number of customers in the hospitality sector want cost-saving services and environment-friendly services. Therefore, the hospitality sectors need to focus on designing hospitality services at an affordable price along with focusing on sustainability. Apart from this the high inflation rate of the UK in this post-pandemic situation also influences customers to purchase affordable services from hospitality organisations for saving expenditures. For instance, around 74% of consumers in the UK are willing to buy less premium food products due to the high inflation rate (Statista, 2023). The high inflation rate of the UK decreases the consumer purchasing power and changes the consumer’s intention to buy luxury services, products. Designing affordable hotel services can be a major initiative for hospitality organisations in the UK to address the contemporary market challenges and meet customer’s expectations to gain competitive advantages (Zaman et al. 2021). Thus, the changing customer behaviours towards the development of budget-friendly products services can influence hospitality organisations to resign products, services and increase market competitiveness.
           
Discussion of Objective 3
Evaluation of the findings regarding the challenges of the hospitality organisations in the UK revealed that the shortage of the labourers is a major challenge. Brexit referendum and the restrictions on the movement of the workers from one country to another after the pandemic increase the issues of the shortage of workers. For example the hotel brand Premier Inn in the UK faced problems in recruiting the skilled workers in the organisation that created problems in the management of the tasks in the hotels (Bbc.com, 2023). The issues of the organisations to recruit the workers, executives and the experts create problems for the brands to do the tasks with efficiency. Covid-19 affects the business of the hospitality businesses in the UK drastically, creating problems for the companies to allocate the funds required for improving the infrastructures (González et al. 2021). These types of issues increase the issues of poor services by the hospitality brands and the brands also fail in satisfying the guests (Green et al. 2020). Lack of funds or the financial issues restricts the organisations to make investments in the process of hiring the experts and incorporating new or innovative technologies. In competencies of the workforce of the organisations are responsible for the occurrence of the error in the services of the brands that affects the reputation. Reparations are also affected by the inability to make effective communications with the guests or the customers in the markets and resolving the issues with efficiency (Green et al. 2020). The enhancement in the rates of the bank loans increases the problem for the organisations to allocate the required funds for implementing the strategies as per the need of the market. 
Pandemic also provides a huge shock to the organisations and makes the allocation of the resources more challenging for the organisations. The changes in the need or the demand of the customers more frequently is another challenge of the hospitality organisations in the UK and other countries of the world (Barclays, 2023). The advancement in the technologies and presence in the met averse influences the perspectives of customers or the guests more frequently that create problems for organisations to assess changes in need. Lack of resources of the organisations and less skills of the workers induces the issues for the organisations to get aligned with the demand of the guests in the market (Filimonau et al. 2020). The hospitality organisations in the UK also faced the problems in providing the customised services to the guests that are important for the fulfilment of the need of the guests. Discoveries of different types of tours such as the adventure tour make changes in the demand of the guests regarding the exploration of a place. The organisation's needs to focus on the development of infrastructures accordingly to provide the customised services to customers that increase financial responsibility on the companies (Rathore et al. 2023). Thus the assessment of the challenges of the hospitality sector or the industry in the UK meets the requirements of the objectives of the research.   
Analysis of the findings showed that the organisations associated with the hospitality industry can reduce the challenges by improving the process of recruitment. Changing the infrastructure for the company requirements and the recruitment of the skilled workers can help improve the services of the bread and prevent the error (Chen et al. 2021). Skilled workforce can help the hospitality brands to use the technologies with efficiency and provide the services to the guests as per the demand of the guests (Monteiro et al. 2020). The organisations can also emphasise the use of technologies for gathering the feedback from the guests or the customers regarding the services of the brands. Gathering the feedback is essential for the brands to evaluate the needs of the customers and provide the services accordingly. The companies also can emphasise the training of the workers that is important for the brands to improve the efficiency in services (Kshetri, 2021). Skill development can improve the ability of the organisations in implementing the plans linked with the sustainability that is important for reducing the issues of finances. Sustainable approach is effective for the organisations to reduce the expenses related to the management of the funds for the companies. Thus is also useful for satisfying the environmentally conscious guests in the hotels. 
Assessment of the requirements of the technologies by the companies is important for incorporating technologies as per the necessity and improving efficiency of business. The innovations linked with the services such as the automated regulations of the lights and the air conditioning of the companies influenced the customers positively (Karaboga et al. 2020). The use of technologies such as AI is useful for the organisations to reduce the speed of the services that is important for the satisfaction of the guests. This technology is also used by the companies to assess the needs of the guests and to monitor the overall business operations of the companies. The monitoring of the security of the organisations is also conducted by the use of AI and other technologies. Conducting the audits are also useful for the organisations linked with the hospitality industry to assess the issues in the management and take steps accordingly (Norris et al. 2021). This is also useful for providing a clear idea to the management regarding the factors that affect the performance of the brands and the needs of improvement. Thus it can be illustrated that the utilisation of the innovative technologies and the improvement of workers skill are important for resolving the challenges of the organisations. 
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The findings and the discussion section of the research evaluates the necessity of the satisfactions of the customers in the hospitality industry for the growth of the companies. Assessment of the findings and the discussion revealed that the changes in the demand and the perspectives of the customers on the market are the main reason for the challenges of the company. Strategies such as incorporating new technologies and emphasising sustainability are mentioned that are useful for mitigating the challenges for the organisations. 
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[bookmark: _Toc165379787][bookmark: _Toc165379889]5.1 Summary of main findings
The overall research has been developed here with due criticality of guest and service management, including the sources developed for library sources. Consumer satisfaction holds importance over different demands of guests, followed by managing rising competition in the market with higher incorporation of modern technologies. A focus on literature review is therefore synchronised with brand reputation, further following the empirical study of brand trust and responsibility management. A strong focus on the relationship between online customer reviews of hospitality management, and enlisting corporate social responsibility, customer loyalty, and other related aspects are also determined in this research. Technology and human-related services are also directly related to customer satisfaction, following the delights of innovation for future customer management.  
The summary of the main findings is mostly based on the literature review and research findings, which have a direct relation with machine learning and service innovation. Several challenges can therefore be identified in this aspect, further acknowledging the growth of economic impacts and operational reviews of hotels. One major challenge that has come out of the research is incorporating staff technologies, followed by personalising the service with staff recruitment and technological development. Technological improvement and sustainability are therefore interpreted with necessary strategy management, including the aspects of the recent pandemic and economic response management.    
Hiring new talents, followed by competitiveness management, skill development, and the UK hospitality management with ‘system theory’ are used in the premise of strategic management. However, the research findings are also equally responsible for developing the research secondarily, further interpreting dynamic capabilities in case of mitigating hospitality management issues. Digitalisation has taken specificity over manufacturing review, thereby making green innovation a competitive advantage for the UK hospitality industry. Organisational learning, followed by knowledge acquisition is also recognised with thematic analysis development, thereby approaching employee satisfaction in the study. There are various aspects which are readily related to technology adoption, following contactless management and other aspects in the COVID-19 pandemic premises. Staff management, skill growth, and developing the research over operational growth are directly involved in operational management, further following the guest expectations around marketing trends and dynamics development.  
[bookmark: _Toc165379788][bookmark: _Toc165379890]5.2 Conclusion based on research questions
Conclusion based on Question 1
The conclusion of the research can be found in research question 1 that consumer satisfaction has a direct impact on UK hospitality business growth and recovery. Systematic literature review and thematic analysis have primarily helped here to determine customer satisfaction aspects. A regulated way of hiring staff, followed by an arrangement of skill management can be thoroughly improved for personalised service management. The research strategy based on the ‘case study approach’ is also taken as a beneficial stance of research strategy challenge management. 
Conclusion based on Question 2
Research conclusion 2 can be determined from the fact that there are different consumer demands when it comes to the UK hospitality sector management. The UK hospitality industry can take help from technological service development, followed by managing innovation in the long term. However, customer demand can also change from person to person, which also helps in determining different technological and innovative developments. The literature review, especially in a systematic manner, can help in mitigating the staff shortage with the situational needs of the customers. A higher level of incorporation has been identified in modern technologies, including AI system development for hospitality business development. Both the systematic literature review and findings have therefore determined the importance of consumer demand, followed by its different aspects. 
Conclusion based on Question 3
The answer to question 3 can be found in the overall research findings, including the fact that there are several challenges faced by the UK hospitality industry. The identification of challenges is therefore responsible for undertaking several strategies in the research as well. Many challenges have been identified in today’s context of UK hospitality sectors, especially for dynamic consumer demands and situational needs. A situation-oriented demonstration is therefore done in the provision of personalised service management. The strategies are also found around collecting ‘system theory’, thereby relating the competitiveness management. Staff hiring, employee turnover management, and developing strong hospitality management are determined in the systematic literature review and research findings. The evaluation of research requirements has also demonstrated the research topic, including serving guests. 
[bookmark: _Toc165379789][bookmark: _Toc165379891]5.3 Recommendation
Staff shortage is a critical challenge across the hospitality industry, more specifically after the covid, hospitality organisations faced labour shortage as employees who used to work in hotels went back to their hometown. As supported by Jeffrey and Sposato (2023), the shortage of staff in hospitality increased after the pandemic and organisations such as Emirates and British Airways had to reduce ticket sales in Heathrow airport. Reason behind the staff shortage was identified as firing of staff during the pandemic. However, increasing efficiency of existing employees as well as outsourcing skilled employees from neighbouring countries can solve the problem. As argued by Liu-Lastres et al. (2023), about 25% to 33% of the former employees are not willing to enter the market because of low salary; therefore increasing hourly pay of employees will motivate them to join jobs again. Posting jobs with higher hourly pay and minimum skill level requirement will encourage labourers to join the hospitality industry again which will mitigate the staff shortage.
Fluctuation in the consumer demand is one more challenge that the hospitality industry has to face and rapid change in the customer demand can decrease sales of hotels. As the restrictions in the post-pandemic era were relaxed it increased consumer demand as more people wanted to visit tourism destinations. A fluctuation in the consumer demand can be observed in the hospitality industry, which decreases the revenue of hotels and tourism based organisations. Guests can be offered with discount offers to encourage them to book more tourism destinations and it will increase sales of hotels and tour operators. Even loyalty rewards can be offered to the guests to increase repeat bookings and further it will help the hospitality industry to increase sales. Guests' requirements about clean and sanitised rooms can be mitigated by increasing room cleaning frequency and every room needs to be clean which will encourage guests to book more frequently.
The hospitality industry in the UK is filled with competitors, and the number is increasing which is making it difficult for hospitality organisations to increase revenue. Increase in the competitors will further decrease sales of individual hospitality organisations as guests will choose cheaper options as there are multiple organisations. For competing with other similar companies sometimes organisations provide discounts and over the time increasing discounts offered to guests will decrease the profit margin of organisations. Increasing discounts as a measure to compete with similar companies will negatively affect profit margin thus decreasing yearly revenue. Increasing quality of service in the hotels or tour operators can help increase the unique selling proposition of the organisation which will further influence guests to choose their service over competitors. Product offerings can be diversified further to gain competitive advantage; it will also help hospitality organisations to increase sales. Offering different products than competitors will attract more guests towards that hotel of tour operators. Understanding consumer behaviour through artificial intelligent software and machine learning platforms will provide key insights which can be used by hotels and tour operators to provide customised services. Guest’s can be offered personalised services according to their needs which will increase customer adoption and sales will be increased compared to competitor organisations.

[bookmark: _Toc165379790][bookmark: _Toc165379892]5.4 Limitation of research
The research has been conducted with the focus of demonstrating the secondary qualitative manner, followed by managing the thematic analysis as research finding development. However, the research has not taken the primary research aspects into account, especially for lack of budget and chances of data inconsistency. It is important to maintain the quality and validity of research sources and take calculated risks, especially to mitigate poor interpretation bias and omission issues from the primary resource management. Another research limitation can be found around the fact that the research itself is a very broad topic, which includes many challenges around serving guests in the hospitality sector. Predetermined sources can be used in developing more specific data for the research development on the same topic. 
[bookmark: _Toc165379791][bookmark: _Toc165379893]5.5 Recommendation for future work
A recommendation for future work can be developed around the research limitations, including the importance of primary research development. It is ideal for the researcher to take primary qualitative research development in future, followed by taking survey analysis into account. Increment in research efficiency can also be developed in this aspect, followed by focusing on research skill management and consumer demand development. Narrowing down the topic in future can also help the research to determine the issue specificity regarding serving guests. Furthermore, this research can be extended towards similar topics, including consumer demands or staff shortage management.
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