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1. Executive Summary

This report urgently addresses the pressing and critical issue of staff shortages in the hospitality industry. This challenge, exacerbated by global events such as the COVID-19 pandemic and socio-economic shifts, demands immediate attention. The labour-intensive hospitality sector, which heavily relies on a skilled and consistent workforce to maintain service quality, guest satisfaction, and operational efficiency, is currently facing a crisis. Rising staff costs, high turnover rates, and limited access to skilled workers have resulted in a shortage of qualified staff across various roles, including front-of-house, kitchen staff, and housekeeping.
The report will delve into the root causes of these shortages, such as changing employee expectations, the demanding nature of hospitality jobs, and competition from other industries. It will also highlight the profound and immediate impact on business performance, including operational disruptions, reduced service standards, and financial strain. Moreover, it will discuss strategies to mitigate these issues, including adopting technology, enhanced employee engagement, and improved working conditions.
Recent studies highlight the importance of addressing staff shortages to ensure the industry's sustainability. For instance, Hussain, S., Xuetong, W., & Hussain, T. (2020) stress that an inability to retain skilled labour threatens service quality and long-term profitability (Hussain, 2020). Other scholars argue that investing in human capital, flexible work arrangements and digital transformation can relieve pressures and provide long-term solutions to staffing challenges (Marina Dabić, 2023).
This report provides invaluable insights into current trends, challenges, and actionable strategies to address staff shortages. It offers a roadmap for businesses to enhance workforce stability and remain competitive in a rapidly evolving market. By implementing these strategies, companies can overcome current challenges and thrive in the future.


2. [bookmark: _Toc181740858]Introduction

The hospitality industry is known for its reliance on a large and diverse workforce, where the quality of guest services directly depends on the availability and competence of staff. However, in recent years, the sector has faced significant challenges in recruiting and retaining employees, aggravated by the COVID-19 pandemic (Bingjie Liu-Lastres, 2023). Marriott Hotel Cardiff, where I completed my placement, is a prime example of a business grappling with these industry-wide issues. During my time there, I observed firsthand how staff shortages disrupted operations, leading to increased pressure on existing employees, longer service times, and a potential decline in service quality.
Staff shortages in the hospitality sector are not localised issues but global phenomena. It stems from several factors, including the industry's traditionally high turnover rates, the demanding nature of hospitality jobs, and increased competition from other sectors offering more attractive working conditions. According to a study by Yan Naing Myo, Gamal S. A. Khalifa b (2019), labour shortages in hospitality can significantly impact customer satisfaction and brand loyalty as businesses struggle to maintain the level of service expected by their clientele (Yan Naing Myo, 2019).
This report will answer the following question: What factors contribute to staff shortages in the hospitality industry, particularly at Marriott Hotel Cardiff?
How do staff shortages impact operational efficiency and guest satisfaction in Marriott Hotel Cardiff and similar hospitality businesses?
What are the broader implications of these shortages on employee morale, service quality, and brand loyalty in the hospitality sector?
What strategies can Marriott Hotel Cardiff and other hospitality businesses implement to address staff shortages and improve employee retention?
We will also discuss the factors relating to staff shortages at Marriott Hotel Cardiff and the broader hospitality industry. It will analyse the implications of these shortages on operational efficiency and guest satisfaction, drawing on both my placement experiences and relevant literature. Additionally, the report will explore potential solutions, including technological innovations, employee development programs, and improvements in working conditions, as suggested by recent studies  (Baum, 2020). This report uses these strategies to provide actionable insights into how businesses like Marriott Hotel Cardiff can address staff shortages and ensure sustainable operations in a competitive market.




















3. [bookmark: _Toc181740859]Literature Review: Staff Shortages in the Hospitality Industry

The hospitality sector has long been concerned about staff shortages impacting customer service, employee happiness, and corporate performance. Numerous studies have examined the underlying causes, effects, and potential remedies for this sector's workforce shortage crisis over the previous 20 years. The COVID-19 epidemic has intensified these difficulties by causing unparalleled disruptions and drawing attention to pre-existing weaknesses in the labour force. With an emphasis on essential topics like the nature of hospitality work, the dynamics of the labour market, employee retention, and organisational tactics for dealing with staff shortages, this literature review critically analyses the corpus of scholarly work that has already been written on the topic (Johanna Innerhofer, 2024).

[bookmark: _Toc181740860]3.1 Nature of Hospitality Work

One of the fundamental challenges facing the hospitality sector is the inherent nature of the work itself, which is often characterised as demanding, stressful, and underpaid. Hospitality jobs typically require long hours, with irregular and unsociable shift patterns, making it difficult for employers to attract and retain staff (Baum, 2020). Jobs in this sector often offer limited career progression opportunities, contributing to high turnover rates. According to Hsieh, YC.& Sönmez, S.J(2016), the repetitive and physically demanding nature of many hospitality roles, such as housekeeping and food service, further compounds these issues (Hsieh, 2016). 
A vital aspect of the staffing crisis is related to the industry's perception as a low-skilled sector, often filled by temporary or seasonal workers. Baum (2015) argued that hospitality work is stigmatised as being transitory, offering limited long-term career prospects, which makes it less attractive to younger generations (Baum, 2020). Most hospitality sector jobs do not require a university degree or formal qualifications, further reinforcing that hospitality is not a “career of choice.” This perception leads to a lack of interest in the industry from highly skilled workers, driving a cycle of underemployment and labour shortages (Scottish-governmen, 2019).

3.2 [bookmark: _Toc181740861] Labour Market Dynamics and External Factors affecting staff shortage in hospitality 

Global labour market dynamics and external factors contribute to intensifying staffing challenges in the hospitality industry, including High Employee Turnover. Hospitality has high turnover rates due to job demands, long hours, and seasonal nature. Many workers leave for roles with better pay, work-life balance, or career growth opportunities. Also, the Hospitality industry requires Skills. As the industry evolves, there is a growing need for employees skilled in technology, customer service, and language skills. Finding individuals with these competencies can be challenging, especially when other sectors offer more competitive wages (Albattat, 2014). Because it is a complex work organisation, it always attracts the right workers. The hospitality industry is often seen as demanding with limited career progression, making it hard to attract young talent or retain qualified staff. This perception, combined with a strong desire for flexible hours and remote work options among younger workers, makes recruitment even more challenging. In addition, experienced employees are essential for delivering high-quality service. However, many leave due to physical demands, mental stress, or limited advancement opportunities, increasing the shortage of skilled workers (Adebayo, 2023).
Another factor is that a low economy and inflation are forcing hotels to save money from the employee budget; therefore, they look for temporary workers to cover high seasons only or peak times. These methods make it hard to maintain a steady, well-trained workforce and can lead to a constant cycle of recruitment and training. Finally, other sectors, such as retail and tech, are also experiencing labour shortages, and the competition for workers is fierce. This competition drives up wage expectations and forces hospitality businesses to offer more incentives to attract employees. Addressing these challenges requires the industry to reconsider its approach to employment by enhancing job appeal, improving wages, offering career advancement pathways, and providing a better work environment for recruitment and retention (Scottish-governmen, 2019).

3.2.1Economic Factors affected staff shortage in hospitality 
Economic conditions, particularly in developed countries, significantly influence the availability of labour in the hospitality industry. In periods of low unemployment, workers have more choices and often opt for higher-paying jobs with better working conditions in other sectors, such as retail or healthcare. This phenomenon was most noticeable in the United Kingdom. Post-Brexit, where a reduced pool of migrant labour, previously essential to the hospitality industry, led to a sharp increase in labour shortages (Anu Madgavkar, 2024). The COVID-19 pandemic further disrupted the labour market, as many workers left the industry due to widespread closures and job insecurity. A study by Connor M. Chapman, DeMond Shondell Miller, Geremy Salley found that the pandemic led to a mass exodus of experienced hospitality workers, many of whom found employment in more stable and flexible sectors, such as logistics and delivery services. This left the industry with a significant skills gap as businesses reopened but could not rehire experienced staff (Connor M. Chapman, 2021).

3.2.3 Technological Disruption Affected hospitality staff

Technological advancements have also impacted labour dynamics within hospitality. While digital transformation has streamlined many operations, such as online booking systems, automated check-ins, and mobile payments, it has also shifted the nature of the workforce (Davenport, 2016). Automation and artificial intelligence (AI) technologies, such as AI chat Software for guest orders and using robots for room service delivery, are increasingly used in customer service roles. However, while these innovations offer some relief from staff shortages, they also require a tech-savvy workforce capable of working alongside these new tools (Mike Brewer, 2020).
Acemoglu, D. and Restrepo suggest that technological disruption can exacerbate labour shortages by changing the industry's required skill sets (Acemoglu, 2019). Employees highly proficient in traditional hospitality roles may be displaced by automation, while employers struggle to find staff with the necessary digital skills.

[bookmark: _Toc181740862]3.3 Employee Retention and Job Satisfaction

Employee retention has emerged as one of the most significant challenges for hospitality employers, with turnover rates often exceeding those of other industries. A survey found that hospitality turnover rates in the UK hovered around 30%, significantly higher than the national average of 15% across all sectors (cipd, 2024).

[bookmark: _Toc181740863]3.3.1Job Satisfaction and Working Conditions

The high turnover rates in the hospitality industry are closely linked to job satisfaction issues. Many studies have found that working conditions in hospitality—such as low wages, irregular hours, and the physical demands of the job—are critical factors in employees’ decisions to leave the industry. Mansour and Tremblay (2018) argue that work-life balance is particularly challenging in hospitality, with many workers experiencing burnout due to long hours and the pressure of customer-facing roles (Mansour, 2018).
Research by Karatepe (2013) highlights the importance of emotional labour in hospitality jobs, where employees are expected to manage their emotions to maintain a high level of customer service. This emotional strain can lead to stress and fatigue, particularly when workers feel undervalued or unsupported by management (Karatepe, 2013). According to Lee and Madera (2019), one of the critical drivers of turnover in the hospitality sector is the lack of employee engagement and recognition from employers (Lee, 2019).


[bookmark: _Toc181740864]3.3.2 Retention Strategies

Many organisations have implemented various retention strategies to combat high turnover rates and improve employee engagement, satisfaction, and loyalty. These strategies include providing clear career pathways, offering competitive salaries, and investing in employee development. Ladkin and Buhalis (2021) emphasise the importance of human capital investment in the hospitality industry, noting that businesses prioritising employee training and development are likelier to retain skilled workers. One example of an organisation successfully addressing employee retention is the Marriott International hotel chain (Ladkin, 2023). Marriott has implemented several initiatives to improve employee satisfaction, including comprehensive training programs, opportunities for career advancement, and a focus on work-life balance (serve360.marriott, 2021). These strategies have helped Marriott maintain lower turnover rates than the industry average, even during times of crisis such as the COVID-19 pandemic.

[bookmark: _Toc181740865]3.4 Organisational Strategies for Addressing Staff Shortages

Addressing staff shortages in the hospitality industry requires a multi-faceted approach that includes short-term and long-term strategies. The literature points to several key strategies that have effectively mitigated the impact of labour shortages.

3.4.1 [bookmark: _Toc181740866]Recruitment and Talent Development
Many scholars argue that recruitment and talent development should be a central focus for hospitality organisations. Businesses need to adopt more innovative recruitment strategies, such as targeted marketing campaigns to attract younger workers, partnerships with educational institutions, and the use of social media to engage potential candidates (Chittimineni, 2024). Developing apprenticeship programs and partnerships with hospitality schools will increase the number of qualified workers entering the industry.

[bookmark: _Toc181740867]3.4.2 Technological Solutions
As discussed earlier, technology can be critical in addressing labour shortages by automating routine tasks and enhancing operational efficiency. However, Brewer (2020) warns that technology should not be viewed as a replacement for human labour but rather as a tool to augment the workforce. For example, AI-driven solutions can help reduce the number of jobs for the employee and let them focus on higher-value tasks that require human interaction (Mike Brewer, 2020).

3.5 Employee-Centric Policies

Employee-centric policies, such as flexible working arrangements, competitive wages, and improved working conditions, are essential for persuading young people to apply for and retain the job. Srivastava, M., highlights the value of flexible work arrangements to meet the various demands of the contemporary workforce, particularly as more workers place a higher value on work-life balance than on typical 9–5 jobs (Srivastava, 2011). To add on, providing employees with more benefits such as free meals, uniforms and wellness programs can reduce staff turnover and make them happy at work








[bookmark: _Toc181740868]3.6 Literature Review Conclusion

The literature on staff shortages in the hospitality industry reveals the multifaceted nature of this ongoing issue. Key factors contributing to these shortages include labour market volatility, seasonal fluctuations in demand, high turnover rates, and challenges with employee retention. Studies emphasise the need for enhanced working conditions, competitive compensation, and opportunities for career advancement to attract and retain skilled workers. Technological advancements and the post-pandemic landscape have also reshaped workforce expectations, calling for adaptive and innovative approaches within organisations.
While current research provides valuable insights into individual factors affecting labour shortages, a more holistic understanding is needed to develop effective strategies that integrate employee well-being, operational demands, and technological solutions. This points to a critical research gap: understanding how comprehensive, employee-centric strategies can address staffing shortages and find the required needs of workers and organisations in today’s hospitality industry. This naturally introduces the following research question:
What integrated strategies can hospitality organisations implement to address staff shortages by enhancing employee satisfaction, operational efficiency, and resilience in a rapidly changing labour market? This question aims to fill the identified research gap by exploring solutions that sustainably and adaptably consider employee needs and organisational demands.







4. [bookmark: _Toc181740869]Methodology Addressing Staff Shortages in Hospitality

This study investigates the causes, impacts, and potential solutions to address staff shortages in the hospitality industry. The methodology outlines the approach, participants, data collection and analysis methods, and other critical aspects of the research process. This methodology examines workforce shortages in the hospitality sector, the difficulties they provide, and the tactics used by businesses dealing with these problems (Sandiford, 2006). This method effectively investigates intricate phenomena in their actual environments, allowing for a thorough examination of the variables affecting staffing dynamics in hospitality situations. Several hospitality organisations that have recently faced staff shortages are the subject of the research. The study intends to investigate differences in the variables causing staffing shortages, the effects of these shortages on operations, and the tactics businesses use to recruit and retain employees by choosing a variety of scenarios, including hotels, restaurants, and resorts. This design makes a sophisticated comprehension of the intricate relationship between organisational procedures and external market situations more accessible.
4.1  Participants: The report will involve critical stakeholders within the selected organisations, including Managers and Human Resources Personnel. These individuals will provide insights into organisational policies, recruitment strategies, and retention efforts. Frontline Employees' experiences will shed light on the realities of working in the hospitality industry, including job satisfaction, reasons for leaving, and perceptions of workplace conditions. The study aims to capture multiple perspectives on staffing challenges by including diverse participants.

4.2  Data Collection A multi-faceted approach to data collection will be employed, using three primary methods to ensure comprehensive insights: Interviews To gather in-depth qualitative data, managers, HR personnel, and employees will be interviewed semi-structured. These interviews will focus on individual experiences, perceptions of staffing challenges, and effective management strategies. Each interview will be approximately 30–60 minutes long, recorded with the participant's consent, and transcribed for analysis. Surveys will collect and distribute the essential data to a larger sample of employees and management within the selected organisations. The surveys will include a mix of Likert-scale questions and multiple-choice items focused on critical themes such as job satisfaction, turnover intentions, reasons for leaving, and perceptions of organisational support. This data will provide a broader context for the interview's qualitative findings.

4.3  Document Analysis 
The study will review relevant organisational documents, such as recruitment materials, employee handbooks, and retention policies. This analysis will help contextualise the qualitative and quantitative data, revealing how organisational practices align with or diverge from industry standards and employee expectations.

4.4 Data Analysis Qualitative Analysis

Interview transcripts will be analysed using thematic analysis to identify common themes and insights regarding the causes and effects of staff shortages and retention strategies that have been effective. On the other hand, Quantitative Analysis Survey data will be processed using statistical software to derive descriptive statistics and identify correlations between variables such as job satisfaction and turnover rates. Integrating both data types will allow for a richer understanding of the issues.

4.5 Limitations
 This study acknowledges certain limitations, including the potential for bias in self-reported data and the limited generalizability of findings due to the focus on a small number of cases. Additionally, the dynamic nature of the hospitality industry may mean that findings could quickly become outdated, necessitating ongoing research in this area.

5 [bookmark: _Toc181740870]Case Study Discussion: Marriott Hotel Cardiff
5.1 [bookmark: _Toc181740871] Overview of Marriott International and the Cardiff Hotel

With over 7,000 worldwide hotels, Marriott International is one of the world's biggest and most well-known hotel groups. With its roots going back to 1927, Marriott has established a global presence that caters to different market segments through various brands, including JW Marriott, The Ritz-Carlton, Westin, Sheraton, and more. Marriott's hotels offer a broad spectrum of services, from luxury accommodations to budget-friendly lodging, making it a key player in the hospitality sector. Marriott Hotel Cardiff, part of this extensive network, is situated in the capital of Wales, a city known for its historical landmarks, such as Cardiff Castle and the Principality Stadium, as well as its growing commercial and cultural significance. Cardiff’s strategic location as a vibrant city and its mix of business and leisure visitors make it an ideal site for a Marriott hotel. The hotel is well-known for its luxurious amenities and high-quality service provided to guests, including international tourists, business travellers, and attendees of local events (marriott, 2024).

5.2 [bookmark: _Toc181740872] Geographic and Cultural Context

Cardiff is the Capital of Wales, the country's political and economic hub. Its central location in South Wales makes it a convenient destination for domestic and international tourists. The city has grown significantly in recent decades, transforming into a cosmopolitan area with diverse cultural attractions, such as the Millennium Centre, a major performing arts venue, and St David’s Shopping Centre, one of the largest retail complexes in the UK. Cardiff also has a rich sporting culture, with its Principality Stadium hosting major rugby and football matches, drawing visitors from across the globe. Marriott Hotel Cardiff is ideally positioned in the city centre to attract various customers. Its proximity to major transportation hubs like Cardiff Central Railway Station and Cardiff Airport makes it accessible to international and local visitors. The cultural context of Cardiff plays a significant role in shaping the hotel's guest profile, with a steady influx of visitors attending cultural festivals, sports events, and business conferences. The city’s multicultural atmosphere is also reflected in the hotel’s services, which cater to a broad demographic, including local guests and international tourists (Hawlfraint y Goron, Welsh Government , 2024).

5.3 [bookmark: _Toc181740873] Descriptive Information for Marriott Hotel Cardiff
[bookmark: _Toc181740874]5.3.1Turnover and Staffing

Marriott Hotel Cardiff is part of Marriott International's global workforce of over 133,000 employees. The hotel typically sees high turnover, a characteristic not uncommon in the hospitality industry, especially post-pandemic. The COVID-19 pandemic led to increased staff shortages and turnover, exacerbated by Brexit, reducing the number of available workers from the European Union. Marriott Cardiff has faced staffing challenges like those experienced in the hospitality sector, with the struggle to attract and retain skilled workers particularly pronounced. Regarding financial performance, Marriott International reported global revenues of over $13.86 billion in 2022, recovering from the substantial drop during the pandemic. The Cardiff branch, benefiting from a strong return of tourism and local events, has seen steady growth, though staffing shortages remain a concern. As a prominent hotel in the city centre, Marriott Cardiff employs a mix of full-time, part-time, and seasonal staff to meet the varying demands throughout the year. The hotel’s recruitment strategy includes partnerships with local hospitality schools and participation in job fairs to fill roles in critical departments such as housekeeping, food and beverage, and guest services (Paige McGlauflin, 2024).





5.4 [bookmark: _Toc181740875] SWOT Analysis of Marriott Hotel Cardiff

A SWOT analysis provides a framework for understanding Marriott Hotel Cardiff's strengths, weaknesses, opportunities, and threats in the competitive hospitality landscape.
Strengths: 
Brand Reputation: Marriott’s international reputation for luxury and service excellence gives it a competitive edge in Cardiff's hospitality market. Also, the Location provides the hotel benefits from proximity to key tourist attractions and business districts, ensuring a steady stream of guests. Marriott’s Introduce Loyalty Program: Bonvoy's loyalty program enhances customer retention by offering rewards and discounts and encouraging repeat business from leisure and corporate clients (Parker, 2024).
Weaknesses:
Staffing Challenges: As mentioned, the hotel faces significant staffing shortages, which affects service quality, especially during peak seasons. High turnover and a lack of experienced employees can lead to operational inefficiencies. Also, High Operational Costs: Marriott Cardiff's luxury positioning means higher operational expenses, from premium amenities to staff wages, which may limit its price competitiveness in a cost-sensitive market (Parker, 2024).
Opportunities:
Technological Integration: Technology, such as automated check-ins, mobile app-based services, and AI-driven customer service tools, can help mitigate staffing issues and enhance the guest experience. And Sustainable Tourism Initiatives: There is a growing demand for eco-friendly accommodations. Marriott Cardiff can capitalise on this by implementing and promoting sustainable water conservation and waste reduction (Parker, 2024).
Threats:
Competitive Market: Cardiff’s hospitality sector is increasingly competitive, with the rise of boutique hotels and budget-friendly accommodation options such as Airbnb. These alternatives may attract price-conscious guests away from Marriott. Economic Uncertainty: Fluctuations in the global economy, particularly in the post-Brexit and post-pandemic environments, can reduce travel and tourism spending, threatening hotel occupancy rates (Parker, 2024).

5.5 [bookmark: _Toc181740876] PEST Analysis of Marriott Hotel Cardiff

A PEST analysis examines the political, economic, social, and technological factors impacting Marriott Hotel Cardiff’s operations.
Political:
Post-Brexit Labor Market: The UK’s exit from the European Union has significantly impacted the labour pool available to the hospitality industry. Like other UK hotels, Marriott Cardiff struggles to recruit from the EU labour force, which previously filled many housekeeping and food service positions.
Regulatory Changes: The UK government's focus on sustainable practices may lead to stricter environmental regulations in the hospitality industry. Marriott’s commitment to sustainability may give it a competitive edge as it adopts these new standards, but compliance could also increase operational costs (thestrategystory, 2024).
Economic:
Impact of COVID-19: The pandemic severely impacted the hospitality industry, reducing occupancy rates and revenues. However, the gradual return to normalcy has seen an uptick in tourism and business travel. Marriott Cardiff must continue adapting to economic fluctuations, mainly as rising inflation affects consumer spending.
Minimum Wage Increases: The rising minimum wage in the UK impacts the hotel’s labour costs. While this ensures better compensation for workers, it also places additional financial pressure on the business, which already operates with high fixed costs due to its luxury positioning (Dudovskiy, 2023).
Social:
Changing Guest Expectations: Today’s guests, particularly millennials and Generation Z, seek experiences that align with their values. This includes sustainability, digital convenience, and personalisation. Marriott Cardiff must adapt to these trends to maintain its appeal by offering unique experiences, such as eco-friendly packages or customised services (Dudovskiy, 2023).
Workforce Expectations: Employees increasingly prioritise work-life balance and job satisfaction over traditional job benefits. Marriott’s employee-centric policies, including flexible working hours and career development opportunities, are critical to attracting and retaining staff in this changing labour environment (Dudovskiy, 2023).
Technological:
Digital Transformation:  Technology is crucial in enhancing guest experiences and operational efficiency. Marriott Cardiff has implemented digital check-in systems, mobile room keys, and guest communication platforms to streamline operations. However, these advancements require ongoing investment in staff training and infrastructure. Automation and AI: As automation becomes more prevalent in hospitality, Marriott Cardiff can integrate AI-driven services such as chatbots and bright room technologies to reduce the reliance on human labour while maintaining high service standards (Dudovskiy, 2023).

5.6 [bookmark: _Toc181740877]Competitor Analysis: Price vs Quality

Cardiff has several competitors in the hospitality sector, ranging from luxury hotels to budget-friendly accommodations. Conducting a competitor analysis allows Marriott Cardiff to position itself effectively in the market. To start with, Hilton Cardiff is A luxury competitor close to Cardiff Castle. It offers high-end amenities and a similar price point to Marriott. Hilton’s loyalty program and brand recognition are comparable to Marriott’s Bonvoy program, making it a direct competitor for business travellers and tourists seeking premium accommodations (tripadvisor, 2024).
Hotel Indigo Cardiff is a boutique hotel that offers a unique, locally inspired experience focusing on art and culture. It appeals to millennial travellers looking for authentic experiences at a lower price than Marriott but without sacrificing quality (Hotel Indigo, 2024).
Finally, Premier Inn Cardiff City Centre is one of the most famous hotels for budget-friendly options that attract price-sensitive guests. Premier Inn offers a no-frills approach with consistent service quality. While it does not compete directly with Marriott regarding luxury, its lower prices appeal to families and budget-conscious tourists (.premierinn, 2024).

	Hotel Brand in Cardiff
	Average Price
	The Quilty of the service
	Type of Guste 

	Marriott
	From £150 to £300
	Luxury service including spa gym and business service 
	Business travellers, leisure tourists 

	Hilton
	From £143 to £280
	It is very similar to Marriott, but it is near the most attractive places in the city centre.
	Tourist and business customers

	Hotel Indigo
	£100 to £200
	Boutique experience, locally inspired design, good amenities Millennials, cultural tourists 
	Millennial cultural tourists also find it a budget hotel.

	Premier Inn
	£50 to £130
	Basic amenities, consistent quality, lower price Families, 
	budget travellers 





From this analysis, it’s clear that while Marriott Cardiff excels in luxury offerings, it must ensure that its value proposition remains competitive against boutique hotels like Hotel Indigo and lower-priced alternatives like Premier Inn. Differentiation through superior service, loyalty programs, and unique guest experiences will be vital to maintaining market share.

5.7 [bookmark: _Toc181740878] Netnography Digital Reputation of Marriott Hotel Cardiff

Kozinets (2017) introduces ethnography as an emerging qualitative research method that analyses online communities and digital platforms to understand consumer behaviours, preferences, and social interactions. In the hospitality sector, ethnography is particularly useful in assessing customer satisfaction, brand reputation, and the perceived value of services based on user-generated content from review platforms, social media, and travel blogs. In this section, we apply ethnography to Marriott Hotel Cardiff by analysing reviews and feedback from significant platforms such as TripAdvisor, Google Reviews, and social media (Kozinets, 2017).

5.7.1 [bookmark: _Toc181740879]Overview of Netnography in Hospitality

Ethnography allows a deeper understanding of customer opinions and behaviour by examining online discussions, reviews, and interactions. Unlike traditional market research methods, it taps into naturally occurring online conversations, providing more genuine insights (Briody, 2013). These online reviews and social interactions can highlight strengths and weaknesses that may not be apparent through internal assessments. This analysis focuses on identifying critical themes from the customer feedback for Marriott Hotel Cardiff, such as Customer service quality, Amenities and facilities, Value for money, Cleanliness and hygiene, and Location Convenience. The aim of extracting data from multiple sources is to gather a comprehensive view of Marriott Hotel Cardiff’s online reputation, offering insights into how the hotel can maintain and improve its standing in the competitive market.
5.8 [bookmark: _Toc181740880] Key Findings from Online Platforms

TripAdvisor is one of the most prominent platforms on which guests leave reviews about their stays. Marriott Hotel Cardiff holds an average rating of 4.0/5 stars on TripAdvisor. Most positive reviews emphasise Exceptional customer service: Many reviewers praised the attentive and friendly staff. The hotel’s ability to address issues promptly and accommodate guest requests was frequently highlighted (tripadvisor, 2024). Marriott Hotel is in a prime location in the middle of Cardiff city centre, a very short distance to an all-night club, coffee and a restaurant. Also, the hotel has 214 ensuite bedrooms, all modern furnished and decorated. However, as not everyone is always happy, some negative reviews point to a price not matching the quality as the price of the rooms is high compared to other hotels; some other customers wrote about some places in the hotel that need renovation. 
Google Reviews also provides a platform for guests to rate their experience. Marriott Hotel Cardiff holds a 4.3/5 rating from over 1,500 reviews. Key themes include Cleanliness and hygiene. Guests praised Marriott for adhering to health and safety protocols throughout the COVID-19 pandemic, which included social distancing measures, sanitisation procedures, and staff mask usage. Many reviewers who attended business conferences or weddings praised the hotel’s event spaces, particularly the ballroom, for their spaciousness and well-organized staff. On the other hand, Parking and accessibility were A recurring issue in negative reviews, the limited parking availability and high parking fees, which some guests found inconvenient (google, 2024).
On Instagram, Marriott Hotel Cardiff frequently shares photos of events, restaurant dishes, and special promotions. Guests also tag the hotel in their posts, providing real-time feedback through comments. Popular hashtags associated with the hotel include Marriott Cardiff and Cardiff Luxury. Social media engagement indicates that Aesthetic appeal is essential for younger guests, who often share photos of the lobby, food, and skyline views from their rooms.  Several posts showed guests celebrating special occasions such as anniversaries or birthdays, highlighting the hotel’s attention to personalised services like leaving complimentary gifts or upgrading rooms for celebratory stays.
[bookmark: _Toc181740881]Table 1: Summary of Marriott Hotel Cardiff Ethnography Findings

	Information source and weakness
	Rating
	Strength

	Trip Advisor the price higher than the value
	4/5
	The location and customer service are great

	Google Reviews parking price is high
	4.3/5
	Immaculate hotel with big rooms

	Social media does not have enough management feedback and response
	Not available 
	Aesthetic appeal, personalised guest experiences  




5.9 [bookmark: _Toc181740882] Analysis of Key Features for Marriott Hotel Cardiff 

Across online platforms, Marriott Hotel Cardiff’s customer service was consistently highlighted as a significant strength. Many reviewers appreciated the staff’s professionalism, attentiveness, and willingness to guest satisfaction. This aligns with Marriott’s global reputation for high service standards and reflects positively on the Cardiff branch’s commitment to delivering personalised experiences. The hotel’s location in Cardiff city centre is a significant draw for business and leisure travellers. The ease of shopping districts and event venues makes it a convenient choice for many visitors. The prime location drives occupancy and positions the hotel as a key player in Cardiff’s hospitality scene, especially during major city events like sports matches and festivals. The reviews indicate that during and after the pandemic, cleanliness became a focal point for guests, and Marriott Hotel Cardiff’s adherence to hygiene protocols was frequently praised. Maintaining these standards will be crucial for customer confidence in the post-pandemic era, where health concerns remain a priority. Although Marriott Cardiff is positioned as a luxury hotel, several guests expressed concerns about the pricing, particularly when comparing the cost to the value provided. This suggests a potential gap between customer expectations and the perceived worth of the hotel’s offerings. Addressing this issue may involve better aligning pricing strategies with guest expectations through special packages or enhancing the overall value proposition. While Marriott Cardiff excels in service and location, some feedback pointed to the need for renovations in specific areas, particularly the elevators and shared spaces. Given the hotel’s luxury positioning, ensuring its physical infrastructure matches its service standards is essential for long-term success.

[bookmark: _Toc181740883]5.10 Review of Key Features

Marriott Hotel Cardiff's analysis reveals a hotel that excels in service delivery and location but faces pricing perception and infrastructure challenges. Addressing these areas through strategic improvements, such as renovations and flexible pricing models, would likely enhance customer satisfaction and retain competitiveness in Cardiff’s growing hospitality market. Integrating guest feedback into operational improvements will help Marriott Cardiff maintain its high standards and stay ahead of customer expectations in the digital age.

[bookmark: _Toc181740884]5.11 Case Study Conclusion

The Netnography analysis provides a valuable window into Marriott Hotel Cardiff’s online reputation and guest experiences. The hotel receives generally positive feedback through platforms like TripAdvisor, Google Reviews, and social media, particularly regarding customer service, central location, and cleanliness. However, areas for improvement include addressing guest concerns about pricing and updating certain aspects of the hotel’s infrastructure. By considering these insights, Marriott Cardiff can better align its offerings with guest expectations and maintain its status as a leading hotel in Cardiff’s competitive hospitality market.

6 [bookmark: _Toc181740885]Theme Exploration for staff shortage in Marriott Hotel Cardiff city centre
[bookmark: _Toc181740886]6.1 Critical Analysis of Staff Shortages in Marriott Hotel Cardiff and the Wider Hospitality Sector

The hospitality industry is grappling with a severe staff shortage, a crisis compounded by many factors. These include the demanding nature of hospitality work, irregular hours, high turnover rates, and economic fluctuations such as the COVID-19 pandemic (Helen Dempster, 2020). The situation has been particularly dire in the United Kingdom, where the combined effects of Brexit and the pandemic have significantly reduced the available migrant labour pool, a traditional reliance on the hospitality sector (Foster, 2023). This critical analysis aims to explore the theme of staff shortages, using academic references to understand the root causes and implications and provide examples from the Marriott Hotel Cardiff to analyse and suggest possible improvements.

[bookmark: _Toc181740887]6.2 Nature of Hospitality Work and Its Impact on Staff Shortages

The hospitality industry is often characterised by long, irregular hours, low pay, and limited career progression, making attracting and retaining skilled staff challenging. According to Shobana Nair Partington, hospitality work is often perceived as low-skilled and transitory, offering limited long-term career prospects. However, it's crucial to acknowledge the physically demanding nature of jobs in the sector, particularly in roles like housekeeping and food service, which significantly contribute to high turnover rates (Partington, 2016). The lack of structured career pathways and the repetitive nature of these roles further dissuade workers from staying in the industry for extended periods (Marchante, 2006).
At Marriott Hotel Cardiff, work is crucial in overcoming these industry-wide challenges. Many employees face difficulties in working hours during busy seasons and high numbers of events when the hotel experiences full occupancy. Based on ethnographic analysis, several reviews from platforms such as TripAdvisor mention that while guests are often satisfied with the service they receive, there are indications of staff being stretched thin during busy periods. In one review, a guest noted that "while the staff were friendly and helpful, there were visible signs of overwork and understaffing during our stay" (tripadvisor, 2023). Your efforts in such challenging times are what keep the industry running.

[bookmark: _Toc181740888]6.3 Economic Factors: Brexit and COVID-19

Economic factors, particularly Brexit and COVID-19, have significantly worsened staff shortages in the hospitality industry. The UK's exit from the EU led to a substantial decrease in EU migrant workers, a vital part of the hospitality workforce (Gupta, 2023). This post-Brexit scenario created a void, leaving hotels like Marriott Cardiff struggling to fill positions previously held by foreign workers. The COVID-19 pandemic impacted all industries and further disrupted the hospitality sector (Green, 2023). Many workers left the industry due to job insecurity, choosing more stable employment in other sectors, such as logistics or healthcare (Yang et al., 2021). The pandemic also led to a decrease in travel and tourism, further impacting the hospitality industry (Najid Ahmad, 2023). These economic challenges impacted Marriott Hotel Cardiff's staffing numbers. Many hotels, including Marriott, were forced to close during the pandemic or operate at reduced capacity, which resulted in furloughs and layoffs (hotel.report, 2023). As the hotel began reopening and business returned, there was a notable shortage of experienced staff. Some employees left during the pandemic did not return, opting for jobs in more stable sectors. This skills gap left the hotel in a difficult position as it tried to rehire and train new staff while maintaining service quality (Eade, 2023).
The hotel management at Marriott Cardiff responded by implementing short-term measures, such as relying on part-time and temporary staff during high-demand periods. Still, these solutions did not address the underlying problem. Additionally, as many of the roles were filled by less experienced workers, there was a decline in service quality, which guests sometimes reported in their reviews (marriott, 2024). 

6.4 [bookmark: _Toc181740889] Employee Retention and Job Satisfaction affecting the staff shortage 

High turnover rates have long plagued the hospitality industry, with employee retention being one of the most significant challenges for hotel employers. Studies have shown that dissatisfaction with working conditions—such as low pay, irregular hours, and emotional labour—substantially drives turnover (Albattat, 2014). While Marriott Hotel Cardiff provides competitive benefits compared to some smaller hospitality establishments, it still faces challenges in retaining staff, especially for physically demanding roles like housekeeping.
Karatepe (2013) highlights the importance of emotional labour in hospitality, where employees are expected to maintain a high level of customer service despite the stress and fatigue associated with the job (Karatepe, 2013). At Marriott Cardiff, employees in customer-facing roles such as reception and dining must manage customer expectations while dealing with staff shortages. In one ethnographic analysis, a review stated, "I could see the staff trying their best, but there were simply not enough people to attend to everyone during breakfast" (tripadvisor, 2023).
To address these retention issues, Marriott Hotel Cardiff has introduced some employee-focused initiatives, including comprehensive training programs and opportunities for career advancement. These initiatives align with Marriott International’s global human capital strategy, emphasising employee development as a means of retention (HM Staff, 2010). However, despite these efforts, the hotel's high turnover rate remains an issue, particularly in lower-wage roles.

6.5 [bookmark: _Toc181740890]Organizational Strategies for Addressing Staff Shortages

A multifaceted approach is necessary to address the staff shortages in hospitality. In addition to focusing on recruitment, hotels need to invest in staff retention and training programs to build a more sustainable workforce. Hospitality Book writers emphasise the need for innovative recruitment strategies, such as targeted marketing campaigns to attract younger workers and partnerships with hospitality schools to create a talent pipeline (Saydam, 2023).
Marriott Hotel Cardiff has adopted some of these strategies, particularly in recruitment. The hotel collaborates with local hospitality schools to offer internships and apprenticeships, creating a pathway for students to enter the industry. Additionally, Marriott Cardiff has ramped up its digital recruitment efforts, leveraging social media platforms to reach potential candidates. However, while these strategies help bring in new staff, they do not fully solve the problem of retaining them in the long term (careers.marriott, 2024).
Regarding technological solutions, Marriott Cardiff has embraced digital tools to mitigate labour shortages. For example, the hotel uses an automated check-in and check-out system to reduce the burden on front desk staff (Narula, 2024). Brewer (2020) suggests that while technology can help alleviate some of the workloads, it should not be seen as a replacement for human labour. Marriott Cardiff has also introduced mobile apps for room service and other guest requests, which allows staff to focus on more complex tasks (Exploring the impact of migrating online of higher education in Ghana: The case of Ashesi University, 2021).

6.6 [bookmark: _Toc181740891] Competitor Analysis and Suggested Improvements in Staff Shortage 

Compared to competitors in the Cardiff area, Marriott Hotel Cardiff performs well in terms of service quality but lags in employee retention and satisfaction. Competitors such as Hilton Cardiff and Radisson Blu have implemented more aggressive retention strategies, including higher wages and more flexible working arrangements, which have resulted in lower turnover rates (nativeassignmenthelp, 2024). To improve, Marriott Hotel Cardiff could consider adopting some of its competitors' strategies, such as Increasing wages and benefits. Offering more competitive salaries and benefits packages could help attract and retain skilled workers. Flexible working arrangements by Providing more flexible shift patterns could make the hotel more attractive to workers who are looking for a better work-life balance, a strategy that has proven successful at Hilton Cardiff. Investing in Wellness programs focusing on mental health and stress reduction could help combat burnout and improve job satisfaction, ultimately reducing turnover (Harri Insider Team, 2024).
6.7 [bookmark: _Toc181740892] Finding Conclusion 

Staff shortages in the hospitality industry are a multifaceted issue driven by the nature of the work, economic factors, and organisational strategies. Like many hotels in the UK, Marriott Hotel Cardiff has struggled with recruitment and retention, particularly in the aftermath of Brexit and COVID-19. While the hotel has implemented several strategies to address these issues, more could be done to improve employee satisfaction and reduce turnover. By offering more competitive wages, investing in employee wellness, and providing flexible working arrangements, Marriott Cardiff could mitigate the effects of staff shortages and enhance its operational efficiency.















[bookmark: _Toc181740893]7. Recommendations

7.1 [bookmark: _Toc181740894]Increase Competitive Wages and Benefits

One of the most effective ways to combat staff shortages is to offer competitive wages and benefits packages. Marriott Hotel Cardiff should review its compensation strategy to ensure it remains attractive compared to competitors like Hilton Cardiff and Radisson Blu. The hotel could attract and retain more skilled workers by offering higher salaries, healthcare benefits, paid time off, and bonuses for performance (Willie, 2008).

7.2 [bookmark: _Toc181740895]Provide Flexible Working Arrangements

Flexible working hours have been shown to improve work-life balance, a significant factor in employee satisfaction and retention. Marriott Cardiff should explore offering more adaptable shift patterns to accommodate the diverse needs of its workforce. This could include shorter shifts, staggered start times, and more part-time opportunities to help balance the demands of hospitality work with employees’ personal lives (McNall, 2009).

7.3 [bookmark: _Toc181740896]Improve Employee Wellness Programs

Emotional exhaustion and burnout are prevalent problems in the hospitality industry. Marriott Cardiff should introduce wellness initiatives emphasising stress reduction, work-life balance, and mental health assistance. Access to counselling services, stress-reduction programs, and encouraging a healthy work environment can all significantly increase employee happiness and lower turnover (Baicker, 2010).

7.4 [bookmark: _Toc181740897] Invest in Career Development and Clear Progression Paths

One key challenge in hospitality is the perceived lack of career progression. Marriott Cardiff should invest in formal career development programs like mentorship schemes, training courses, and leadership development initiatives. Creating a clear progression pathway, where employees can see how they can advance within the company, will encourage long-term commitment to the organisation (Slåtten, 2011).

7.5 [bookmark: _Toc181740898] Boost Recruitment Techniques

Marriott Hotel Cardiff should keep growing its affiliations with regional hospitality colleges and apprenticeship programs to create a pool of competent professionals. Additionally, younger workers interested in hospitality jobs may be drawn in by using social media and digital platforms for focused recruitment initiatives (Christensen Hughes, 2008).

7.6 [bookmark: _Toc181740899] Leverage Technology to Augment the Workforce

While technology cannot replace human labour, it can alleviate some of the pressures of staff shortages by automating routine tasks and improving operational efficiency. Marriott Cardiff should continue to invest in technological solutions such as mobile apps for guest services, automated check-ins, and AI-powered chatbots to streamline operations and help staff focus on tasks that require human interaction (Kandampully, 2016).
By implementing these recommendations, Marriott Hotel Cardiff can better address staff shortages, improve employee satisfaction, and enhance operational efficiency. These strategies will benefit the hotel, position it as a more competitive player in the market, and help it recover from the impacts of the pandemic and Brexit.

8. [bookmark: _Toc181740900]Reflective Account: Professional Observations on Staff Shortage in Hospitality

During my placement at Marriott Hotel Cardiff, I gained valuable insights into the hospitality industry’s operational challenges, particularly those related to staff shortages. My experience revealed how staffing issues significantly impact day-to-day operations and long-term service quality. This reflective account will explore my professional observations regarding the causes and consequences of staff shortages, how the hotel responded, and the broader implications for the hospitality industry. I will draw on academic sources and link these reflections to existing literature to provide a structured analysis.

8.1 [bookmark: _Toc181740901]Observations on the Causes of Staff Shortages in Hospitality 

One of the critical issues I observed during my placement was the persistent challenge of recruiting and retaining staff, especially in roles such as housekeeping, front desk operations, and food service. High turnover rates, particularly among entry-level positions, were a recurring problem. This reflects broader industry trends, where high turnover is expected due to low wages, demanding working conditions, and irregular working hours (King, 2021).
The work at Marriott Cardiff was often physically demanding, especially for housekeeping staff, who were required to clean several rooms per shift within tight timeframes. As scholar researchers explain, the hospitality industry is labour-intensive, and tasks such as cleaning, food service, and guest handling can be physically and emotionally exhausting (Faulkner, 1997). The irregular shift patterns—early mornings, late nights, and weekend work—added to the strain on employees, often leading to burnout and dissatisfaction. In my interactions with staff, many expressed that they felt undervalued, which aligns with the findings of Karatepe (2013), who highlights the emotional labour required in hospitality roles, often with little recognition or reward (Karatepe, 2013). Additionally, the impact of Brexit on the availability of labour was evident during my placement. The reduced number of migrant workers, who historically filled many hospitality roles, led to a shortage of skilled and unskilled labour (Portes, 2023). Jonathan Portes and John Springford argue that Brexit has created significant labour market disruptions in the UK, particularly in industries that rely heavily on foreign workers, such as hospitality. At Marriott Cardiff, I observed that the hotel had difficulty finding replacements for these roles, often resorting to temporary or inexperienced staff, negatively impacting service quality.

8.1.1 [bookmark: _Toc181740902]Impact of Hospitality Staff Shortages on Operations

The staff shortage had clear implications for the hotel's operations. I noticed the reduced number of available staff placed additional pressure on the existing workforce. For example, employees often had to work longer shifts or take on multiple responsibilities during busy periods. This led to increased stress and fatigue, affecting their performance (eposnow, 2024). The link between staff shortages and declining service quality is well-documented in the literature and the case study. Mansour and Tremblay (2018) suggest that overworked employees are less likely to deliver high-quality service, and customer satisfaction tends to suffer. At Marriott Cardiff, I observed that staffing shortages occasionally led to housekeeping and room service delays. Guests sometimes had to wait longer for their rooms to be cleaned or for food to be delivered, which resulted in negative feedback and complaints (Mansour, 2018). Another shows that service delays caused by staff shortages can harm the guest experience and the hotel's reputation. This was evident in guest reviews during my placement, where several mentioned slow service, particularly in housekeeping (Levy, 2013).





9. [bookmark: _Toc181740903]Response to Staff Shortages

Marriott Cardiff implemented several strategies to manage the staff shortage. One of the most notable was their increased reliance on technology to streamline operations and reduce employee burden. For example, the hotel adopted a mobile check-in system, which allowed guests to skip the reception and go straight to their rooms. This eases the pressure on front desk staff, particularly during busy times. Ivanov, S., 2019 argues that Automation of repetitive jobs can free up people for more complicated responsibilities, which is one way that technology can efficiently alleviate labour shortages in the hospitality industry (Ivanov, 2019).
Another strategy Marriott Cardiff employed was flexible staffing arrangements. They began offering part-time and flexible shift options to attract all types of workers, including students and older adults. Dr. Abdelwaneis (2023) emphasise the importance of flexible work arrangements in the hospitality industry, mainly as workers increasingly prioritise work-life balance. This strategy appeared to be somewhat effective, as the hotel was able to fill some of the vacant positions with part-time workers (Adebayo, 2023). However, despite these efforts, the underlying issues of low wages and limited career progression remained unaddressed. Many of the employees I spoke with during my placement expressed frustration over the lack of opportunities for advancement. This aligns with Dennis Nickson and Tom Baum (2002) argument that hospitality is often perceived as a low-skilled, dead-end industry, which deters talented individuals from pursuing long-term careers in the sector. Like many hotels, Marriott Cardiff struggled to retain staff because it could not offer competitive wages or clear career progression pathways (Nickson, 2002). 






10. [bookmark: _Toc181740904]Suggested Improvements

Based on my observations and the literature, Marriott Cardiff could benefit from adopting several long-term strategies to address staff shortages. First, increasing wages and offering comprehensive benefits packages could attract and retain more employees. Msengeti, 2015 suggest that Competitive pay is a key component of employee retention, especially in high-turnover businesses like the hospitality sector. Marriott Cardiff might be a more appealing employer if it provided paid time off, performance bonuses, and healthcare benefits (Msengeti, 2015).
Second, Marriott Cardiff should spend more on training and staff development initiatives. Offering employees clear professional advancement paths would encourage them to stay with the company longer, lowering turnover. Organisations prioritising employee development are more likely to retain skilled workers. Marriott’s existing training programs could be expanded to include leadership development initiatives, improving retention and enhancing the workforce's overall skill level (Kappia, 2007).
Finally, Marriott Cardiff could further leverage technology to mitigate the impact of staff shortages. While the hotel has already adopted mobile check-ins, there is potential to automate other areas of operations, such as room service and housekeeping. New Technology can help address labour shortages by reducing the need for human workers in routine, repetitive tasks. For example, using robots for room service deliveries or automated cleaning systems could reduce the workload for housekeeping staff, allowing them to focus on higher-priority tasks (Burgess, 2020).





11. [bookmark: _Toc181740905]Conclusion

In conclusion, my placement at Marriott Hotel Cardiff provided valuable insights into the challenges of staff shortages in the hospitality industry. While the hotel has tried to address these shortages through technology and flexible staffing arrangements, more comprehensive solutions are needed to resolve the underlying issues. By increasing wages, offering career development opportunities, and investing in technology, Marriott Cardiff could significantly improve its ability to attract and retain staff. These changes would benefit the employees and enhance the overall guest experience, positioning the hotel as a leader in the competitive hospitality market.
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