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Abstract
Hospitality is currently experiencing an unprecedented crisis in its inability to attract and retain employees. The vacancy figures in the hospitality industry are reaching extreme highs, resulting in the absence of a key resource. There is a dire need for the hospitality industry to increase its human resource supply, the industry needs to attract and retain a higher number of employees. The hospitality industry is reliant on employees for its operation, success and viability. In terms of the practices, operations and interactions of hospitality organisations, staff are pivotal. Without staff, the industry fails. Through a shortage in staff, the industry has been forced into reduced operations, closures and a devastating amount of income loss. The improvement in staffing levels in the industry has been identified as pivotal for the longevity and future of hospitality. 
This study set out with two main purposes. To identify why the crisis is occurring and how the crisis can be resolved. The study possessed the main overall aim of generating recommendations or strategies for how the staffing crisis could be solved, however, to suggest effective and appropriate solutions, it was initially key to establish the faults. The study compromised four main objectives which set out to identify the issues both internally and externally of the industry in contributing to the staffing crisis. The objectives set out to essentially understand why the crisis was occurring, establish the responsible faults and how these faults can be improved to benefit the industry.  
The initial finding from the study identified the fundamental responsibility of hospitality in self-creating the staffing crisis. The internal failings, features or weaknesses of the industry in their treatment, requirements and expectations of employees are fostering a career and vocation which individuals are simply unwilling to operate within. The externalities play a role in creating the crisis, however, the overall responsibility possessed by the industry in driving employees to alternative employment has been recognised as paramount. The industry must improve to benefit from a reduction in vacancies and more employees. The recommendations or strategies to resolve the crisis are all based upon the improvement of hospitality in their requirements or offerings to employees. The improvement of the crisis relies on the holistic improvement of hospitality.
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1. Introduction

1.1 McAllister, 2022b, explains how staff shortages within the hospitality industry are at a record high, with the issue forming a sole rationale for £21 billion in missed income for the sector. Looking at the period between July to September of 2022, there were 158,000 jobs which required filling, with the industry operating with 2,481,000 positions filled (Office for National Statistics, 2022). Evans, 2022, identifies the hospitality workforce as the eighth largest in total, whereas ONS 2022, shows the vacancy figure as the second highest. These two sources highlight the relative disproportion between the comparatively small size of the industry and high vacancy figures. The current literature possesses a very narrow focus, highlighted by Watts, 2022, centring on the Covid-19 pandemic being at fault with the resolution being financial incentives for employees. These viewpoints show ignorance of the larger picture and magnitude of the issue, resulting in a lack of research into the subject and issue. This research aims to identify and establish why the labour force is abstaining from hospitality employment, and how the industry must change to attract and retain more employees. This section of the study endeavours to introduce the issue by initially establishing the background and context of the research study, progressing to developing the research problem, aim, objectives, questions, significance, justification and limitations.
   
1.2 The hospitality industry is currently suffering an unprecedented level of unemployment meaning the industry is unable to function to its required and desired levels. Big Hospitality, 2022, explains how when comparing the same period from 2019 and 2022, there has been an 83% increase in empty positions. Witts, 2022, explains how at the highest three-month period so far in 2022 the figure of vacant positions reached 174,000. These two statistics highlight the extremity of growth and scale which hospitality organisations are suffering, vacancy figures have continually remained above 164,000 throughout the past twelve months, with the highest figure reaching 174,000 (Office for National Statistics, 2022). No industry is going to be able to operate successfully with such a gap in their required resources. There are currently huge implications for the industry and those operating within due to the extreme distance between what is required and reality.

1.3 Wood, 2021, explains one of the biggest implications of the crisis is the reduction in operating hours, with organisations closing their doors or reducing their hours as the required employee hours are much higher than the available human resources. DiVincenzo, 2022, details how through low staff levels workplaces become stressful, resulting in the provision of a low-quality service, in turn, damaging reputation, customer satisfaction and decreasing income. This issue is highlighted by Hutton, 2022, explaining how when comparing 2019 and 2022, which is detailed as the period of mass growth of the staffing issue, there was an economic output decrease of 21%, impacting several different stakeholder groups. Manketlow, 2022, highlights how working with below the required number of employees is extremely stressful, increasing the workload and intensity experienced by employees, increasing employee burnout and accident occurrences. The staffing crisis is resulting in numerous internal and external issues, for example, externally it is estimated £5 billion of taxes has been lost within the U.K (McAllister, 2022). There is a dire necessity for the industry to identify and address the causes of their staffing issue, for the desperate requirement of all parties involved. 

1.4 The basic function and perpetual operation of the hospitality industry relies on staff, staff are the singular component which without, the industry fails (Gish, 2022). The current, established literature is very limited in terms of its application to the actual industry and its depth. Thatcher, 2021, explains the causes identified in long hours, zero-hour contracts and low pay, highlighting the commonalities of established literature on these physical attributes. Through leading theorists such as Herzberg et al, 1959, for employees to remain motivated and present in a workplace, there are two separate sets of requirements. The contextual factors such as salary, but also motivational factors such as recognition and reputation, of which there is a current gap in research. Externally, the literature currently focuses on two external phenomena impacting the staffing levels of the industry. Gentle, 2021, explains how the COVID-19 Pandemic and Brexit are at fault. Again showing, a very focused viewpoint on an ever-changing environment. A similar instance can be seen in the literature with relevance to the solutions. Access Group, 2022, only offer resolutions by offering financial gain for employees. But as highlighted by Herzberg et al, 1959, as humans we require more than the simple financial gain to remain happy and within a position.  

1.5 Overall, there is a clear gap in the current research, evident through the very narrow, focused research and the fact that the crisis is only continuing to grow. The research gap is problematic in ill-equipping the hospitality industry with suitable strategies to solve their crisis. Concluding to the purpose and need for research into this topic area, for the identification of the causes of the crisis and generation of effective strategies. 

1.6 Phair and Sheaffer, 2022, explain how they consider the aims, objectives and questions of a study as the golden thread used to define the scope and focus of a study, ensuring the attainment of the research purpose.  

Aim: To investigate factors causing the hospitality staffing crisis, developing new strategies for remedial.
 
Research Objectives:

Objective 1: To critically review the relevant literature already established on the hospitality industry's staffing crisis and understand the indicated reasons for such issues within the sector.
Objective 2: To critically review relevant literature to establish any major changes in the external environment and the strategic decisions made within the sector with the potential to cause mass-unemployment. 
Objective 3: To conduct semi-structured interviews with those employed, formerly employed and external to the hospitality industry to determine the reasoning behind the high vacancy figures for the sector, and the choice the labour force is making to operate within other industries. 
Objective 4: To recommend effective new strategies for hospitality businesses to implement to reduce their vacancy figures to resolve the staffing crisis within the sector. 
 
Research questions:

· What role have COVID and Brexit along with other external events, influences and opinions played in contributing to the staffing crisis? 
· Is the pay, hours and contracts of the industry the largest contributor to employees leaving?
· Is the quality of management an issue for employees choosing hospitality as their career?
· Are the strategic choices of an organisation in areas such as the treatment of staff, values, beliefs and ways of operating key factors for low staff levels?
· Why isn’t the hospitality industry seen as appealing and viable as an industry of choice for employees?

1.7 This study will contribute to the body of knowledge available on why the current labour market is choosing to neglect the hospitality industry. In terms of an academic sense, the study will look to increase the information and understanding of why there is such a huge issue, which in turn will allow the effective creation and implementation of strategies to reduce the crisis and resulting implications, proving significant in identifying the reasons behind the resource shortage and its solutions for the industry, and huge significance in academia in filling the research gap.

1.8 In all research limitations occur, no matter the subject, purpose or researcher there are limitations. Sirisilla, 2022, highlights several limitations in terms of the researcher, including time constraints. This research will be completed alongside other commitments including other assignments and work, therefore meaning my continual focus will not be solely on the research study. The source also highlights my individual opinions on this subject through several years of experience within the industry as a limitation, meaning for the validity of the results and recommendations I must remain fair and not influence any of the findings. Christiansen, 2021, explains several different limitations connected with qualitative and interview research. These include sample size, due to the time required and the detailed nature of the research, I will be only obtaining ten interviews, providing quite a small representation. There are also issues in the questions potentially influencing responses and the respondents possessing their personal biases. Resulting in an issue with the generalisability of the results. Sheddy, 2022, explains how a small sample size may prove ineffective in providing effective results representative of a whole industry. 

1.9 This research study will follow the format of several chapters, all building upon one another.

· Chapter one introduces the research, establishing the context, background and need for the study. Listing the aims, objectives, research questions and limitations of the study. 
· Chapter two is a literature review, analysing the currently identified issues causing the crisis through the work of past theorists in areas of staff motivation, employee requirements and staffing issues, giving way to the effective and accurate creation of the primary research. 
· Chapter three is the identification and justification of the most appropriate methodology and techniques for the primary research, including all procedures followed for validity and non-biases. 
· Chapter four includes the results generated from the primary research study.  
· Chapter five included the discussion, conclusion and recommendations of the study. The chapter initially discusses, analyses and validates the findings with reference to the literature review. In the conclusion section, an overall summary of the findings is provided, reflecting on the attainment of research aims, objectives and questions and any limitations encountered or future research opportunities. Finally, the last section details the strategies or recommendations for resolving the staffing crisis. 


2. Literature review

2.1        This chapter investigates the established literature on employee satisfaction, job retention and motivation with its relevance or application to the hospitality industry, analysing theories on the justification and factors behind staffing crises occurring. This chapter also identifies, reviews and analyses research which has identified the internal and external factors which are at fault for the staffing crisis. Initially looking externally at areas such as phenomena in Covid, Brexit and established public opinions on the industry, with their consequential implications. The chapter then progresses to consider the internal issues in the strategic decisions of the industry and the resulting implications arising. This chapter takes an atomistic approach progressing from one individual external or internal factor to another. Through the analysis of information, data and theories accessed via journals, books, websites, publications and already completed studies, objectives one and two are achieved, resulting in the scope of the literature review only allowing for causes relevant to the specific industry. This chapter in conjunction with the primary research, allows the identification of key issues from which recommendations can be developed.

2.2        Infraspeak, 2022, highlights staffing issues dating back to 2006, displaying the prolonged prevalence of the staffing crisis, suggesting issues with the industry and its operations. However, as evidenced below changes in the external environment through legislation, disasters and public perception all possess a responsibility for the crisis.

2.2.1     Thompson, 2022, explains Covid 19 as one of the largest external factors contributing to the crisis, with hospitality being hit first and hardest by the pandemic. Hospitality was forced into immediate closure, with a following total of 45 weeks of complete incapacitation of all operations, with similar catastrophic implications on the staffing levels of the industry with an increase of 102% in vacancies (Weller, 2022). Mcallister, 2021a, explains how the COVID-19 Pandemic resulted in a substantial number of employees leaving the industry. There was a sustained period where employees of the sector were placed on reduced hours and reduced pay. Hutton et al., 2022, details how even when the industry was permitted to open, they were still bound under severe restrictions. Reductions in customer capacity and space allowance meant fewer employees were both required and permitted to operate. The enforced restrictions due to COVID caused less pay, hours and roles for hospitality staff, with Hutton et al, 2022, arguing the growth in vacancies was caused by the inability to provide financial sustainability through a lack of demand for employees. 

2.2.2      Since Covid 19 hospitality has lost 41% of their workforce (Biggins, 2021). Turning four out of the ten already acquired employees into vacancies. Biggins, 2021, explains how COVID resulted in 33% of hospitality workers contemplating their career choice, either involuntarily via the reduction of income or voluntarily in desiring a change of vocation. A psychological study conducted by Patrick, 2022, discovered a change of priorities by individuals because of the pandemic, with employees prioritising other aspects of life rather than their employment. The pandemic opened the eyes of hospitality workers and altered their priorities, which in consequence resulted in hospitality employees leaving, and the potential labour force choosing other careers and industries. The pandemic has made the workforce aspire for different careers where their new priorities can be met, which Seymour, 2019, explains is unviable in hospitality. 

2.2.3     Brexit occurring on the 31st of January 2020 mandated the alteration, adoption or removal of various pieces of legislation (Hayes, 2022). Owen, 2021, highlights due to Brexit occurring, 90,000 E.U workers left the UK hospitality industry due to the changes in worker rights, settlement visas and economic outputs (Resolution Foundation, 2022). 

2.2.4      Owen, 2021, explains a huge number of E.U nationals either involuntarily or voluntarily left the UK due to Brexit, removing a substantial proportion of the labour force. Taylor, 2019, explains a peak in xenophobic attitudes shortly after the referendum, consequently, many E.U nationals now feel unwelcome in attaining citizenship or employment within the U.K. Sumption & Kierans, 2021, identified the removal of free movement causing the staffing crisis. E.U residents are now required to apply for the right to work in the U.K, with a successful application being dependent on the classification of being a skilled worker or earning over £25,600 annually. Capital Law, 2020, how within hospitality, this wage exceeds the typical worker, making the classification impossible. In 2019, Mcallister, 2021b, explains how E.U nationals made up 42% of the labour force within the industry, by April 2022, this figure has reduced by 14%. Brexit has either in essence through fear or reality in legislation generated a staffing crisis through the ostracising of a key demographic from the labour market.

2.2.5     The opinions, feelings and stereotypes of those external to the hospitality industry are proving an issue in filling vacancies. Russell, 2022, discovered that 95% of school leavers perceive the hospitality industry as an unviable career choice. The opinion of the potential labour market that will fill these vacancies is preventing the industry from obtaining staff. The perceptions are evident with only 1 in 10 of the younger generation willing to consider a career in hospitality (Lutrario, 2022). The common conceptions possessed by the public is failing to allow the hospitality industry to attract employees. 

2.2.6     Thompson, 2019, highlights several different stereotypes which have become commonly accepted of the hospitality industry. These include that there is no career advancement, no training opportunities and that the industry does not prove worthwhile careers. The public has generated these biases, creating commonly conceived ideas for which now hospitality is renowned. The stereotypes are contributing to the staffing crisis by generating a conception of working in hospitality as reflecting poorly on the individual and providing little self-fulfilment, two factors pivotal to employee retention and recruitment (Online College, 2022). 

2.2.7     Through the work of Super, 1980, a career is defined as “the combination and sequence of roles played by a person during the course of a lifetime”. The theory considers the choice of a career and industry much more than simply a workplace, it makes up a part of a person and requires careful consideration. Choosing a career is said by Super, 1980, to require consideration of psychological detriments, not only physical factors on what the role is but also how the role is conceived and makes us feel. Sirieix, 2022, details hospitality roles as not being respected, recognised as a profession or fulfilling by most people. The requirements of an individual to work in a vocation are something currently unattainable in hospitality.

2.3 Graaff, 2022, argues the staffing crisis as occurring in isolation of the external factors, the crisis instead being progressed, escalated and magnified by these externalities. Strategic management is the planning, management and decision-making in relation to the resources or actions of an organisation, with the connected monitoring and reviewing of any changes or progression (Johnson et al 2011). Thibodeaux, 2016, explains how within all industries general or common strategic management processes and decisions occur, which Graff, 2022, highlights as causing the staffing crisis.  

2.3.1 Evans, 2021, justifies one in ten hospitality workers leaving the industry due to their working hours. The combination of extremely long and predominantly unsociable hours is differentiating hospitality away from other industries (Person, 2021). Other industries are making strategic decisions to limit the hours of continual work and eliminate unsociable working times. Opposingly, the hospitality industry is consciously deciding to enforce their staff to continually increase their working hours (Mcallister, 2022a). Caterer, 2022, highlights hospitality workers as requiring a much higher level of dedication to their careers, with the average hospitality employee currently required to work six hours longer than two years ago (Mcallister, 2022a). Employees are simply leaving the industry due to the gap between feasible working hours and the reality of hospitality's demands. 

2.3.2 Hosco, 2020, explains how in the hospitality sector it is extremely difficult for an equilibrium between personal and professional life. Hosco, 2020, explains how employees are now leaving the hospitality through missing their family and social lives. In the build-up to the current climax of the staffing crisis, Seymour, 2019, explains how 62% of those leaving the industry detail a poor work-life balance as the major contributing factor, with hospitality being rated as third worst in terms of employee satisfaction for work-life balance. Long working hours and unsociable hours have become a take-for-granted phenomenon in the industry, highlighted by the historic presence of these issues in the work of Hsieh et al, 2004 and Sarabahksh et al, 1989. 

2.3.3 Hsieh et al, 2004 and Sarabahksh et al, 1989, respectively through their papers highlight the issue of work-life balance, both identifying the ‘Spillover between work and personal life within hospitality’ as a clear contributing factor to employee dissatisfaction. The two sources identify the following issues as contributing to a poor work-life balance, employees not possessing sufficient time off, support from their employers, a manageable work schedule, unrealistic expectations to continually increase working hours and the constant pressure to be present within work. The prevalence of these issues can be seen to be both current and historic, detailing the clear need for improvement. Isaacson, 2021, explains employees as both increasing their expectations from employers and willingness to demand change. The issues which previously would have been tolerated, no longer are. The strategic failings which have been accepted and tolerated in the past, no longer suffice the needs of employees. 

2.3.4 O’Grady, 2021, highlights the hospitality industry as strategically deciding to operate with the highest number of employees possessing zero-hour contracts, deciding to offer little security, continuity or guarantees to their employees. Clark, 2022, illustrates the strategic choice of hospitality to excessively utilise zero-hour contracts in comparison to other industries. Wren, 2019, explains zero-hour contracts as “only good for the employers”, with employees possessing no power or control over their income level or hours of work. James, 2021, emphasises one of the main problems of zero-hour contracts as the variances of pay, offering no guaranteed income. Currently, the Bank of England, 2022, explain a huge proportion of the U.K. population suffering from the rise in energy, grocery and general costs, the general cost of living is at an all-time high. Therefore, individuals simply cannot afford to risk their income levels with financial anxiety more common than ever (Swaim, 2022). Whilst beneficial to the financial side of many businesses, the strategic choice of utilising zero-hour contracts is damaging the retention and recruitment of employees.
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[bookmark: _Hlk130847913]Figure One – Clark, 2022, The Proportion of Zero-hour Contracts within Industries.





2.3.5     The hospitality industry pays over 30% of its labour force the minimum rate, the largest proportion of any industry (Deloitte, 2021). Dean, 2021, explains how in the past it has become widely renowned that the hospitality industry pays the least. In terms of average weekly earnings, hospitality has the lowest value of only £281, with the second lowest industry in retail even offering £371 (Office for National Statistics, 2022). There are clear issues in the disparity created between alternative industries with relevance to the pay structure. Powell, 2022, explains how three in five workers are now looking for new employment due to the cost-of-living crisis and requiring a higher wage. Therefore, in being perceived and strategically deciding to honour the perception of low pay, the industry is both losing and failing to attract the required levels of employees.

2.3.6     Williams, 2021, highlights the hospitality industry as fostering a busy, stressful and volatile workplace. Currently, within the industry, 84% of the labour force is reporting increased stress levels as a direct consequence of their vocation. Lauroesch, 2021, lists a range of reasons causing the wellness and health of hospitality workers to deteriorate, including excessive hours and work-life balance. The industry is stressful in the demands of the work, being on your feet, dealing with customers, staff and suppliers, operating under extremely busy situations and as highlighted often being short-staffed. Three out of five employees within the industry are suffering from mental health issues caused by their work (Maurice-Jones, 2021). Wickens, 2022, explains how the public has experienced a clear change in their priorities. The latest figures show that 89% of working adults now regard their health as their main priority. The labour market is refusing to detriment their health for a career, meaning the failure of strategic management in the lack of consideration for employees is only driving workers from the industry. 

2.3.7     Cuenllas, 2017, explains how hospitality is currently experiencing a crisis of leadership, there are clear issues in the competencies of managers and leaders. Bao & Peyton, 2020, explain how in 2020 hospitality's turnover rate was at 73%, with the reasoning being justified as the inferior quality of effective and competent management. There is also an absence in the quality of leadership, showing consideration to the employees, creating a positive culture, training, developing and overall creating a workforce passionate about the industry (Bao & Peyton, 2020). The industry is widely known to not require or desire degrees or other management training (Target Jobs, 2021). The industry in creating, allowing and promoting leaders who are proving inadequate, uneducated and unqualified is contributing to the staffing crisis. 53% of employees leaving the industry state the main reason is poor management (Urquhart, 2022). 85% of the general labour force explain how good leaders, managers and leadership is vital for their happiness and longevity in a role. The strategic decision to appoint poor leaders and managers with the resulting implication on the industry is a major contributor to the staffing crisis, validated by the quote “People Don’t Leave Bad Jobs, They Leave Bad Bosses” (Kelly, 2022).

2.3.8     Herzberg et al, 1959, are leading theorists in the psychological areas of employee satisfaction and retention. Nickerson, 2021, illustrates the theory, detailing how to remain in a role or industry, it is essential to remain both satisfied and not dissatisfied. The satisfiers or motivators are what generate job satisfaction, it is what we require to be happy within a role or industry. The dissatisfying or hygiene factors are required to prevent us from becoming dissatisfied. The work of the theorists separates the requirements of a role while necessitating both for successful employee retention and attraction. Gordon, 2022, explains how through the theory, the staffing crisis can be reduced, how through the theory, industries can identify the factors in which their strategic management is failing and improve to increase employee satisfaction on non-dissatisfaction.
[image: Diagram, text

Description automatically generated with medium confidence]

[bookmark: _Hlk130847990]Figure Two – Herzberg, et al, 1959, Two Factor Motivational Theory. 

2.3.9     There is a clear alignment that the strategic decisions of hospitality businesses continually follow the opposite direction to the idealistic way identified by Herzberg et al, 1959. In terms of motivators, hospitality is failing in numerous areas. One key area of failure is established by Leon, 2021, with 71% of hospitality workers wanting better recognition. This is likewise in the hygiene aspect. Zhang et al, 2020, detail the different issues in working conditions, through the hours, high heat and even negatively impacted sleep patterns. Comparing the requirements identified in the theory and the reality of the industry's strategic management, there are two opposing realities. Driving dissatisfaction to a point of making employees leave and reducing job satisfaction to a level of failing to attract any potential employees, highlighting the fundamental failures of the industry and their leaders as contributing to the staffing crisis. 

2.3.10   Maslow, 1943, in their theory sets out five basic needs which we as humans need to remain motivated in a role. The image below clearly illustrates the work of the theorist (Hopper, 2020). Maslow, 1943, in their work suggests that the lower-placed needs are the fundamentals or more commonly required and desired needs for individual motivation and contentment. Naylor, 2019, highlights hospitality’s reluctance to increase wages, which when accompanied by the cost-of-living crisis is resulting in the basic requirements becoming difficult to obtain. The source details employees leaving the industry through salaries remaining stagnant, yet the cost of living accelerating. The industry has removed the motivation for the labour force by making the needs unattainable, within hospitality there are issues with providing the lowest motivation or needs for employees to operate. As explained by Spillane, 2022, explains how the staffing crisis is justified through the neglect of the theory and its findings on the basic requirements of employees.
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[bookmark: _Hlk130848021][bookmark: _Hlk130848037]Figure Three – Maslow’s Hierarchy of Needs

2.4        Overall, it is apparent that the inadequacy of management contributes to each identified factor. Either through poor strategic management and the creation of internal factors or the inability to have managed the impact of external influences. The application of the theoretical work begins to highlight the separate ways in which the hospitality industry can improve, however, there is a clear need for further research to establish the most relevant and pressing issues with the best solutions. Through the application of theoretical and general research, this study already contributes new knowledge to the causes of the staffing crisis, through primary research this will be developed further to identify the resolution to improve the crisis.


3. Research Methodology 
3.1        Introduction 
McCombes, 2022, details the methodology chapter as discussing, explaining and justifying the selected data collection and analysis methods chosen for a study, encompassing the theoretical underpinning enabling an understanding of how the necessary findings can be obtained for the research aims and purpose (Igwenagu, 2016). In developing a research methodology, Saunders et al., 2020, list six decisions required to ensure an effective, efficient and reliable study process. The chapter is structured based on the six-layered “Research Onion” highlighted in Figure Four. The research design primarily focuses on achieving the research aim, to investigate factors causing the hospitality staffing crisis, developing new strategies for remedial with a focus on objectives three and four. The literature review proved effective with the identification of factors through the application of theoretical work, the design of the study proves key in solidifying the findings of the literature review, identifying the most pressing issue and the best possible solutions.   
3.2        Research Philosophy  
Davison, 2000, defines a research philosophy as the common approaches in how data and findings are gathered, analysed and used in response to a phenomenon, forming a set of principles on how to investigate different aspects of the social world (Burrell & Morgan, 2017). One aspect of philosophy details the ontological approach of the study, which in response to this phenomenon is subjective, meaning the study will be based on human behaviour, reasoning and opinion (Explorable, 2009). To understand the truthful and genuine reasoning behind the influential factors of career and lifestyle choices instead of targeted, measured and forced responses (Allen, 2017). 
Meem, 2020, explains the philosophy of a study through the epistemological approach, decided upon by the type of responses required for the research. The chosen approach for this study is interpretivism, defined as acknowledging, accepting and understanding the beliefs, motivations, and reasoning of individuals as findings (Nickerson, 2022). Reality is defined as subjective and therefore understood through the interpretation of subjective findings (Sarıköse et al., 2020). The interpretivist approach is required as the semi-structured interviews produce results of a subjective nature (Delve, 2022). The data collection produces subjective results representative of respondent perspectives, the interpretivist approach proves key in accepting and giving meaning to the obtained raw data in order to be able to effectively answer the research questions and aim. Phair & Warren, 2021, details the key role of the researcher in the interpretivist approach. With the findings not taking a true or false nature, the interpretivist approach and researcher prove key to developing an accurate, holistic representation of reality in relation to highly subjective career choices.
Bradley, 2022, details the significant influence that our career choices play in our lives, impacting our family time, aspirations and overall quality of life. The positivist approach fails to accept personal experiences, beliefs and motivations (Stainton, 2022). Therefore, Rogers, 2022, explains the justification of the interpretivist approach by enabling a much more in-depth understanding and the ability to interpret the subjective, diverse and complex reasonings of fundamental life choices.
3.3        Research Approach
The selected inductive process encompasses drawing general conclusions from individual instances, responses or observations, allowing and supporting the creation of new theories, findings and information (Thorsby, 2012). Indeed Editorial Team, 2022, justify the inductive approach through its ability to find probability, obtain an understanding of the expected outcome from implementing a new strategy and generally be able to discover what needs introducing, altering or removing for the resolution of an issue. The inductive approach for this study is key in meeting objective 4, in identifying the best possible strategies for the resolution of the staffing crisis. The inductive approach through interpretation and pattern identification enables the recognition of trends and how these trends can be disrupted or resolved for the resolution of the staffing crisis. 
3.4        Research Strategy 
Magusiak, 2019, defines research strategy as the general direction which a study takes. Delve & Limpaecher, 2021, explain one approach to research strategy through the grounded theory, which guides a study to discover new theories reliant on the collation and analysis of data and findings. Instead of producing a hypothesis and disproving or proving its factualness, the new theories are derived from the actual findings obtained, not through the purpose of fitting preconceived frameworks (Hussein et al., 2014). In terms of generating accurate and effective theories, strategies and factors, the findings need to be representative of reality, not based on distorted truth through any preconceptions or biases (GLG Insights Team, 2022). Through the grounded theory, findings are generated based upon the actual views of respondents and not influenced or constrained by the research question or hypothesis, which for this study proves essential due to the subjective diversity in reasoning to career and lifestyle choices.
3.5        Methodological Choice 
Cameron & Azorín, 2010, defines monomethod as utilising a singular data type, which in this study equates to independently utilising the qualitative approach based upon the requirements of the research questions and aims. In exclusivity, the qualitative approach meets the requirements of the research aims, objectives and questions, through being able to produce findings of a non-restricted nature and analyse personal perspectives, experiences and beliefs the method gains an understanding of what is considered reality and problematic within the context of the hospitality industry. (Vaughan, 2021).
3.6        Time-Horizon
Thomas, 2022, explains cross-sectional research as collecting data within one singular period. A cross-sectional approach is justified due to the necessity of understanding the perspectives of respondents at the point of crisis, focusing on the identification of current and present issues (Cherry, 2022).  
3.7        Data Collection Techniques 
Qualitative research involves collecting and analysing non-numerical data to gain an understanding in response to a phenomenon (Bhandari, 2022b). The interview structure takes a semi-structured format, George, 2022, justifies the use of semi-structured interviews through its provision of data depth and richness, allowing the respondents to provide detailed responses on the subjective topic, whilst simultaneously maintaining a focus on the hospitality industry and research purpose, ensuring the validity, generalisability and functionality of the findings. Edwards & Holland, 2013, detail the importance of recording interviews during qualitative research, allowing the researcher to remain focused whilst not missing any key data. 
3.8        Data Analysis Techniques 
To analyse the interviews its initially key to create transcripts of the recordings through the services of Google Cloud, 2023, turning audio recordings into word documents. Thematic analysis is complete by searching across a data set or the transcripts to identify, analyse and report any common findings, patterns or discoveries from the individual transcriptions to construct themes (Kiger & Varpio, 2020). Delve & Limpaecher, 2020, justify the use of thematic analysis due to its ability to generate ideas, concepts and theories derived directly from the analysis of unrestricted perspectives and opinions on the hospitality industry, its issues and how the industry can improve (Caulfield, 2022). 
3.9        Sampling
Nikolopoulou, 2022, explains non-probability sampling as selecting respondents methodically, based for example on their expertise on a subject. The literature review provided insight into differing perspectives of those currently operating within the sector, those recently leaving and those operating within a different sector. For the study, 10 interviews were completed, with a minimum of three participants selected from each group to ensure each potential perspective provides a representation to the findings. A fourth participant was selected from those operating within hospitality, those currently experiencing the issues and failings and able to provide a deeper understanding of what’s at fault within the industry. To ensure equal representation in the study, respondents were consciously selected based on their relation to the hospitality industry through purposive sampling, purposely selecting respondents to ensure potential findings are not excluded (Qualtrics, 2022).
3.10      Limitations
Sunil, 2022, highlights my experience of conducting research studies as a limitation to the accuracy and quality of findings. To mitigate the potential impact of the limitation, throughout the study the incorporation of several resources proved key. Both the work of theorists provided key frameworks such as the “Research Onion” and physical resources such as recording devices enabled a much higher quality. Sunil, 2022, also lists the amount of time available to complete the study as a limitation, with mitigation created through my high-level workload and deadline management. Qadri, 2022, highlights researcher bias and assumptive findings as possible limitations to the grounded theory. Streefkerk, 2022, highlight a likewise limitation with the inductive approach, where there is the potential for my previous knowledge to influence the findings instead of sole reliance on the responses. Callister, 2022, argues to mitigate the limitation it is vital to acknowledge any previous perceptions, maintain an open mind and be willing to accept data and findings for what they truly represent. The philosophical approach through its subjectiveness holds the potential to limit the research by generating responses with extreme diversity, causing difficulty in the generalisation of findings to effectively answer the phenomenon (Jahedi & Méndez, 2014). Through the adoption of semi-structured interviews, the risk has been mitigated in ensuring a non-restricted yet focused response. 
3.11      Ethical and Logistical Considerations
Bhandari, 2022a, explains the differing ethical considerations required to ensure validity, protect the rights of respondents and maintain overall research integrity. Ethical compliance for the study is achieved through ethical approval and consent forms (Appendix 1 & Appendix 2). Through the completion and application of the ethics form, the study remains adherent to UWTSDs research ethics and integrity code of practice, operating within accordance with the commonly accepted practices of the University. The study has been completed based on honesty surrounding the research purpose, the use of information and the right of participants to remove themselves. To remain ethical, the study remains transparent with the reporting, interpretation and analysis of findings. In all aspects of the study, a high level of consideration was placed on the protection, anonymity and confidentiality of respondents. The use of pseudonyms and two-factor authentication software maintains the privacy of respondents throughout all usage of any data and findings.
Kriukow, 2018, explains for reliable and valid results, completing the interviews with consistent variables is key. Therefore, all interviews were completed following the same procedure. The questions and order of questions (Appendix 3), the interview method and the interviewer remained constant. However, it was logistically impossible to maintain the location for all 10 interviews. This limitation was managed by maintaining a private and quiet setting, enabling respondents to answer freely and confidently.
3.12      Conclusion
Figure four illustrates the different components of a research design. By combining the research design with the practical and organisational considerations this chapter provides an overall study format and method. Detailing the theory and procedures behind ensuring valid, accurate and reliable findings.
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Figure Four – Phair & Warren, 2021, The Research Onion. 



4. Findings
4.1 Introduction 
Through thematic analysis, displayed within Appendix Four, it has been made possible to achieve the third research objective. Through the examination, analysis and breakdown of ten semi-structured interviews, it was possible to identify the differing themes representative of the most prominent, relevant and pressing issues at fault for the staffing crisis, allowing for the recognition of areas in which improvement is most crucial for resolving the staffing crisis and how best these areas can be resolved or managed. Braun & Clarke, 2006, explain how through thematic analysis, themes can be identified as representing newfound theories or information, therefore, this chapter progresses from one theme to another, evidencing new theories or information.
4.2 Theme One: Internal rather than External 
Holistically and specifically the data below justify the staffing crisis as occurring due to the internal failings of hospitality rather than a direct result of external factors or events.
4.2.1 External Factors
The data identifies external events as not directly causing the labour market to abstain from hospitality employment, but instead as allowing employees or individuals to appreciate and experience life without the issues inflicted by the industry. The external events are not considered the root cause of the staffing crisis but instead as emphasising, uncovering or raising awareness of the prevalence of existing issues. The differing responses conclude the responsibility for the staffing crisis as originating from within hospitality organisations rather than because of external influences.
“External events have exposed several underlying issues but not been the cause.” C 
“Everything after Covid has pretty much gone back to normal, but the problem is still there” A
“The overall issues of hospitality have been self-created. It can only get better by the industry improving” J 
4.3 Theme Two: Employee Welfare
The prevailing perception within the data set was of hospitality employees suffering in their health and welfare due to the implications of their vocation. Through operating in hospitality the mental, physical and social health of employees is unjustifiably impaired.
4.3.1 Mental Health 
There was a common conception among respondents for individuals operating within hospitality as suffering in their mental well-being. The respondents are averting hospitality careers through the fear of stress, pressure and domination of time as a consequence of the characteristics and demands of the roles.  
“There is too much stress and pressure placed on employees” B
“Hospitality began to get a hold of me, making me feel trapped” F
“Hospitality needs to alleviate the pressures and impact they are having on their staff” J
The mental well-being of employees is suffering from continuous anxiety and monitoring of their immediate and future financial situation. Through the lack of financial security and guarantees, hospitality is found to be causing mental distress for their employees.
“Not knowing a basic income from one week to another would be extremely worrying” F
“Zero-hour contracts should be banned from the industry, the anxiety it can place on employees is unnecessary and unethical” H
4.3.2 Quality of Life
There is a current failure by the hospitality industry to provide an employment offer enabling the desired standards of living for their employees. The excessive levels of control maintained over employees and the commitment required are seen as deteriorating the happiness, satisfaction and health of employees.
“Employees need the chance and opportunity to disconnect from work and be able to freely enjoy their social lives knowing they won’t be contacted or needed by work.”
“Working in hospitality means a poor work life balance and social life. You became less happy and frustrated because your hobbies are limited” I
4.3.3 Staff Treatment 
The data expresses individuals as no longer tolerating the poor treatment and connected implications from the public as part of a role within the industry. The responses stated the rudeness, disrespect and abuse being received by employees as a major contributing factor to their refusal of hospitality employment.
[bookmark: _Int_sM73jM2L]“I have seen individuals shouted at, facing verbal abuse simply because of their job in hospitality. These people wouldn’t face this treatment in other industries and shouldn’t in hospitality” G
“People are no longer willing to tolerate rudeness from customers and how this is making them feel” I 
The impact of poor treatment on employees is driving vacancy figures higher. Employees are simply refusing to suffer in their contentment in exchange for a role in hospitality.
“No one wants to turn up to work to be treated poorly, it makes you feel inadequate and generally quite incompetent within yourself” I
4.3.4 Resolution
[bookmark: _Int_OGQvHc6A]Hospitality must comprehensively improve in their care and consideration of staff to improve employee welfare. The overall consideration and care of employees must improve, along with the introduction or development of employee engagement, compensation and benefits.
[bookmark: _Int_69wSj0Fl]“Employee engagement needs to improve, the needs and health of employees needs to be shown more consideration” D
“Other organisations provide a lot more than hospitality organisations. They hold team bonding days, provide benefits such as health care and offer longer than minimum breaks.” E
4.4 Theme Three: Family Difficulties 
Individuals are avoiding hospitality due to a constriction of time spent with their families and attending family events, the data solidifies the argument identifying the issues in maintaining an equilibrium between the demands of hospitality employment and family life. The enforced sacrifices are depreciating the amount of time employees can spend with their friends, families and children.
[bookmark: _Int_C8jBEhsO][bookmark: _Int_IgETth7f]“If I had kids, I wouldn’t wish to be in the industry. You miss out on way too much” B
“A work life balance needs to be achieved, employees need to be able to see and spend time with their families and not be constantly tied to a workplace while missing out on family events and time” D
The data highlights the industry as failing to support those in the practical aspect of having a family and fully meeting the demands of family life, with the industry showing ignorance of the needs of those with kids and families.
“The practicalities in childcare arrangement are impossible and the actual time you can spend with your family is not enough.” E
“The lack of childcare facilities covering the unsociable hours would make having a family in the industry impossible” I
4.4.1 Resolution 
There were two key initiatives highlighted to improve this issue within hospitality, ensuring there are policies or procedures in place to allow employees to take time off during family events or periods and introducing subsidies, partnerships or potentially internal childcare facilities.  
“Systems are needed to ensure holidays could be taken off. So that not every school break is spent working.” I
“Hospitality needs to offer support to families to ensure its possible to care for their families. The industry needs to make sure there is childcare available and not too expensive” G
4.5 Theme Four: Financial Issues 
4.5.1 Low Pay 
There is a clear expression of the need for an improved pay offering from hospitality organisations, with the current pay offering being justified for the unprecedented vacancy figures. Through failing to meet the financial requirements and expectations of employees, the industry is failing to attract and retain staff.
“The pay needs to improve massively, the current levels make it very difficult to afford to live” B
“Predominantly the too low a pay is the main reason for the industry being unattractive” C
The balance between the work, hours and effort currently required to complete a role in the industry is being seen as outweighing the remuneration you received in return. The responses clearly express an issue with the pay no longer representing the work being completed.
“People deserve better pay for the long, unsociable and demanding hours they do” C
“What you give is a lot less than what you get back” F
4.5.2 Fluctuating Hours
The differing scales of pay due to the ever-changing hours was continually highlighted as an area of great concern for operating within hospitality. Individuals are demanding financial security with a guaranteed level of income. The data highlights the current utilising of zero-hour as proving detrimental to employee attraction and retention through variations and plummets in pay.
“The fluctuation in hours and lack of certainty pushes people towards different jobs.” B
“Financial stability is essential and craved by most people, the zero-hour contracts in hospitality do not provide the appropriate or right level of stability and security” C
  4.5.3 Closures 
The new data details the clear issue for employees in choosing a career in a volatile market, with the increased likelihood of redundancy a clear issue. The prospect of organisations closing is endangering the financial futures of employees resulting in individuals suffering from anxiety due to the persistent speculation of closure and total income lost.
“There is a clear concern with many organisations closing, if organisations close, all income is lost” F
“The uncertainty within the industry with businesses closing is people to be anxious and worry. Places are closing and people are losing their jobs” G
4.5.4 Resolution 
To manage the financial issues impacting employees there are two key demands, a higher wage and guaranteed minimum of hours through the abolishment of zero-hour contracts.
“The industry needs to remove all zero-hour contracts” C
“The industry needs to look at paying the living wage initiative instead of the minimum wage” H
4.6 Theme Five: Working Hours 
4.6.1 The Hours
Employers within the hospitality industry are demanding employees to complete shifts which have been identified as too long, exceeding the normal and acceptable rates. The consensus found the working hours as too demanding in shift length and total hours. There is a demand for a reduction in hours, not to a lower than typical rate, just to a lower than abnormal expectation. 
“The industry still making employees complete 12–15-hour shifts, is unsustainable” D
“Standard total working hours would prove extremely effective in making the industry more attractive” E
[bookmark: _Int_GNsfCbPZ]There lies a fundamental problem with hospitality organisations preventing employees from socialising, meeting with friends, enjoying hobbies and attending events through the constant requirement to work weekends, evenings or holidays. 
“The long, unsociable hours make it very difficult to work in the industry” E 
“Working in hospitality means working the hours no one wants to or when everyone else is off. The evenings, weekends, holidays.” I
4.6.2 Scheduling
The notice period between employees being told when they are expected to be at work and when the shift begins has been identified as a clear issue, preventing individuals from sufficient time to organise their lives, socialising or even childcare arrangements. The lack of notice, continuity and awareness of working hours is justified as a clear deterrent or disadvantage of working within hospitality, with employees seeking careers with set working periods or at least sufficient notice.
“Working rotas or schedules are in cases only given out a day before the actual shift, you can’t plan your lives with that short period of time” F
“I would much rather a job where I knew in advance the routine I would have, other industries have set hours and only have to work 40-hour weeks” J
4.6.3 Resolution
There was a consensus for the obvious resolution of reducing the working hours required within the industry. However, also highlighted was the introduction of a 4-day working week, alternating weekends off and or alternating set rotas to ensure awareness of working hours.
“Organisations need to look at changing working, the four-day working week with alternating rotas is a key example” D
“Standard total working hours with adequate notice would prove extremely effective” B
4.7 Theme Six: Inadequate Management 
The quotations exemplify the ineffectiveness of hospitality managers to fulfil their roles as being justified as causing an increase in vacancies. There is a desire for higher quality, trained and skilled management. The hospitality industry is failing to competently attract, recruit, promote and train the required level of management, providing justification to individuals to select alternative employment. 
“More people would be inclined to work in the sector if the level of management was higher” C
“Managers are being promoted or hired not based on their managerial skills and leadership qualities” F 
4.7.1 Resolution 
The respondents justify improvements in the training, identification and selection of managers as proving key in the resolution of inadequate management within the industry. 
“There are good quality management courses and training available in hospitality, but the businesses are unwilling to back individuals to undertake these courses and train their staff” E
“The industry needs to ensure their selection of managers improve, looking for qualifications” F
4.8 Theme Seven: Career Progression 
[bookmark: _Int_pEFYGvg2][bookmark: _Int_3ctuA1Uf]The new data concludes the failure of hospitality in providing the requisite training, self-betterment and general opportunity for progression. Individuals are opting and demanding for industries where there are opportunities to attend courses, obtain qualifications, develop their skills and not remain stagnated in their abilities. 
“Organisations fail to offer effective training to individuals” B
“Other industries offer the potential and training to grow, progress and learn” F
There is a deficiency in the training being offered for management within the industry, with managers typically originating from internal, untrained promotions. The absence of recognised management training has been identified as a contributing factor for those opting against hospitality.
“If organisations were offering management training, the careers become a lot more attractive” B
“Management apprenticeships are key, there is no formal management training” C 
4.8.1 Resolution 
There is a clear demand for an increase in spending and adoption of formal training methods to resolve the lack of career advancement and progression within hospitality.
“Businesses need to increase in their investment in staff and staff training” D
“Hospitality businesses do not offer courses like in other industries. There are courses in the key activities such as customer service, but the industry refuses to use them” E
4.9 Conclusion
The initial theme enables the understanding of the key responsibility possessed by the internal failings of the hospitality industry in causing the staffing crisis. Within the subsequent themes, there is an identification of the most notable and prominent issues at fault for the crisis, essentially an identification of the contributing factors possessing the largest responsibility. The data allowed a recognition of not only the faults at cause or in need of improvement but also how these faults can be resolved or what needs introducing to mitigate the issue. Each theme details and evidences the issues in need of improvement and the connected resolution.


5. Discussion, Conclusion and Recommendations
	5.1 Discussion
5.1.1 Introduction  
Through the researcher’s interpretation, justification, explanation and analysis of the differing themes identified, this chapter establishes the relation between the newfound information and previously established literature. Initially providing an explanation of each theme, progressing towards recognition of whether the findings corroborate or dispute the literature review.
	5.1.2 Theme One: Internal rather than External  
Biggins, 2021, explains how external events resulted in 33% of hospitality workers contemplating their career choice, and the external events resulted in those questioning their happiness or satisfaction with the different features already present within the industry. Both sets of findings highlight how individuals were able to realise the benefits of other industries and the failings of hospitality through external events. Through being able to spend time with their families, disconnect from their work and not be mandated to such excessive working hours. Individuals have expressed enlightenment on the negative characteristics of hospitality rather than the creation of any new factors. The quantitative findings of Biggins, 2021, substantiate the findings of this study in the proportion of responsibility assigned to internal failures as superior to that of external factors.
“The overall responsibility of the staffing crisis can’t be assigned to the external events happening outside of the industry. What the industry offers and does to staff is the clear issue.” B 
“People only realised what issues were in the businesses during the recent external events. They only realised how bad the industry is, the issues were already there” I 
The public perspectives identified within the responses of this study have been proven as accurate, representative and epitomising of the current industry rather than a stereotypical view through, Kam, 2021, stating only 14% of the labour market finds the industry as appealing due to the universal issues. The combination of findings highlights the factual nature of perspectives rather than an issue with the public's perceptions, placing emphasis on the requirement of hospitality organisations to improve, rather than the differing externalities. This study identifies the comprehensive presence of the faults within the industry, rather than the classification of issues as stereotypes, the findings of IPL, 2022, in consigning blame to the stereotyping, false perspectives and inaccurate conceptions of individuals in causing the crisis are proven false. The justification of the staffing crisis as resulting from stereotypes and false perspectives is disproved through the establishment of indisputable factors in the correlations between the findings of this study and that of previously completed studies within the literature review. The newfound data proves crucial in identifying the resolving strategies for the overall staffing crisis as needing to focus on the internal issues, failings and shortcomings rather than managing the external liabilities.
“The stereotypes of hospitality careers in being demanding, not a proper job or for unskilled workers, are all proven true by being present and caused by how poor the industry is performing” D   
“Why work in the industry where it is known for so many failings. The industry and organisations are renowned for treating staff poorly, impacting employees and generally performing poorly. It's not only one organisation either.” H 
	5.1.3 Theme Two: Employee Welfare 
The negative impact on the mental health and well-being of hospitality om employees was a prevalent concern and deterrent among this study's findings, confirming Williams, 2021, in their statistic of 84% of hospitality employees suffering from stress as a direct consequence of their vocation. Employees are either suffering and being forced into leaving a role or are too concerned to consider a role in hospitality through fear of the impact on their health. This study found the industry in its operations and treatment of employees is failing to concurrently provide a career whilst protecting the mental well-being of individuals. Wickens, 2022, states the development of individuals in placing much greater importance on their health, with the priority displayed towards a vocation depreciating greatly. The study’s data highlights the historic prioritisation of satisfying the needs of an employer has progressed to the personal health and well-being of an individual now taking precedence. The study’s findings of discontentment, fear and defiance shown to hospitality careers as of the mental well-being implications are authenticated as resulting in the current staffing crisis, Maurice-Jones, 2021, found three out of five employees are contemplating their future within the industry because of mental health issues caused by the vocation.
“In order to meet the demands, expectations, hours and generally the needs of the different roles, your mental health is going to suffer” C 
“The industry became too difficult to work within, my health was suffering as a result. I made the decision to leave, to gain a better, less demanding and better paying job, to protect my health. My health and happiness now take priority.” D 
The hospitality industry exerts a much higher level of regulation over its employees than other industries. Respondent F expressed, “The industry is way too controlling, it takes over your life. You are constantly dictated to when you're allowed to do things or how long you can spend with your family”. This study’s findings are expressing the impact of operating in hospitality on an individual's attainment of happiness, contentment and general satisfaction with their quality of life, proven accurate by Seymour, 2019, rating the industry as the third worst in terms of employee satisfaction, work-life balance and quality of life. Institute for Work and Health, 2012, explains the quality of life as embodying the overall happiness, well-being and health of an individual. Through the findings of this study, hospitality employment is weakening the quality of life, health and mental health of individuals. 
“Employees want to live their best possible lives, which isn’t the case in hospitality” C 
Berry, 2021, discovered how the “Hospitality sector calls for customers to be kind to staff”, further confirming the study’s findings of employee irritation and disapproval of their treatment and overall respect received from consumers. Through the implications of continual poor treatment, the labour market is refraining from hospitality employment. Van Jaarsveld et al., 2019, corroborates the findings of this study by stating how through dealing with problematic, difficult and abusive consumers there is an increase in emotional exhaustion, poor mental health and lower job satisfaction. The two data sets identify consumer behaviour in the treatment of employees as a clear factor of the staffing crisis, individuals are refusing to subject themselves to poor treatment and the resulting implications to their well-being. 
Wood, 2020, details a minority of hospitality employees as joining a union. The presence of unions within the industry is almost non-existent and therefore the impact or purpose of the concept is failing. This study identifies the desires of individuals to improve the consideration of employee needs and welfare, through the adoption of a union, employees can voice their concerns and drive change. The issues identified within this study are in areas in which the union could instigate improvements and fight for the employees.
“Being treated poorly by customers is enough to stop me from working in hospitality. It does not make you feel good, it makes you start to doubt yourself and abilities, lowering your confidence.” B 
“I have seen individuals shouted at, sworn at and facing verbal abuse simply because of their job in hospitality. These people wouldn’t face this treatment in other industries and shouldn’t in hospitality” G 
	5.1.4 Theme Three: Family Difficulties  
Hosco, 2020, explains how in the hospitality sector it is extremely difficult to achieve an equilibrium between personal and professional life, supporting this study’s newfound consensus of, “The industry doesn’t allow for people with families”, respondent A. The viability of careers within hospitality is jeopardised through the restriction of time employees are allowed and able to spend with their families. Abdou et al., 2022, confirm the identified work-family conflict as one of the major challenges for hospitality, with its prevalence and impact on employees much greater than within other industries. This study discovered employees as no longer willing to suffer in the ratio of working time to family time. The enforced sacrifices employees are making are restricting the amount of time which is spent with families, consequently driving employees to different industries.  
“The industry makes it difficult to care and maintain a family, the time expectations, sacrifices, commitments and implications are too great to both meet the needs of your job and family” J 
This study discovered the failure of hospitality in offering an attractive and viable career through the lack of support to those with children, demanding long hours outside of school time whilst neglecting the provision of established initiatives or facilities to aid childcare. Daniels, 2022, authenticates the newfound data by stating employee satisfaction and retention increase with the presence of family benefits. Low Incomes Tax Reform Group, 2022, highlights the presence of initiatives such as childcare vouchers and directly contracted childcare organisations as absent within the hospitality industry, yet present within others such as retail. The findings of this study argue these initiatives as benefitting the industry by supporting individuals in the practical aspect of having a family and generating a more attractive and viable career.
“The industry fails in offering any form of childcare schemes or facilities” G 
“Hospitality needs to offer support to families to ensure its possible to care for their families. The industry needs to make sure there is childcare available during all of the working hours” H 
5.1.5 Theme Four: Financial Issues  
In agreement with Powell, 2022, the new data expresses significant issues in the pay offerings present within hospitality, highlighting the wage structure as driving employees away from the industry. Through failing to meet the financial requirements and expectations of employees, the industry is failing to sufficiently attract and retain staff. This study identifies the industry as needing to ensure its level of pay is competitive, ensure staff feel valued and can afford the current cost of living.  
“What you give is a lot less than what you get back or deserve” E 
“The pay on offer simply isn’t enough. What organisations are paying does not represent the work, effort and time you have to give. If I were to give the same to a different type of job, the pay would be a lot higher” H 
Clark, 2022, highlighted the greater use of zero-hour contracts and fluctuating levels of pay within hospitality as a rationale for the staffing crisis. With this study’s findings confirming the responsibility through the universal conception of “The style of employment is a huge issue within the industry, zero-hour contracts need to end”, respondent D. The use of zero-hour contracts and unstable working hours have been found as a clear impairment in securing employees. This study’s findings coincide with the discovery of Swaim, 2022, in justifying alternative career choices through the possession of guaranteed income levels and the proceeding capabilities of securing financial commitments. The study finds employees as unwilling to risk a career in hospitality due to the worry and anxiety experienced through the uncontrollable, unsustainable differentiations in pay. 
“The fluctuations in income levels made it simply impossible to plan, predict, make life decisions or access financial resources” F 
Gyton, 2022, states that between June 2021 and June 2022, there was a 70% increase in the number of hospitality organisations experiencing critical financial distress. Proving this study’s findings of concerns from individuals in the financial volatility of the industry as just and evident. Mensah, 2021, emphasises the liability of the hospitality industry in causing financial anxiety among employees due to instability and uncertainty, eliciting phycological distress among workers. The newfound data within this study highlights the implications among employees from the vast number of hospitality organisations struggling to meet their financial obligations to operate and survive. Financially the hospitality industry is faring the worst, suffering from more closures, redundancies and restricted operations than any other industry (Hutton et al, 2022). The findings and literature unite in their discovery of financial instability and lack of financial security as contributing to the staffing crisis. This study’s identification of financial failings within the hospitality industry is deserved through Gustavsson, 2021, stating “The financial landscape of the U.K hospitality industry is in turmoil”
“You can see why people are cautious or unwilling to apply for jobs with little financial stability with the risk of closure” D 
“Working in an industry where a lot of organisations are closing is very worrying, you constantly have to worry if who you're working for were to be forced into closure and you’ll lose your income source” H 
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Description automatically generated]Figure three, Maslow, 1943, clearly displays the basic needs of employees to remain satisfied and motivated within a role. Booker, 2022, argues how the achievement of the lower needs in food, water, resources, property, shelter, clothing and health are all reliant on income security. Booker, 2022, further elaborates on this point in explaining the greater emphasis currently placed on the lower-level needs of the pyramid due to the current cost of living crisis. With a higher cost of products, resources and bills becoming ever more apparent, the financial stability and health of individuals are becoming increasingly important. This study’s findings reflect the theory of Maslow, 1943, in the absence of the basic employee needs resulting in an employment crisis, respondent B, “The financial situation simply isn’t good enough”. 
	



 
5.1.6 Theme Five: Working Hours  
Evans, 2021, statistically validates this study’s identification of the contribution of working hours to the staffing crisis, with one in ten employees leaving the industry due to the working hours. The findings of this study have discovered hospitality organisations no longer being able to take for granted the expectation of employees to work a larger than typical working week consisting predominantly of evenings, weekends and holidays. Seymour, 2019, explains how 62% of those leaving the industry detailed the poor work-life balance inflicted through the working hours as justification. This study finds the working hours of the industry as failing to generate a lifestyle in which employees can attain their desired standards of living. Individuals desire the capability to see friends, family and book appointments without having to make alterations or cancel. Evans, 2021, also confirms the issues of employee burnout, tiredness and physical health implications from excessive hours. Both the findings of this study and the literature identify the contribution to the staffing crisis through the differentiation of employee dedication and expectations from other industries, agreeing with Person, 2021, in highlighting the need for hospitality organisations to improve their management of hours.
“I wouldn’t work in the industry, the hours have become way too long, it doesn’t allow you to do the things you enjoy or see any or your friends and family.” F 
“Through the length of hours and when you are needed in work, you miss out on way too much. It ended up me feeling left out and lonely through not seeing my friends” E 
Harvey, 2021, states on average hospitality organisations only provide an employee nine days' notice of their working shifts. The industry rates worst in the period between communicating the schedule to an employee and the shift starting. This study found insufficient notice is causing employees to seek alternative employment where there is the presence of either set working hours or as Harvey, 2021, highlights a longer period of notice with even retail organisations providing 25 days' notice. The study discovered the lack of notice as disabling the feasibility and opportunity for individuals to plan, arrange and organise their lives. It is another form of employee dissatisfaction through the industry taking control of an individual's life.
“Having to work weekends and evenings wouldn’t be so bad if you were told with enough to arrange your other commitments. Right now, you can’t risk organising to do something as you can be told no, you're working.” I 
“It is unfair and unethical to only give employees a matter of days to arrange their lives” J 
	5.1.7 Theme Six: Inadequate Management
Urquhart, 2022, states how 53% of employees leaving hospitality justify their reason as poor management. The concept of “People Don’t Leave Bad Jobs, They Leave Bad Bosses” (Kelly, 2022), is proven factual through both the quantitative and qualitative findings of the inferior quality of management deterring individuals from hospitality careers. This study found through a combination of selecting and promoting staff as a necessity rather than based on ability and competency, the industry is manufacturing a self-caused failure in inadequate leaders and managers. Issues of unskilled, unqualified and inexperienced managers are resulting in individuals unable to perform to the required standards. Respondents expressed clear issues with the support, leadership and guidance provided by the managers, causing staff to seek alternative employment. Cuenllas, 2017, validates the findings of this study in confirming the necessity of improvements in the training, selection, promotion and competency of hospitality managers as a resolution of the staffing crisis.   
“People are ending up in management roles which they don’t have the necessary skills, qualifications or experience for” D 
“The level of management in hospitality needs to improve, the industry must stop promoting employees who aren’t right for the role, better managers would cause less staff to leave” H 
	5.1.8 Theme Seven: Career Progression   
This study’s findings explain how there is a complete absence of sufficient training for employees, evidenced by 86% of hospitality employees being offered below 10 hours of training throughout their careers (Council of Hotel and Restaurant Trainers, 2017). This study discovered organisations as neglecting their responsibility to provide training, progression and development opportunities to their employees. The quantitative statistic is proven through the responses of this study in discovering why the hospitality industry is not seen as appealing through the lack of enabling the facilitation of professional and personal advancement.
“Organisations fail to offer sufficient training to individuals” B 
“Businesses need to increase in their investment and provision of staff training” D  
Rigoni & Adkins, 2023, certifies this study’s findings of the lack of progression as a cause of the staffing crisis through 87% of the labour market stating the importance of development and training opportunities in their career choice. This study found hospitality as failing to provide an identified commodity in ensuring personal progression which employees expect to make a career attractive and viable.  
“Employees desire self-progression and development. Other industries are more attractive in offering and making sure employees are progressing and upskilling” F 
“The process of staff training needs to be managed better. In promotion and career advancement, more support and guidance is needed” G  
5.2 Conclusion   
Within the conclusion, a summary of the key research findings concerning the research aims, objectives and questions are provided, further detailing the value, contribution and limitations of the findings. Concluding with the identification of any opportunities for future research.     
Each differing theme forms a key finding within the overall research aim. In establishing the differing factors at fault for the hospitality staffing crisis, each theme represents a failure, issue or influential factor where blame can be assigned. The initial research question proved key in discovering the overall responsibility or how best to approach resolving the staffing crisis. The qualitative study allowed the identification of the internal failings as possessing overall responsibility for the monumental vacancy figures. The internal failings of the industry are self-caused and self-inflicted, with the resolution originating through the creation of a more attractive and viable career offering. The implications and management of past events such as Covid can no longer resolve the current crisis.   
The impact on employee welfare, the difficulties the industry inflicts on those with families, the issues in the financial provisions and landscape, the management of working hours, the issues in quality, selection, training and capability of managers and the absence of any recognised career progression were identified as the most prominent or impactful issues for individuals avoiding hospitality employment. These six key areas or findings prove pivotal in response to the research questions. Each of these individual areas is what the labour market is explaining as making the industry unattractive or unviable. The six areas also identify the weaknesses in the industry's values, ethics and general operations. Each theme epitomises a failure in the strategic choices of the industry, consequently causing individuals to refrain from committing to a hospitality career. The sub-themes allowed a deeper understanding of how certain themes or findings were identified. In response to the research question investigating the pay, contracts and hours of the industry, the sub-themes or issues in “Low Pay”, “Fluctuating Hours”, “The Hours” and “Scheduling” proved vital. The sub-themes when summarised allowed the identification of the holistic failings of the industry.  
In the achievement of the fourth objective, new strategies and recommendations for the industry were created. Utilising the work of both the new study and previous literature, new strategies were created with the purpose of resolving the staffing crisis. Through the identification of the leading causes of the crisis and the most desired solutions in the analysis section, resolutions were created in correspondence to a theme. Strategies such as the introduction of four-day working weeks and industry unions to ensure employee welfare were included as remedies.   
The findings have the potential to impact the hospitality industry greatly, solving one of, if not the largest issue currently present. The themes enabled the identification of the most pressing issues within hospitality which when built upon provided the solutions. Through the immediate currency of the issue, there is validation for the gap of literature detailing effective solutions. The research findings address the gap in the literature in identifying the areas of improvement required by the industry and how these improvements can be made. The findings of the study corroborate the principal theories of employee satisfaction and motivation. Essentially, what theorists have identified as keeping individuals within a role or making individuals leave a career are identified as the current features of the industry. The findings of the study prove applicable and beneficial to society in the recommendations section, with an introduction to the real world the recommendations can resolve the staffing crisis and alleviate the implications to business performance.  
Two limitations of the study derive from the form of sampling utilised. The origin or dispersity and overall size of the sample group limit the legitimacy, representation and accuracy of the findings. Through the respondents all originating from two similar counties, it is possible the findings represent the views of this specific area rather than that of a whole industry. There is also the issue of the sample size or the number of respondents, it is very difficult to base a complete industry or labour market on the perspectives of ten people. The sampling of the respondents proved to limit the obtainment of an overall representation of the industry, instead focussing on a constricted area. It would be naïve of me to say that I possess no preconceived ideas or assumptions about the industry through my past experiences and that this did not impact the findings of the research. However, this limitation I do feel was managed to a certain extent, within the responses, there were several key findings which I had never considered, such as employee progression. 
Future studies would benefit in accuracy, legitimacy and representation through the following considerations: 
· Further utilise purposive sampling to gain a representation of the whole industry, taking into consideration the different variances of sectors, roles, areas, locations and business types.  
· Appointing a research partner or team of researchers who can verify findings, ensuring the absence of any biases.   
· Introducing a quantitative aspect of the study to efficiently provide a much larger, diverse and geographically dispersed sample size to representatively confirm the findings of the qualitative methods.  
· In future research, there is great potential for the comparison of other industries. The hospitality industry remains quite dated in its approaches to managing its operations and people, with other industries having developed their human resource management, use of technology, ethics, values and general ways of operation. Delving further into the developments of other industries and the implications of these advancements within the hospitality setting.   

In conclusion, it is important to understand the superior responsibility which the industry possesses itself in causing the crisis and the necessity of resolving these internal issues in attracting and retaining employees. Through the theories on employee satisfaction and retention, it is possible to understand the significance of the industry in attending to the differing themes. The externalities have proved problematic in certain situations, yet in terms of creating an attractive and viable career option, the fault lies in internal deficiencies.      
5.3 Recommendations 
Each recommendation or new strategy looks at addressing one of the themes identified within the findings in response to objective four. Through the identification of the most pressing factors and the resolution sections of the findings chapter the following recommendations have been generated: 
1. Introduction and awareness of employee unions. The introduction or increase of presence, use and awareness in unions provides a prolonged recommendation to the industry. Instead of suggesting an alteration to a practice of the industry, through the introduction or increase of effectiveness of a union body, there is a continuous monitoring of the industry to ensure employee welfare, health and safety. 
2. Directly contracted childcare facilities. The industry as a whole or singular organisations could form partnerships with childcare providers. Through the partnership, hospitality could subsidise the costs whilst also ensuring the provision of services when required by employees. Essentially working in partnership to ensure the affordability and availability of the resource. 
3. The adoption of the living wage. Through the adoption of the living wage, employees are provided with a higher, more competitive and sufficient wage to the cost of living. The living wage provides employees with the minimum amount considered required to live, therefore addressing many of the financial concerns currently present. 
4. The abolishment of zero-hour contracts and introduction of set alternating rotas. Through the introduction of an alternating rota, employees are aware of their working hours in advance, are not continually subjected to working the same nights, weekends and holidays as well as possess security in set hours not fluctuating or increasing beyond their knowledge or tolerance. 
5. The requirement of recognised business and management qualifications. Enforcing managers to complete training and courses ensures their knowledge, skills and abilities are to the required levels to complete their roles. Reducing the likelihood of managers being placed in roles they are incapable of completing. 
6.  The introduction of minimum CPD requirements for organisations. Through mandating a level of training, career development or education based upon the role or seniority in organisations the industry can ensure individuals are advancing and being provided with the opportunity for personal development. 
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SECTION F: Scope of Research Activity

	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☐
	☒

	2
	Use of interviews?
	☒
	☐

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☒
	☐

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☒
	☐

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	
	Details of any other primary data collection method:



(this box should expand as you type)
	
	


If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the following sections (please refer to Guidance Notes).

If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION G: Intended Participants
If there are no participants then do not complete this section, but go directly to section H.








	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	☒

	2
	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	3
	Vulnerable adults?
	☐
	☒

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	☒

	5
	Prisoners?
	☐
	☒

	6
	Young offenders?
	☐
	☒

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	8
	People engaged in illegal activities?
	☐
	☒

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	☒

	
	Details of any other participant groups:



(this box should expand as you type)
	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	I will be looking to obtain between 8-12 interviews with the intention being 10.


(this box should expand as you type)

	11
	Who will the participants be?

	The participants for my research will come from three separate groups. One being those employed with the hospitality sector, the second being those who have left the sector and the final being those who are neither employed or recently employed. Overall, obtaining a diversified and well rounded perspective on the issue


(this box should expand as you type)

	12
	How will you identify the participants?
	By pseudonym, code or number to ensure anonymity or reduce the chances of biases occurring. 


(this box should expand as you type)













	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	15
	Will you obtain written consent for participation?
	☒
	☐
	☐

	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☐
	☐
	☒

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☒

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☐
	☐
	☒

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	


(this box should expand as you type)



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	☒
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☒
	☐
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	28
	If YES to any question, please provide full details 

	
	The only equipment being used, will be a recording device. This device will be password protected in terms of gaining access and any data recorded will be secured using password secured files. The device will have the simple purpose of recording and storing information.
(this box should expand as you type)

















SECTION H: Anticipated Risks


	
	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	1
	Full risk assessment completed and appended? 
	Yes 
	☐

	
	
	No
	☒

	2
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information

	
	Risk to participants:
· Emotional distress from the pressures of an interview setting and requirement to answer questions.
· Fear over the possible breach of personal data and personnel information or opinions becoming public knowledge.
· Unforeseen distress being caused or possible negative memories or trauma being triggered through asking certain questions.
· Participants possibly refusing participation in not wanting to provide certain information in fear of personal resulting issues. 

(this box should expand as you type)
	How you will mitigate the risk to participants:

· Remain informative and continually remind the participants of their voluntary status meaning their continual ability to withdraw participation with no adverse effects on them or the study.
· Ensure all data obtained is stored on a password encrypted device and all security is up to date. The data will also be deleted after the completion of the study. 
· All participants will be assigned a code or pseudonym, no names will be assigned to any data within the research or findings. 
· Ensure all interviews are conducted in a way which is sensitive to any potential topics and be engaged enough to realise any participants who are showing signs of distress.
· My aim is to have all interviews completed by the 2nd week of January, if not earlier. This will allow myself excessive time to find replacement participants in the case of participant drop outs. 

(this box should expand as you type)

	3
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	This is not applicable to my study, however, I will still conduct myself appropriately at all times, remaining professional and not acting in a way which compromises my study, my reputation or the reputation of the university.

(this box should expand as you type)

	4
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:
· Potential harm or destruction to both education and career with the exposure to personal information. 
· Potential for participants to become hostile and agitated to the questions being asked. 


(this box should expand as you type)
	How you will mitigate the risk to the investigator:
· Ensure the security of all data and information in the ways highlighted above. Password protection and encrypted resources. Also not using any paper forms of data collection and if so using locked, secured areas for storage. 
· Careful consideration to the choice and wording of questions to reduce the chances of offence being caused. 
· Ensuring participants remain aware of the constant opportunity to leave if felt needed. 


(this box should expand as you type)

	5
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:
The main risk to the university form my study, is myself. If I fail to correctly store data and manage the data in a way which prevents it from entering the public domain. The university will suffer in legality as well as reputation. 


(this box should expand as you type)
	How you will mitigate the risk to the University:
· Ensure anonymity of all participants, at all times. Being mindful and showing diligence to the security and privacy of participants.
· Keeping all personal data, protected at all times. Using encrypted resources and pass word secure devices. 


(this box should expand as you type)

	6
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:
There are no obvious environmental risks in the research study I am proposing. The only environmental impacts coming in the form of carbon emissions produced in the travelling to complete interviews and waste of paper in printing of resources. 


(this box should expand as you type)
	How you will mitigate the risk to environment:
With the low level impact of the study, the main way to mitigate the risk is in simply being mindful, ensuring that when completing the interviews, travelling in a mindful way to reduce total mileage. Then also not printing any resources which are not required. 


(this box should expand as you type)



	
	Disclosure and Barring Service

	
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	7
	Does your research require you to hold a current DBS Certificate?
	☐
	☒
	☐

	8
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	



SECTION I: Feedback, Consent and Confidentiality

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	At the completion of each interview, I will show great consideration to ensure I thank every participant in the study. I will thank all participants for their co-operation and willingness in allowing me to collect my data. I will in thanking them, remind all participants on the security of their data and the sole purpose of their data being the use in coursework and my dissertation. 


(this box should expand as you type)

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	Upon initial approach to participants, I will explain the details of the study and the expectations of the participants. I will be explaining what the study is setting out to achieve and the purpose of answering a research question for the completion of a degree. I will explain the nature of the interview in being semi structured and the topics which will be covered. I will detail the recording of the interviews. To ensure the participants have a clear understanding of this, I will make all participants to sign an agreement form, ensuring the understanding of all expectations and requirements. This will ensure transparency of expectations and that participants enter the study fully aware of what to expect, what is going to happen and how their data will be managed.


(this box should expand as you type)

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	When referencing any participants, I will be utilising pseudonyms and codes to ensure the anonymity and security of the participants. When using any information relating to the study or participant a code will be developed and utilised. I will not allow the participants identity to be made public throughout my study. 


(this box should expand as you type)















SECTION J: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	X
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	Audio or video recording will be taken in the capturing of information. I will be recording interviews in order to capture all data and from this be able to ensure no information or data is missed leading to lower quality information. From the recordings, transcription will follow and subsequently analysis completed. This data needs to be collected for the success and completion of any study to take place.

(this box should expand as you type)

	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c ) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	☐
	X

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	


(this box should expand as you type)



















	
	
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	☒

	6
	University computers?
	☐
	☒

	7
	Private company computers?
	☐
	☒

	8
	Home or other personal computers?
	☒
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	10
	“Cloud” storage or websites?
	☒
	☐

	11
	Other – specify:

	☐
	☒

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	All data collected will be stored on devices with password protected security. The data will also be stored on the University provided, Microsoft 365. This platform requires two factor authentication for access, therefore providing a higher level of security. All recording will be transcribed, with the transcripts being stored online in 365 and the audio recording being stored in the same place. One the study has reached completion, all required data will be destroyed. All participants will be given a unique identifier to ensure confidentiality, with the correlation between participants and code names private, secured and not shared with anyone. 

(this box should expand as you type)



	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☒
	☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☒

	15
	Sharing of data with other organisations?
	☐
	☒

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☒

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☒

	18
	Publication of data that might allow identification of individuals?
	☐
	☒

	19
	Use of data management system?
	☐
	☒

	20
	Data archiving?
	☐
	☒

	21
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and any international equivalents, where appropriate):

	
	Any data created and analysed will be encrypted and kept in password protected cloud storage on the UWTSD 365 office system. All participants in the study will be provided with a unique identifier to maintain confidentiality and this list will be stored in a password protected folder. The data will be stored until the completion of the study and then deleted. In accordance with the DPA2018, participants will obtain the right to ask the related data to themselves, with the possibility for the data to be deleted immediately upon request. Upon request, any data will not form as part of the study, the analysis or results. 


(this box should expand as you type)

	22
	List all who will have access to the data generated by the research activity:

	
	The principal researcher – Billy Clarke 
The module lead – Jessica Shore
The supervisor – Anthony Burns 



(this box should expand as you type)

	23
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	Primary researcher – Billy Clarke 


(this box should expand as you type)

	24
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why not.  

	
	The data will be stored, using the facilities on office 365 using a one drive cloud system. This will allow access on any device, in any facility. However, it is extremely secure being password protected as well as doubly protected in the two-factor authentication. Meaning to obtain access, access to my mobile device is also required. All data will be stirred until the completion of the study on the 31st of March, with deletion completed afterwards. Data will not be archived on to devices such as hard disks, using the one drive, removes the risk or potential issues of only storing on a computer. Being stored securely online, ensures security as well as safety in terms of not losing work. 


(this box should expand as you type)

	25
	Please indicate if your data will be stored in the UWTSD Research Data Repository (see https://researchdata.uwtsd.ac.uk/ ).   If so please explain. (Most relevant to academic staff) 

	
	As of currently, no. 

(this box should expand as you type)

	26
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	YES
	☒

	27
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	YES
	☒





SECTION K: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	B. Clarke 
	Date:
31/10/2022



For STUDENT Submissions:
	2
	Director of Studies/Supervisor:
	
	Date:

	3
	Signature:
	

	



For STAFF Submissions:
	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	

	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	☒
	I have read the guidance notes supplied before completing the form.

	☒
	I have completed ALL RELEVANT sections of the form in full.

	☒
	I confirm that the research activity has received approval in principle

	☐
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☐
	I have attached a full risk assessment (where appropriate)  ONLY TICK IF YOU HAVE ATTACHED A FULL RISK ASSESSMENT

	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☒
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Academic Director.



	RESEARCH STUDENTS ONLY
Once complete, submit this form via the MyTSD Doctoral College Portal at (https://mytsd.uwtsd.ac.uk).


	RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.


	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.


Appendix 2 – Interview Consent Form
[image: Text

Description automatically generated with low confidence]
Carmarthen Business School
Interview Consent Form
Dissertation research project title: 
Research course:
Research investigator: 
Research Participants’ name: 

Dear Participant,

Thank you for agreeing to be interviewed as part of the above research project. *Attached to this letter are the interview questions that I have developed, which will assess the “effect of AI in marketing”, museums and archives through the answers you provide to the questions posed. There are no right, or wrong answers and your opinion will be valuable to knowledge building around income generation activity in the cultural sector. 

The interview should take approximately 15 minutes but there is no time constraint. Interviews will be conducted in a private meeting space and answers will remain confidential. The information recorded will contain nothing of a personal nature that would identify you, and you will not be expected to provide any personal information such as income bracket, home address, date of birth, etc. You are free to withdraw from the interview process at any time.

Academic research undertaken at UK universities requires adherence to ethical procedures, which includes seeking explicit agreement from participants to being interviewed and how the information contained in their interview will be used. The following information outlines the conditions of your participation and the purpose of your involvement. I would be grateful if you would read through this, then sign the consent form to certify that you approve the following:

· the interview will be recorded, and a transcript will be produced
· All answers will be anonymised, and no identifiable information will be requested from the interviewee
· the transcript of the interview will be analysed by “” as research investigator
· access to the interview transcript will be limited to the research investigator and dissertation tutor
· any direct quotations from the interview, or summary content, that are made available through academic publication or other academic outlets will be anonymized and care will be taken to ensure that no identifiable information will be made public
· the interview will be recorded on a personal device, accessible only to the research investigator. The recording will be deleted as soon as the interview has been transcribed
· The transcript of the interview will be stored on the research investigator’s personal OneDrive for Business application within “---”. The transcript will be deleted on completion of the dissertation
· The storage of information will comply with UWTSD’s data protection regulations, in line with national GDPR guidance

By signing this form, I agree that:

1. I am voluntarily taking part in this project. I understand that I don’t have to take part, and I can stop the interview at any time
1. The transcribed interview or extracts from it may be used as described above
1. I have read the Information sheet
1. I do not expect to receive any benefit or payment for my participation
1. I am comfortable with the arrangements outlined, and I understand that I am able to contact the researcher with any questions I may have in the future.


_________________________
Printed Name

_________________________                                                     _______________
Participant Signature                                                                      Date

_________________________                                                     _______________
Researcher Signature                                                                      Date


If you would like me to share details of my findings on completion of the research, please let me know. 

I thank you for your time and participation. If any questions do arise, feel free to contact me at your convenience.
Researcher Name: Billy Clarke 
Tel: 07572234558
Email: 2004276@student.uwtsd.ac.uk
 


Appendix 3 – Order of Questions
1. Do you currently, have you previously or have you not worked in the hospitality industry? 

2. Do you believe a career and role within the hospitality industry is attractive and viable compared to other industries?
 
3. What do you believe makes the hospitality industry so attractive / unattractive and viable / unviable as a career option? 

4. Do the long and often unsociable hours make hospitality careers unviable or unattractive to you? 

5. Would the low pay and zero-hour contracts present within the hospitality industry cause financial anxiety or worry? 

6. Do you believe working within the hospitality industry currently possess a perception of lower social status than that of other industries? 

7. Do the typical stereotypes of hospitality careers make the industry less attractive for your career choice? 

8. Do you believe there is an issue with the quality of management within the hospitality industry compared to other industries? 

9. Do you believe that higher quality management would lead to a more attractive industry? 

10. Do the strategic choices of managers within the industry, in terms of creating values, ethnical issues, ways of operating and general practices, make the hospitality industry less attractive as a career? 

11. Has the COVID 19 pandemic made the hospitality industry less attractive and viable or only help establish some of the key issues already present which made the industry impossible to operate within? 

12.  What needs introducing to make the hospitality industry more appealing as a career option?

13. What qualities are present within other industries, missing from the hospitality industry, which makes them much more attractive? 



Appendix 4 – Thematic Analysis 
Each theme identified through thematic analysis is either a major issue expressed within the industry or a specific area of which improvement has been expressed as needed. The differing themes are the areas in which there is a need for strategies in order for the staffing crisis to resolve. The themes have been generated on being the most prominent areas within hospitality needing improvement and the areas of which from other industries, it has been identified the hospitality industry is either failing or neglecting. Strategies can be based on resolving these issues to alleviate the current staffing crisis.  
	Participant transcription
	Meaning / Interpretation  
	Themes 

	[bookmark: _Hlk128516261]“Employees are faced with so much pressure that it is deteriorating their health and personal life” A 

“There has to be the right culture and atmosphere in workplaces for workers to be motivated and remain in a job” A

“Other industries allow for a better quality of life” B 

“There is too much stress and pressure placed on employees” B

“In order to meet the demands, expectations, hours and generally the needs of the different roles, your mental health is going to suffer” C 

“Employee want to live their best possible lives, which isn’t the case in hospitality” F

“The industry became too difficult to work within, my health was suffering as a result. I made the decision to leave, to gain a better, less demanding and better paying job, to protect my health. My health and happiness now takes priority.” D 

“The work can be very physically demanding, being on your feet for long hours and having to constantly be moving” D

“Employee engagement needs to improve, ensuring workplaces are not impacting the employees mental health, the needs and health of employees needs to be shown more consideration” D

“Employees can often go over a week without having a single day off, meaning the mental strain and chances of burnout are much worse.” E 

“Staff are often expected to work just under 12 hour shifts with only a 20 minute break” E 

“Other organisations provide a lot more than hospitality organisations. They hold team bonding days, provide benefits such as health care and offer longer than minimum breaks. They create positive work environment, which hospitality is clearly missing” E 

“I wasn’t enjoying myself through constantly missing out from being in work, it became the norm for me to be in work instead of doing things I enjoyed” F

“Hospitality began to get a hold of me, making me feel trapped” F

“The industry is way too controlling, it takes over your life. You are constantly dictated to when your allowed to do things or how long you can spend with your family” F

“Employees need the chance and opportunity to disconnect from work and be able to freely enjoy their social lives knowing they won’t be contacted or needed by work” F

“Staff want a higher level of care and consideration” H 

“Working in hospitality means a poor work life balance and social life. You became less happy and frustrated because your hobbies are limited” I 

“Working in the hospitality industry can be really good. This however is dependent on the team you work with. The people make the jobs somewhat bearable. The hospitality industry makes it a really difficult job to remain within, the only reason I’ve stayed so long is for the team I work with” J 

“Hospitality needs to alleviate the pressures and impact they are having on their staff” J 

“People operating in hospitality are at the moment putting themselves in some form of risk or disadvantage. Employees are suffering mentally from the stress and pressure of the roles” I

“The industry is so unattractive because of the general environment, especially in the kitchen with everything being so hot and fast paced” A

“People want a positive workplace culture and atmosphere, where they can operate without constant stress and pressure” A 

“The main ethical issue which needs addressing is employees’ rights and working conditions” C

“Better break allowances for staff working long hours are needed, ensuring they can rest and not be continually focussing for too long” E

“There is very little employee engagement and interaction within hospitality” F

“The level of support, progression, organisation, communication and reward needs improvement” H

“Customers can be an extreme annoyance” A 

“Being treated poorly by customers is enough to stop me from working in hospitality. It does not make you feel good, it makes you start to doubt yourself and abilities, lowering your confidence.” B
 
“Hospitality workers are often treated with a certain, disrespectful attitude which needs improving” E 

“I have seen first-hand customers shown disrespect and disregard within their roles” G

“I have seen individuals shouted at, sworn at and facing verbal abuse simply because of their job in hospitality. These people wouldn’t face this treatment in other industries and shouldn’t in hospitality” G 

“No one wants to turn up to work to be treated poorly, it makes you feel inadequate and generally quite incompetent within yourself” I 

“People are no longer willing to tolerate rudeness from customers and how this is making them feel” I
	Employees within hospitality are no longer happy within their roles. The demand being placed on employees within the sector has grown to an unsustainable levels which employees are refusing to accept any longer. Employees are no longer enjoying being in hospitality. 

Employees are arguing the quality of life they are achieving whilst in hospitality employment is not meeting their personal desires or expectations. Employees overall quality and enjoyment of life is being constrained to a level they no longer consider satisfactory or sustainable. 

Working in hospitality has become too mentally and physically demanding on individuals. The pressure the industry is placing on individuals is becoming too much. The stress being generated through working in hospitality as well as the strain being placed on the bodies of employees is now being seen as unjustified and inappropriate for a career and job. 

Within hospitality there is little emphasis being placed on the workplace environment, culture and atmosphere. There is little consideration being shown to the culture of an organisation. 

The actual physical conditions of hospitality work environments is damaging the wellbeing of its employees. Working extreme lengths in poor conditions is no longer tolerable. Extreme heats, small breaks, poor ventilation and other factors are impacting the overall physical and mental wellbeing of employees. 

The hospitality needs to improve in areas surrounding their employee engagement. Employees in the industry need to become more valued with a higher level of consideration shown. Employees are typically treated poorly and not given a voice. Improvement is needed in the engagement of employees to discover their needs and try to progress the industry to meeting these needs. To offer an industry which supports their employees and ensures the welfare of employees is protected instead of harmed. 

The actual human management within the industry needs to improve. There needs to be a change in how the industry treats, values and manages their employees. 

The customers within hospitality treat the employees in an unacceptable manner. Employees are often verbally abused, spoken down to and disrespected whilst operating within their role. Staff whilst in work can often be treated in a derogatory manner simply because of their role. It is being seen as justifiable to treat hospitality staff in a poor manner, which people are no longer accepting and willing on. The negative treatment and its implications are no longer tolerable.
	Employee welfare and health. 

Sub Themes

Mental health 

Quality of life

Staff treatment 

	“Working late and over weekends isn’t practical for many people” A 

“The employees have to rely on long hours as the pay isn’t the best, employees are made to work long hours as the pay isn’t good enough for 40-hour weeks” A 

“Better working hours are needed” A

“I like having weekends and evenings off which isn’t possible in hospitality” B 

“Standard total working hours with adequate notice would prove extremely effective” B

“The long hours are too demanding” C

“The weekend and evening work puts me off from the sector” C

“Working unsociable hours within the industry is one of those things. People want to eat, drink, socialise in the evening. However, my issue is often the lack of notice or advancement with the shifts. The shift patterns in hospitality constantly change, very often with little notice or time given” D

“The industry still making employees complete 12–15-hour shifts, is unsustainable, if they are going to carry on then they could look to offer the 4 day working week” D

“Standard total working hours would prove extremely effective in making the industry more attractive” D

“Organisations need to look at changing working hours, the four-day working week with alternating rotas is a key example” D

“Standard total working hours with adequate notice would prove extremely effective” B

“The long, unsociable hours make it very difficult to work in the industry with any dependents, young kids or large families requiring support” E

“Through the length of hours and when you are needed in work, you miss out on way too much. It ended up me feeling left out and lonely through not seeing my friends” E 

“There is huge potential within hospitality organisations. They can offer any hours with most organisations open from 9 in the morning to 12 at night. The flexible working they can achieve for their employees can vary massively. If they enabled their employees to have a say in their own shifts, the industry could secure more employees” E

“I wouldn’t work in the industry, the hours have become way too long, it doesn’t allow you to do the things you enjoy or see any or your friends and family.” F 

“You are restricted in the frequency and occasion in when you can socialise. You are also unable to plan your socialising, with shifts being communicated extremely last minute” F

“Working rotas or schedules are in cases only given out a day before the actual shift you can’t plan your lives with that short period of time” F

“Working in hospitality means working the hours no one wants to or when everyone else is off. The evenings, weekends, holidays.” I 

“Having to work weekends and evenings wouldn’t be so bad if you were told with enough to arrange your other commitments. Right now, you can’t risk organising to do something as you can be told no, your working.” I

“Working in hospitality now comes with the understanding of long hours with little breaks” I 

“The amount of hours more so in the recent times has become more and more unbearable. The hours have just become bigger and bigger” I 

“Working a typical working week, is key for the industry” I 

“The working hours in hospitality are both very long and awkward. No one wants to be working over the top hours especially when these hours are at times when you could be doing better things” J

“I would much rather a job where I knew in advance the routine I would have, other industries have set hours and only have to work 40 hour weeks, 9-5” J

“A scheme to offer higher wages for unsociable hours” B 

“Other industries offer incentives for staying longer such as additional holidays or higher pay” F

“People who work longer hours or more unsociable hours, should be paid more” F

“Higher rates for overtime” G

“Higher rates for unsociable hours” G 

“Schemes providing more holiday allowance for those working higher levels of unsociable hours” G

“Hospitality organisations can no longer expect employees to work the current hours they do. They need to trial new ways of working” J 

“It is unfair and unethical to only give employees a matter of days to arrange their lives” J

“The industry could work like other industries with week on week off shift patters or even 3 days on, 3 days off” J

	The hospitality industry demands hours of their employees which are both too high in duration and frequency. 

Employees are becoming expected to work shifts too long in duration too often. The daily and weekly hours of employees has grown to unsustainable levels.

The organisation is demanding employees work to frequently during unsociable periods. Employees are demanded to work evenings, weekends, holidays, events and generally when everyone else is off. 

There is a clear expression for the format or structure of working hours to change. To move from constant and continual weekends, evenings, major events and holidays, changing shift patterns and unsustainable lengths. Employees are no longer willing to tolerate the required levels of devotion. 

The hospitality fails majorly in their hour allocation and management. Hospitality unlike other industries fails to offer stability in set shift patterns. The notice given to staff for their working schedules is too short to allow employees to plan and organise their lives. 

The hospitality organisation in many cases operates seven days a week, from nine in the morning until twelve in the evening. The industry has the potential to offer ultimate flexibility to their staff. Within reason staff can achieve complete flexibility around their needs. Hospitality needs to become more flexible in their work schedules. 

Other industries in their schedules offer much higher levels of employee control. In other industries initiatives such as the “4 day working week” are present. Hospitality very rarely offer initiatives such as these. 

Hospitality organisations either needs to reduce the hours of their employees or introduce schemes to reward or repay those working longer hours. There is a common conception of the hospitality industry demanding long hours but offering little in return. The industry does not offer overtime to their workers and could possibly look at other options such as additional holidays for those working unsociable or long hours. There is a clear perception of the industry expecting and taking large amounts of individual time without offering any additional remuneration than the base rate. 

Employees need a longer period of time between when they are being told their shifts and when their shifts are. 


	The Working Hours.

Sub themes

The hours

Scheduling

	“The industry doesn’t allow for people with families” A

“If I had kids, I wouldn’t wish to be in the industry. You miss out on way too much” B

“A work life balance needs to be achieved, employees need to be able to see and spend time with their families and not be constantly tied to a workplace while missing out on family events and time” D 

“The practicalities in childcare arrangement are impossible and the actual time you can spend with your family is not enough.” E

“You miss out on holidays, evenings, weekends, school events and life events through having to be in work” E 

“It is almost like ships passing in the night, when they leave for school, you are still in bed due to working late the night before. Then when they are returning, you are leaving for work” E

“Whilst working within hospitality, there are often constraints on holidays and when you are allowed to take them. With having a family, I want to take the same time off as my kids. In hospitality this is in most cases both frowned upon and not allowed. This needs to change” E 

“The amount of time you can spend with your family is restricted much further than other industries and you are limited in the family events you can attend” F

“The industry has the potential and facilities to offer flexibility to alter shift patterns to suit the personal needs of individuals” F 

“The unsociable nature of the hours were a huge issue for myself in leaving the industry. Having friends in other industries, all off at the same time, meant I wasn’t able to socialise when they were all together” F

“It is very difficult to support a family whilst working within hospitality. The money does not match the pay. You must spend so much more time to make the required money” G 

“Having or wanting kids makes it very difficult to commit to the levels of hours and type of hours needed” G

“The cost of childcare makes it impossible to work the level of hours needed. The timing of hours is also when childcare is least available and most expensive” G 

“The industry fails in offering any form of childcare schemes or facilities” G

“The industry demands people to sacrifice their own personal lives and family time to work in the industry” H 

“Hospitality needs to offer support to families to ensure its possible to care for their families. The industry needs to make sure there is childcare available during all of the working hours” H

“Systems are needed to ensure holidays could be taken off, so that not every school break is spent working” I

“The lack of childcare facilities covering the unsociable hours would make having a family in the industry impossible” I

“As someone who has had kids whilst working in hospitality, it is quite difficult. It is difficult to strike a balance. If you take too much time off for your family, you feel guilty to your co-workers and organisation. Work too much and you feel guilty to your family” J 

“The industry makes it difficult to care and maintain a family, the time expectations, sacrifices, commitments and implications are too great to both meet the needs of your job and family” J
	Maintaining an equilibrium between meeting the demands of working in hospitality and spending time with your family is simply unattainable. Working in hospitality means the time individuals are able to spend with loved is so little, that they are simply choosing to leave. 

The hours expected of individuals simply makes it unviable to have a family of their own. Hours are too long and the expectation to work weekends and evenings means the time spent with family is restricted to the barest minimum.

The hospitality industry is lacking in any form of childcare support. In terms of childcare there are multiple issues. The cost of childcare for example is too great in comparison to the wages on offer. The point of time when childcare is needed is when it is least available and most expensive. Unlike other industries, hospitality does not offer any form of childcare scheme. Many other industries offer schemes to aid the cost or even have their own onsite childcare facilities. 

The hospitality demands sacrifices which individuals are no longer willing to make. People are no longer accepting of missing out on what they consider important in their lives. People do not want to be missing out on spending time with their families and children due to their employment. 

Employees are expected to miss out on too much. If family events, occasions, school holidays and generally big family occasions are all missed due to the demands of the hospitality industry. 

There is no longer an acceptance for employees to simply miss out on spending time with their families. In other industries it is seen as much easier or common to spend time with family, have a family and attend family events. There are also initiatives in place to support these personal ambitions such as the childcare initiatives. 

The industry must look at their management of people to ensure they can both take the time off to spend with their families and afford to look after their families. 

The industry unlike others take no responsibility in ensuring childcare or subsidising childcare for their employees. 
	Family limitations and difficulties 

	“It was the worst job that I ever had, primarily down to the treatment from owners and managers of the pub” A

“It is the least attractive industry due to the quality of owners and managers” A 

“Managers need to be more understanding” A

“More people would be inclined to work in the sector if the level of management was higher” C

“Management apprenticeships are key, there are too many managers being promoted with no training” C

“People are often placed into management positions just so that there is someone there, instead of someone capable being available” D

“People are ending up in management roles which they don’t have the necessary skills, qualifications or experience for” D

“Individuals who can work on a bar with no training are being placed in charge of managing teams and people which they are unable to do” D

“From experience, staff work and want to work with good leadership, strong leaders and managers are essential to staff attraction and retention” D

“It needs to come from the top down, Owners need to look at their business. Owners and managers need to either appoint managers adequate for their roles or ensure they themselves are competent to actually complete their roles” D

“Within the industry, managers are often being hired based off of their ability to work on a bar instead of manage a business. Bar work and management are two completely different skill sets” E

“Managers being trained in what they are doing, is only going to lead to higher quality managers. Which the industry desperately needs” E

“The industry often promote staff to management positions through necessity of finding no one else or for them being good at their basic jobs. However, this is leading to weak managers. People who can serve on a bar can not necessarily manage a team” F

“Managers are being promoted or hired not based on their managerial skills and leadership qualities” F

“There is a lack of managers with relevant qualifications” F

“The industry needs to ensure their selection of managers improve, looking for qualifications” F

“The overall issues of the industry stems from the management” F

“Managers simply haven’t the skills, knowledge, understanding or abilities from a business perspective to manage and lead” F

“Organisations with the higher quality mangers, were the best to work for. They kept more staff than those with weaker managers” F 

“Staff in other industries wouldn’t be promoted with no training” F

“Managers need to show more support to their employees” G 

“Faults and choices made by the management of hospitality organisations are causing staff to leave” G 

“The level of management in hospitality needs to improve, the industry must stop promoting employees who aren’t right for the role, better managers would cause less staff to leave” H

“Hospitality needs to stop putting managers into positions they are not qualified for” H

“The strategic choices made by the managers are generating a workplace which people do not want to operate within” H

“Managers are often appointed not based on their management ability, many managers do not have the require abilities and know how to run a business or team. Within hospitality it is often an idea that someone who can work a bar will make a good leader. This I have seen can often fail” I 

“Hospitality overall are trying the best in a very difficult situation. Their role is extremely difficult with the current situation not helping. However, there is an issue with their performance. The performance of managers within the industry needs to improve” J 

	
The overall quality of management staff needs to improve to a higher level, managers need to possess of a higher level of skills, knowledge and abilities in management rather than industry specific skills. A higher level of general business management, people management and leadership skills are required. 

There is a clear issue in staff becoming promoted based off of necessity and no other option instead of being able to attract and obtain a high-level candidate, trained and experienced in management. 

The process of promoting senior or general staff into management position needs to become more refined. The process needs to become more supportive and provide more guidance to the individuals to enable higher quality management. 

The recruitment, selection and training of management within the hospitality industry needs improving. 

The management or poor level of management is overall responsible for the staffing crisis within the hospitality industry. 

By improving the quality and effectiveness of managers, more people will both join and stay within the industry. 

Owners and management are seen as the cause of all issues within organisations. They have the control and make the decisions. They set the culture, values and decide how the staff are treated. They are the ones who decide how they treat their staff. Poor management set or create the issues within the industry. 
	Inadequate management

	“Organisations fail to offer sufficient training to individuals” B

“Offering training to staff leads to a better or higher quality industry making it more attractive. It also makes the actual jobs more attractive in showing people the chance of progressing” B  

“If organisations were offering management training, the careers become a lot more attractive” B

“Unlike alternative industries there are no clear career paths and progression” C

“Offering more or better training would incentivise more people to work in the sector” C 

“The industry fails to offer apprenticeships especially in management areas” C

“Management apprenticeships are key, there is no formal management training” C

“More formal training needs to be put in place to encourage skilled individuals to work in the industry” C 

“The industry needs to offer more apprenticeships focussed on training employees” C

“Businesses need to increase in their investment and provision of staff training” D

“Proper training and career progression would make the hospitality a much more attractive industry for potential employees” D

“The industry could look to introduce mandatory spending in employee investment” D

“Hospitality businesses do not offer courses like in other industries. They instead look to shortcut their training. There are courses in the key activities such as customer service, but the industry refuses to use them. Looking to lower the costs and investment through keeping it very informal and in some cases non-existent” E

“There are good quality management courses and training available in hospitality, but the businesses are unwilling to back individuals to undertake these courses and train their staff” E

“Other industries are more attractive as they offer the potential and training to grow, progress and learn” F

“Higher trained staff mean better decisions are made and staff are managed better. It makes the industry more attractive. Managers and staff are equipped with the needed skills to complete their roles. When issues arise, they are dealt with to a higher standard” F 

“Through the poor or missing training being offered to staff, the industry is lacking innovation and creativity to manage these issues” F 

“Employees desire self-progression and development. Other industries are more attractive in offering and making sure employees are progressing and upskilling” F

“The process of staff training needs to be managed better. In promotion and career advancement, more support and guidance is needed” G

“There is a reliance on informal training within hospitality. Many people desire recognised qualifications with its higher quality” H 
	
The chosen methods of training within hospitality is seen to be proving ineffective in its purpose with many arguing the case for the adoption of more formal training approaches. The typical informal training being seen within hospitality is being argued as ineffective. 

There is also a lack of or neglect of training being offered to employees within hospitality organisations. Employees are being placed into positions without the adequate training. Either no training, little training or the training being offered is not of a high enough standard to prove effective in its purpose. Organisations are either failing to offer their staff training in any form or the training they are offering is not of a high enough standard to be considered effective. 

There is a clear argument for the whole process of training and bettering staff within hospitality needing improvement. 

Through the poor training of employees and managers within the hospitality industry, the overall quality of the industry is suffering. The industry is suffering through untrained staff performing poorly in their roles. Individuals are leaving through ineffective training failing to ensure they can operate within their roles successfully. 

Through effective training or altering the approach to training, hospitality could develop a much higher standard of managers. Through ensuring their managers receive the adequate training they require, their overall ability would improve. Management could complete courses training them in business management. Through higher quality and selection of training, the industry could improve one of their issues at fault for the staffing crisis. 

Through offering better training and self-progression to employees, the industry becomes much more attractive. Self-development, progression and individuals bettering themselves is clearly desired. 

The industry needs to make improvements in the training they are offering, the type of training, the methods, frequency, quality and overall effectiveness.
 
Within other industries employees are offered courses and qualifications in order to progress their own personal development. They can obtain qualification and better their skills. Hospitality currently fails in this area.  
	Career progression and self-development.

	“Everything after Covid has pretty much gone back to normal, but the problem is still there” A 

“The overall responsibility of the staffing crisis can’t be assigned to the external events happening outside of the industry. What the industry offers and does to staff is the clear issue.” B

“Staff were only able to realise what they were missing out on or able to do, like have evenings off through Covid. Covid didn’t cause issues but almost made people realise the issues” B

“External events have exposed several underlying issues but not been the cause” C

“The external events in Brexit have only removed the people or changed the people that have been covering for the issues” C

“External events highlighted a lot of already present issues. For example, Covid only made people aware of the issues within hospitality” D

“The stereotypes of hospitality careers in being demanding, not a proper job or for unskilled workers, are all proven true by being present and caused by how poor the industry is performing” D   

“In many ways, the different external events have benefitted the hospitality industry. Making the industry change and realise their issues. Developing the industry to meet the new expectances” D

“The pandemic only made us realise the key issues at fault for the hospitality crisis” E

“Covid only made me realise the key issues and what I was missing out on” F

“Why work in the industry where it is known for so many failings. The industry and organisations are renowned for treating staff poorly, impacting employees and generally performing poorly. It’s not only one organisation either.” H 

“People only realised what issues were in the businesses during the recent external events. They only realised how bad the industry is, the issue were already there” I 

“The overall issues of the hospitality has been self-created. It can only get better by the industry improving” J  
	Events external to the industry such as Covid have highlighted certain issues in the industry and made people realise these issues, however, the events are not the root cause for the issues actually occurring.  

The justification for why the staffing crisis is occurring and how it can be resolved is not aligned to the external events.  

The external events made employees realise the faults present within hospitality. 
The external events open the eyes of employees to the typical standard procedures of other industries which those in hospitality were unable to experience. 

Through external events it is apparent that no new factors have been created to cause employees to leave the industry or not to join. The events instead provided the opportunity for employees to experience what life is like outside of hospitality (Covid)  or removed the workforce willing to operate with these issues due to the financial benefits they can’t access elsewhere (Brexit). 
	Internal failings rather than external issues

	“The pay isn’t great considering the time/hours you put in for the work” B

“The pay needs to improve massively, the current levels make it very difficult to afford to live” B

“If they pay can’t be improved then the industry must change their expectations to match what they are demanding” B

“The financial situation simply isn’t good enough” B

“The hospitality industry is relatively low paying” C

“Predominantly the too low a pay is the main reason for the industry being unattractive” C

“Working on a hospitality wage means that I wouldn’t be able to afford to live” C

“People deserve better pay for the long, unsociable and demanding hours they do” C

“The pay of the industry often represents the perspective of many as unskilled workers instead of the actual work being completed” D

“The minimum wage is no longer enough, hospitality organisations should look to pay the living wage to their employees, like in other industries” D

“The low levels of pay means that whilst taking the cost of childcare into consideration, I wouldn’t make any income from hospitality” E 

“You are expected to work long hours doing extremely difficult and tiring work for little in terms of pay” E

“What you give is a lot less than what you get back or deserve” E 

“I was often paid a lower rate, due to my age. Which in other industries isn’t the case.” F

“Even as a senior member of staff, my wage was much lower than that of basic workers in other industries.” F

“The industry needs to look at paying the living wage initiative instead of the minimum wage” H

“The pay on offer simply isn’t enough. What organisations are paying does not represent the work, effort and time you have to give. If I were to give the same to a different type of job, the pay would be a lot higher” H

“Personally the wage I received in the industry when I left was quite good. However, I did have to invest a great deal of time and effort into securing this wage. When I entered the industry, the wage was extremely poor. For anyone starting off, the typical wage is very low" J  

“The hours in hospitality are not guaranteed, this is very stressful for someone who is reliant on the income to survive” A

“The fluctuation in hours and lack of certainty pushes people towards different jobs. The low pay and differing hours worries a lot of people” B 

“Financial stability is essential and craved by most people, the zero hour contracts in hospitality do not provide the appropriate or right level of stability and security” C

“The industry needs to remove all zero-hour contracts” C

“The lack of financial stability is not very lucrative” C 

“The seasonality of the job can often lead to fluctuations in pay and hours making it difficult to financially plan and predict” D

“The style of employment is a huge issue within the industry, zero-hour contracts need to end.” D

“You can see why people are caution or unwilling to apply for jobs with little financial stability with the risk of closure” D

“Permanent contracts are needed to provide security to hospitality workers. Guarantees such as hours, pay and their actual employment is a must to attract and retain staff” D

“Low pay and zero hour contracts would cause worry and anxiety with regards to financial security. It would have a detrimental impact on obtaining mortgages or loans” E 

“There is a clear concern with many organisations closing, if organisations close, all income is lost” F 

“Not knowing a basic income from one week to another would be extremely worrying” F

“The fluctuations in income levels made it simply impossible to plan, predict, make life decisions or access financial resources” F 

“The uncertainty within the industry with businesses closing is people to be anxious and worry. Places are closing and people are losing their jobs” G

“With other industries offering full time, secured contracts it takes away the stress from their employees. Their employees know their income levels” G

“Working in an industry where a lot of organisations are closing is very worrying, you are constantly having to worry if who your working for where be forced into closure and you’ll lose your income source” H

“Zero-hour contracts should be banned from the industry, the anxiety it can place on employees is unnecessary and unethical” H 

“It is not right to prevent people from being able to get mortgages or simply know how much income they can expect to achieve on a weekly basis” H

“The low pay not only makes it difficult to plan, but also to be able to afford things which you can enjoy” I 

“With the cost of living rising, there is a clear issue with many pubs, restaurants and cafes closing. With every closure losing jobs. People lose their income and are forced to look elsewhere for their income” J 

“The typical contracts within hospitality prevent or stop people from feeling secure with their income. People are constantly having to think how much money they are going to have from one week to another” J


	The pay being offered within the hospitality industry does not reflect the employee’s perception of the worth of work being completed. 

The pay is currently being perceived as far too low for the required levels of dedication, work, effort and sacrifice which is expected within the industry. 

The pay is being highlighted as one of the major if not the major issue in preventing employees from remaining or joining the industry. The current level of pay means employees are choosing other roles, industries and careers. 

The industry typically works on what is the minimum wage. The industry looks again to meet the lowest expectation or requirement to their staff instead of potentially going further. Instead of looking to reward or meet the argued justified higher wages for their employees through initiatives such as the living wage, the hospitality industry again looks at honouring the lowest level possible.  

Staff in other industries operating at similar levels can access higher wages. Through choosing different industries, employees can increase their income and disposable income. 

The pay of hospitality organisations fail to allow their workers to successfully live. It is highlighted how the wage fails to provide a high enough income for their employees.

The current employment format within the hospitality industry offers little in security to their employees. Through zero hour contract or contracts with extremely low hours, employees are unsure of the expected income they will be receiving or the hours they will be working on a weekly basis. The industry causes anxiety in fluctuating the hours and income of their employees. 

It is impossible for hospitality workers to plan, predict or budget their own personal finances due to the amount on a weekly basis varying so dramatically. The industry offers little in terms of set hours and as of this people are unaware of what potential income they could be obtaining. 

It is very difficult for hospitality employees to secure mortgages or reliable financial loans as their typical income differs continually. It is difficult for individuals to provide guarantees when they incomes levels can drop so dramatically. The industry prevents their staff from obtaining financial resources through their employment format. 

There is also great worry over the future of the industry. Many individuals are no worried with the closures in the industry. Organisations closing leaves employees with no job and no income. Employees are worrying that their income streams could simply be cut off. 

Employees within the industry want financial security. Employees want to know how much they can expect in terms of income. They want security on the level of income they can expect from one week to another. 

Employees want set hours, stability, and the ability to apply and obtain financial resources. Employees want like in other industries to be able to obtain mortgages and not be prevented based upon the industry they work within. 

The industry through their low pay, differing hours and uncertainty of future make their employees unsure of their financial future. Employees are constantly having to monitor their income levels to ensure they can run the risk of their hours reducing from one week to another week.
	Financial Issues

Sub Themes
  
Low Pay  

Fluctuating Hours  

Closures  
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