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Analysing the Causes and Impact of Staff Shortages on Operational Efficiency and Guest Satisfaction at Hilton Hotel East Midlands Airport: Strategies for Sustainable Workforce Management

[bookmark: _Toc188975722]Executive Summary
This study examines the factors contributing to staff shortages and their consequences on performance and customer satisfaction in Hilton Hotel East Midlands Airport with an emphasis on strategies for sustainable staffing solutions. The study identifies external factors like Brexit and the COVID-19 pandemic as key drivers to a labour shortage in the UK hospitality sector; internal issues include high turnover and inadequate training add pressure to operations.
Major conclusions show that current staffing levels are inadequate due to work overload, slow delivery of services, and sometimes compromised quality, which affects Hilton’s image and customer satisfaction. Customers appreciate customised and prompt service delivery; however, this can be hampered due to functional issues arising from a shortage of employees.
Some specific suggested approaches include increasing local access to jobs and employer recognition, increasing offers of incentives and work flexibility, and applying new technologies to job processes and procedures, respectively. Other measures include cross training of staff, rationalisation of business processes, and diversity and inclusion are suggested for sustainable development.
Through the adoption of these recommendations, Hilton Hotel East Midlands Airport can be able to overcome some of the staffing issues, enhance the flow of operations, and ensure that guests continue to receive the best quality services that benefit the status of a Hilton hotel. They also offer relevant lessons for the rest of the hospitality industry about trends and issues affecting labour, such as the need to adopt advanced workforce strategies and address skill gaps through technology.
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[bookmark: _Toc188975724]1.1 Context and Background
Hilton Hotel East Midlands Airport is a member of Hilton Hotels Corporation, which is an international hotel chain enterprise and is a reputed hospitality industry in the United Kingdom. Situated near the East Midlands Airport these hotel targets business travellers, airline crews and tourists in search of comfortable and luxurious stays. The hotel has eating and conference facilities, a fitness centre, and tastefully decorated, cosy rooms that are intended to meet the demands of all types of visitors.
 (Hilton, 2025). Due to its location and high traffic, particularly from travellers using the international airport nearby, it is important for the hotel to keep running efficiently and to meet the needs of guests to continue to have a competitive edge.
The last few years have posed quite several risks to the hospitality industry, such as Hilton Hotel East Midlands Airport due to the oscillating demand, the problem of market recovery after the pandemic, and fluctuations in the labour market. These challenges have aggravated staffing problems by complicating the process of attracting, retaining and controlling the quality of employees. In a service delivery business such as Hilton, workforce shortage impacts the quality of service delivery, organisational efficiency and guest experience (Egamberdieva, 2024).
[bookmark: _Toc188975725]1.2 Problem Statement
The concept of hospitality centres on the opportunity to create the best impression to the guests, and staff ratios are critical in this process. In Hilton Hotel East Midlands Airport, the shortage of employees has become a significant concern that affects the housekeeping department, the front office desk, and the food and beverage department (Arapou and Kapiki, 2023). These shortages have contributed to poor operational output; increased response time to guests and at worst, lower levels of satisfaction from guests.
Externally, issues like a shortage of workforce in the hospitality industry, increasing pressure on the supply side due to increasing competition for skilled workforce, and the impact of COVID-19 have also contributed to the problem. Internally, factors like employee turnover, lack of effective retention policies, and poor training programmes worsen the problem (Morosan and Bowen, 2022). If not well handled staff shortages could greatly affect the reputation, profitability and customer loyalty of the hotel.
[bookmark: _Toc188975726]1.3 Aims and Objectives
Aim: This research aims to analyse the causes and impact of staff shortages on Hilton Hotel East Midlands Airport’s operational efficiency and guest satisfaction. 
Objectives:
1. To identify the primary causes of staff shortages at Hilton Hotel East Midlands Airport, considering both internal and external factors.
2. To evaluate the impact of staff shortages on operational efficiency, including service quality, employee workload, and overall productivity.
3. To assess the effects of staff shortages on guest satisfaction, particularly in areas such as service delivery, customer experience, and guest loyalty.
4. To recommend sustainable workforce management strategies, focusing on recruitment, retention, and employee engagement to mitigate future staffing issues.
[bookmark: _Toc188975727]1.4 Research Scope
This study individually targets Hilton Hotel East Midlands Airport as the case study to examine the staffing issues peculiar to this business venture. Although the conclusions can be generalised to the other hotel facilities, the presented research focuses only on the East Midlands Airport branch. The study will use both primary and secondary data from employee surveys, questionnaires and feedback from the guests, coupled with secondary data in the form of published reports (Richards et al., 2019). These are some of the limitations; time constraints, self-reported data may be biased and lack of access to other operational performance measures that may be considered proprietary.
[bookmark: _Toc188975728]1.5 Research Questions
To address the aims and objectives of the study, the following research questions will guide the investigation:
1. What are the main internal and external causes of staff shortages at Hilton Hotel East Midlands Airport?
2. How do staff shortages affect the hotel’s operational efficiency and service quality?
3. What is the impact of staff shortages on guest satisfaction, loyalty, and overall experience?
4. What sustainable workforce management strategies can Hilton Hotel East Midlands Airport adopt to resolve staffing challenges?


[bookmark: _Toc188975729]Chapter 2: Literature Review
[bookmark: _Toc188975730]2.1 Theoretical Frameworks
This paper demonstrates how theories of motivation and employee satisfaction offer crucial knowledge about staff deficits in the hospitality industry. Two widely recognized frameworks, Maslow's Hierarchy of Needs and Herzberg's Motivation-Hygiene Theory, are particularly relevant.
According to Maslow's Hierarchy of Needs, employees possess a variety of needs these include: physical needs (pay/basic wages), safety needs (job security) esteem needs (promotion), and finally self-actualization needs (chance to fulfil one’s potential through the job). In the hospitality industry, Carducci (2020) pointed out that when some of the fundamental needs are not met, the turnover rate is high. For example, studies show that most frontline hospitality employees quit their jobs because their safety and esteem needs are not met in practice, including work-life imbalance and employee reward.
According to Herzberg, Motivators include factors such as; salary and working conditions while Hygiene factors include; opportunities for career advancement and recognition among others. Chiat and Panatik (2019) pointed out that while hygiene factors avoid dissatisfaction, actualization factors ensure employees’ satisfaction and organisational commitment. Applied to hospitality, this means that getting to the root cause of the problem such as low pay or substandard working conditions is the first step and then building on it by adding on incentives such as training and incentives is the next step. These theories also emphasize that other factors must be taken into consideration to avoid staff shortages.
[bookmark: _Toc188975731]2.2 Staff Shortages in Hospitality
Lack of staff has been a chronic problem in the hospitality industry before the COVID-19 pandemic, and it has worsened after it. Baum et al. (2020) pointed out that the sector struggles to recruit because of the low wages, unattractive working hours, and limited career advancement. Turnover increases the problem, with the UK hospitality industry having an average annual turnover rate of 30%, according to Muller-Heyndyk (2018).
Brexit and the pandemic are some of the reasons that have led to the scarcity of workers in the UK. According to Sargent (2023), the post-Brexit immigration rules have created a scarcity of talent, especially from the EU region. Besides, the pandemic caused significant turnover as many professionals left the industry and never came back. Some of the internal factors, which have been identified as contributing to staff shortage, include; lack of training and burnout as well as poor support structures.
The following are the impacts of staff shortage in one or another organisation. On one hand, it increases workload on the existing employee’s hence increasing turnover. On the other hand, it affects the quality of service as well as organisational performance since human resources cannot deliver according to the expectations of the guests where there is staff shortages. Unt et al. (2021) found out that due to staff shortages, there are always an increased time taken to deliver services, an unequal quality of service delivery and high customer complaints levels which have a wiping effect on the customer satisfaction and brand image.
[bookmark: _Toc188975732]2.3 Operational Efficiency and Guest Satisfaction
The number of workers emerges as the most important facet of operational efficiency out of all factors essential for businesses within the hospitality sector primarily because their performance directly relates to the number of employees. In line with the opinion of Ghani et al. (2022), the measure of operation efficiency is the ability to uphold departmental coordination as well as service delivery amid tackling operation challenges. Shortage of staff leads to a slowdown in these operational activities that generate organisational dysfunctions, which permeate the overall framework.
Numerous studies in literature show a direct link between staffing levels and guest satisfaction. Hotel operations run longer with reduced employee staffing levels according to Nunkoo et al. (2020) who found employee shortages result in substandard service quality and elevated customer complaints. For instance, inadequate numbers of housekeepers mean that rooms may not be available and prepared on time to meet the guests’ expectations.
This means guests will be happy when employees give them the best service they deserve through friendliness, attention to detail etc. Luo et al., (2019) in their study established that guests who receive a positive perception of the employees in a hotel are likely to write good reviews and recommend the hotel to others. On the other hand, a lack of staff results in hurried conversations, mistakes, and neglect of guests, all of which decrease guest satisfaction.
Lack of staff results in operational inefficiency, which has financial impacts too. This means unhappy guests are less likely to come back a second time to patronise the business and they have high customer acquisition costs according to Dewnarain et al. (2019). Second, there could be additional costs like overtime wages or temporary staffing costs that come with a high staffing turnover, which are costly to hotels.
[bookmark: _Toc188975733]2.4 Sustainable Workforce Management
Strategies of workforce management for sustaining the employee workforce are important in mitigating staff deficits and promoting employee turnover. The authors Murray and Holmes (2021) define sustainability in the management of the workforce not only as a set of practices related to employment, but also as the strategy aimed at maintaining a stable and positive attitude of employees and encouraging them to stay with the company.
The first is the promotion of competitive employee compensation and benefits. In the hospitality sector, a sector that pays its employees lesser compared with other industries, it is for this reason that hotels that offer attractive remuneration packages, bonuses, medical and other incentives including paid holidays stand higher chances of attracting and maintaining employees. In their research work, Ghani et al., (2022) revealed that hotels with appealing compensation policies achieve 20% lower turnover rates than those without such policies.
Like any other aspect of the organisation, both training and development need to be implemented. When employees have a positive view about the organisation and believe they will get promotions and gain new skills, they are likely to be loyal to their employers. For instance, Thrive@Hilton at Hilton Worldwide offers training, skills development, and career progression to the employees, increasing the retention rates that Charas and Lupushor(2022) highlighted. 
Another component of sustaining the workforce is work-life balance. Telecommuting, employee assistance programmes, and prevention of burnout, as well as other organisations’ wellness programmes, can reduce burnout and increase satisfaction with work. Also, the organisation can improve the staff’s engagement by promoting a culture of teamwork, acknowledgement, and diversity Sánchez-Hernández et al. (2019).
Finally, technology is becoming increasingly involved in the management of employees. Some of the tools include workforce management software that helps in the scheduling process, tracking of performance and helps in the identification of areas that need to be staffed. The same also helps to reduce the burden on the staff in that they will have much less work to do when it comes to routine tasks while spending much of their time interacting with the guests.
[bookmark: _Toc188975734]2.5 Gaps in Literature
Although there is significant literature on staff shortages and workforce issues in the hospitality industry, there are a few gaps. First, there is relatively little research attention paid to the issues of airport hotels, which are located in a specific environment with high turnover and variable demand. As reported by Ghani et al. (2022), the majority of the studies make broad conclusions about the industry without considering the specificity of various types of hotels.
Secondly, previous research tends to study staff shortage in a more or less vacuum, without regard to the relationship between organisational productivity and customer satisfaction. For instance, in research by Luo et al. (2019), while research on understaffing shows its consequences on service delivery, little research discusses the effects of such disruptions on guest loyalty and revenue.
Third, most of the sustainable workforce management practices are addressed in large international hotel companies. A study by Luo et al. (2019) notes that there is a dearth of knowledge as to how much smaller or geographically restricted operations like Hilton Hotel East Midlands Airport can effectively implement such strategies with limited resources.
Finally, there is often talk of the promised technological innovations in workforce management but relatively scarce research that addresses the question of whether such measures help to mitigate staff deficit. Additional research could be done on how technology can be used to properly manage the workforce and improve organisational efficiency.

[bookmark: _Toc188975735]Chapter 3: Methods
[bookmark: _Toc188975736]3.1 Case Study Methodological Approach
This work uses a case study research strategy to establish the reasons behind staff shortages and the various effects on productivity and guests’ satisfaction at Hilton Hotel East Midlands Airport. A case study is most appropriate for the investigation of a complicated problem in an actual setting, which also makes it suitable for studying the workforce issues in one hotel (Chadwick and Gallagher, 2020). The case studies allow researchers to study phenomena in their natural context, and collect highly detailed data that may otherwise be difficult to obtain.
The following are the advantages of the case study approach. It allows to highlight special operation considerations in Hilton Hotel and use information from different sources including reports, guests feedback, industry magazines. Furthermore, this approach allows applying the known theoretical models such as Maslow Need Hierarchy model or Herzberg Motivation – Hygiene Two-factor Theory to categorise the outcomes. However, the main disadvantage of the case study research approach is that findings cannot be generalised (Aversa et al., 2021). Although the study is quite specific to Hilton Hotel East Midlands Airport, the results could not be generalised to all hotels or locations. To this end, the study uses outside industry data to place the findings and patterns in context.
[bookmark: _Toc188975737]3.2 Netnography
Netnography, the qualitative research method used to investigate online interactions, is used in the study of the guest feedback collected from the online review sites: TripAdvisor, Google Reviews, and Booking.com. In this study, netnography assists in finding patterns in the guests’ feedback in terms of service quality, delays and satisfaction (Kozinets, 2019).
The strengths of netnography include the real and raw views of customers and analysing the vast amount of information. It offers first-hand information on how staffing issues affect guests, which helps the researcher to make a correlation between business issues and customer views (Tavakoli and Wijesinghe, 2019). However, some of the limitations that may arise include, the fact that online reviews may be biased since only guests with extreme experiences are most likely to post on the site. In addition, the identity of the reviewer cannot be confirmed in cyberspace since people are more likely to tell the truth while being anonymous.
[bookmark: _Toc188975738]3.3 Data Sources and Techniques
1. Secondary Data Sources:
· Industry reports from organizations like Hospitality provide insights into labour market trends and workforce challenges (Ruggiano and Perry, 2019).
· Publicly available data on Hilton Hotel’s operations, including financial performance and staffing levels, offer contextual information for the case study.
· Academic literature informs the theoretical basis for analysing operational efficiency and workforce dynamics (Ruggiano and Perry, 2019).
2. Thematic Analysis: Thematic analysis is used across all data sources to code data about staff shortages and their working themes. Thematic analysis is probably most applicable in qualitative research because it provides a systematic yet flexible method of analysing qualitative data (Herzog et al., 2019).
3.4 Relevance and Application
The methods applied in this study are quite helpful in analysing the dynamics of workforce concerns in the hospitality sector. The case study approach exposes the identification of Hilton Hotel’s environment analysis, and netnography enables the inclusion of guests’ beliefs, which might complement the working data (Patel and Patel, 2019). The above methods are integrated in the research in order to have a wide scope of both internal and external environment of the hotel.
3.5 Limitations
In aggregate, all of the selected methods provide for effective data collection, although different methods can have their drawbacks. The exploitation of secondary data may reduce information access that includes confidential information as well as details of Hilton’s operations. On the same note, there is a possibility that this research will not capture other offline guest experience or comments. Nonetheless, integrating a case study with netnography allows for a rich and contextualised analysis of the research problem (Ruggiano and Perry, 2019).
[bookmark: _Toc188975741]Chapter 4: Case Study Hotel Overview and Findings
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Hilton Hotels is a leading hospitality company with its operations established over the century. Hilton has more than 6,000 hotels around the globe and is famous for its dedication to offering luxurious services and great accommodations. It has a range of brands that target different customers, the high-end travellers as well as the economy ones.
Hilton Hotel East Midlands Airport is well situated in the location, which is easily accessible from transport centres of the region and a gateway to both the domestic and international airports. Due to its location near the airport, it is a popular option for business persons, airline crews and the leisure traveller meaning that it maintains high occupancy all year round.
To analyse the factors that lead to staff shortage and its consequences, this case is based on Hilton Hotel East Midlands Airport. Therefore, the research will highlight the operational issues and consumer reactions to come up with a recommendation for a sustainable workforce solution in the hospitality sector.
[bookmark: _Toc188975743]4.2 Descriptive Information
Hotel Overview
The Hilton East Midlands Airport was developed in 1990, and it has become one of Hilton's key assets. Situated in Derby, United Kingdom, it has 152 rooms for customers to accommodate business as well as tourists. As part of Hilton Worldwide Holdings Inc., the hotel operates under the company's management structure, adhering to the brand's standards and service excellence (Hilton, 2025). 
It provides customer amenities and services that are aimed at improving the quality of the services it delivers. Facilities include comfortable rooms with facilities that are up to date. Food and beverages include an international restaurant as well as a lounge bar for social purposes (Alnawas and Hemsley-Brown, 2019). For conference-related requirements, the hotel has several conference halls equipped with modern audiovisual gadgets for conferences and business meetings. Leisure facilities encompass a fitness centre and a swimming pool, offering guests opportunities for relaxation and wellness activities.
Turnover and Staffing Levels
The Hilton East Midlands Airport Company does not release information on the actual financial figures. However, according to the data of Hilton Worldwide Holdings Inc., the global occupancy rate was 71.8% in 2023, which indicates the recovery process of this industry. 
Specific headcount for this location cannot be ascertained however the hospitality industry has been greatly impacted by the COVID-19 pandemic. Several hotels have had problems with staff shortages during the pandemic and have faced challenges in staffing as travel activity increased again (Gursoy and Chi, 2020). Reasons for staff turnover include health issues, career shifts, and talent competition within the organisation’s field.
Location and Geographical Context
Located close to the East Midlands Airport, the hotel is easily accessible by any traveller. It is about 13 miles away from Nottingham, 14 miles from Derby and 20 miles from Leicester thus making it accessible to most cities in the region. The hotel is located close to the M1 motorway, which means that guests can easily get to other parts of the country, thus making the hotel convenient for business and other travellers (Travelweekly, 2025).
The East Midlands region has both cultural and commercial importance; thus, it is always flooded with tourists and business travellers. As a region marked by a strong industrialization history, the area boasts cultural and historical attractions such as historical sites, museums, and natural parks (Gursoy and Chi, 2020). The attractions described above can be accessed from the hotel, and it also plays the role of a transit point for travellers using the airport.
[bookmark: _Toc188975744]4.3 SWOT Analysis
	Strengths
	Weaknesses

	· Strategic location near East Midlands Airport, attracting business and leisure travellers.
· Strong global brand reputation associated with Hilton’s quality and service standards.
· Comprehensive facilities: meeting rooms, fitness centre, swimming pool, and diverse dining.
· Regular demand from airline staff, corporate clients, and transient guests.
	· Persistent staff shortages impacting operational efficiency and guest satisfaction.
· High turnover rates lead to inconsistent service quality.
· Limited ability to handle peak-season demand due to staffing challenges.
· Dependency on the seasonal workforce for certain roles.

	Opportunities
	Threats

	· Increasing passenger traffic at East Midlands Airport, driving potential guest bookings.
· Potential for partnerships with airlines and local businesses to boost corporate bookings.
· Leveraging technology to optimize workforce management and enhance guest experience.
	· High competition from nearby airport hotels and budget accommodations.
· Rising operational costs due to inflation and labour shortages.
· Economic uncertainties and fluctuating travel demand post-pandemic.



[bookmark: _Toc188975745]4.4 PEST Analysis
Political Factors: This paper established that Hilton Hotel East Midlands Airport is highly influenced by the political environment, especially regarding Brexit and its effects on the availability of labour. Brexit has also limited access to skilled human resources from the EU which used to dominate the hospitality workforce in the UK. Also, new government policies on minimum wages for employees and their other favourable working conditions have made it difficult to recruit, train and retain employees thereby stretching operational costs (Sargent, 2023). Other equality policies in employment include workplace diversity and inclusion, which are also mandatory, and entail spending on training and HR policies.
Economic Factors: Another limitation is that inflation rates and labour costs in the UK are the operational and financial indicators that influence Hilton. Increased wages are needed to secure people's services, especially in a world where there is stiff competition after the COVID-19 outbreak. In addition, economic factors such as; GDP and consumer spending establish an impact on travel demand (Buhalis et al., 2019). Economic difficulties may lead to cutbacks in travel expenses among business travellers, who constitute a major share of customers for airport hotels. On the other hand, the situation with the East Midlands Airport region reveals gradual passenger traffic recovery, which means that there are certain opportunities to level the occupancy rates and revenues.
Social Factors: New traveller habits after the COVID pandemic have altered guests' expectations in terms of cleanliness, security, and convenience. The hospitality workforce has also changed – the employees want flexible hours, career growth, and excellent work-life balance. The expectations have emerged and, for Hilton Hotel to continue attracting its talent, it must align its E.V.P. to meet the expectations as highlighted by Sargent (2023). Further, the East Midlands region is culturally diverse, and recognising the requirements of a culturally diverse clientele will help to sustain high levels of satisfaction.
Technological Factors: As a result, technology becomes a key enabler to help businesses reduce the effect of staff shortages as well as enhance guest experiences. The current developments such as auto-check-in, digital services such as concierge, and efficient workforce management are opportunities for Hilton to adopt. These tools may help to alleviate the workload of existing staff and increase efficiency and, therefore, the quality of services delivered (Buhalis et al., 2019). Moreover, data analysis can give information on the guest’s preferences to allow for personalised experiences. 
[bookmark: _Toc188975746]4.5 Competitor Analysis (Price vs. Quality)
Identification of Key Competitors
Hilton East Midlands Airport faces competition from several nearby hotels catering to travellers seeking convenience and quality accommodations. Notable competitors include:
· Radisson Blu Hotel East Midlands Airport: As much as this hotel is near the airport, it provides business-class facilities which explains why business people patronise it (Narayanan, 2020). 
· Leonardo Hotel East Midlands Airport: Located near the terminal, it offers up-to-date amenities and is suitable for both business and tourist travellers. 
· Holiday Inn Express East Midlands Airport: Boasting a value proposition strategy, this hotel targets customers who are price-sensitive but receive basic services (Narayanan, 2020). 
Comparison of Pricing Strategies
Hilton East Midlands Airport is a mid- to up-scale hotel and the price level corresponds to its brand and service offer. Nightly rates begin at £122, although they fluctuate depending on occupancy levels and the source through which one books a room (Booking, 2025).
· On the other hand, the Radisson Blu has rooms at about £100 per night is mainly focused on luxury and is near the terminal.
· The Leonardo Hotel offers its accommodation at rates starting from £90 per night and combines contemporary comforts with affordable prices.
· That is why the Holiday Inn Express is more of a low-cost variant with the price starting from £59 per night, which will be suitable for frugal individuals (Sargent, 2023).
Hilton continues to charge high rates because it is well established, has many amenities, and seeks to offer quality services which can be offered at slightly higher prices.
Comparison of Service Quality
This paper aims to determine the perceived service quality of the selected set of hotels based on guest reviews. Hilton East Midlands Airport has been described as having friendly staff, clean and a range of facilities that have made guests have positive experiences in the hotel.
· The Radisson Blu is complimented for its contemporary architectural structure and good strategic positioning; however, some guests complain of the hotel’s inconsistent standard of service.
· There are positive comments by guests regarding the convenient location close to the airport and comfortable stay; at the same time, there are occasional comments regarding customer service (Kilson, 2022).
· The Holiday Inn Express receives favourable comments that explicate that the hotel delivers good value, cleanliness, as well as efficient service, which are in line with the budget expectancies of guests.
[bookmark: _Toc188975747]4.6 Netnography Findings
Analysis of Online Guest Feedback
As Hu et al. (2022) pointed out, some of the issues that emerge from the analysis of online reviews of Hilton East Midlands Airport include: Regarding the staff, often guests mention that they are ''very polite and always ready to help''. Food quality especially in breakfast is also praised positively where guests refer to the kind of food as lovely and outstanding. Mentioned aspects like cleanliness and comfort of the rooms have positive effects on the image of the hotel, and therefore the satisfaction of the guests.
On the other hand, some of the negative feedback is anchored on the price of food and beverages some of the guests consider them to be very expensive. However, there are rare comments on the tiredness of the hotel, which may need a facelift on some parts of the hotel.
Insights from Digital Platforms
When comparing Hilton East Midlands Airport, to its competitors, the hotel has a good standing online. For example, the hotel named Leonardo Hotel East Midlands Airport is mentioned to have a "lovely clean room" and "friendly staff", but at the same time some of the guests stated that the food and drinks are "expensive". Likewise, the Holiday Inn Express East Midlands Airport is praised for its cleanliness and orderliness as Murry noted that guests who booked an Express brand hotel were looking for a clean and functional room for a reasonable price (Muller-Heyndyk, 2018). 
As for the potential consequences of staff shortages in their case, the evidence in the available reviews is rather scarce. This positive trend in the commendation for the helpful and quality services from the staff denotes that if there exist shortages of staff, they must not have compromised the guests. Yet, it has been stated that some of the areas might look 'a bit tired' which might be an indication towards issues related to maintenance or low staffing levels.
[bookmark: _Toc188975748]4.7 Reflective Account
Professional Observations
In the course of the operational analysis of Hilton Hotel East Midlands Airport, several operations issues arose namely those originating from a shortage of staff. According to Luo et al. (2019), one common finding was the extra burden that incumbent staff had to bear, which manifested to different extents in burnout. Most employees remained polite and provided quality service to customers, but a few employees were overwhelmed and could not manage the high rush. For instance, delays in cheque-in times or the preparation of rooms were mentioned during busy hours, as evidence of the business strain on decreased numbers of workers.
Staff dynamics showed that employees had good working relationships at their workplaces and there was a commitment to work but training and development needs were noticed. This sometimes resulted in the organisation's staff delivering services at varying levels, with some performing their duties effectively while others failed to meet the organisational brand image (Martono et al., 2020). In the case of service encounters, guests emphasised the significance of individualised attention; several guests appreciated empathetic personnel. However, during periods of high occupancy, this kind of guest attention could be lost, which may have an impact on guest satisfaction.
Other areas that showed that operation was not fully optimised included the housekeeping department and the food and beverage department. Inadequate staffing of these departments led to time lags as well as, at times, compromised quality (Widiastini et al., 2024). However, the management of Hilton made efforts to address these problems, for instance, cross-training employees to work in different departments helped enhance versatility but at the same time increased workload.
Connections to Research Objectives
These observations are in consonance with the outlined problems of shortage of staff and its consequent effects on output and customer satisfaction. Ghani et al., (2022) In this research, the author's objective of discovering the impact of workforce constraints on service quality is evident from the mentioned delays and. For example, housekeeping delays and brief interactions with guests are linked to what happens when staffing is cut.
In addition, the applicability of the research in recommending solutions to the sustainable workforce issues aligns with the observed Hilton’s need to enhance recruitment and retention as well as offer training programmes. Observations also support the objective of evaluating guest satisfaction, as the feedback shows that while many guests like the service, some guests have complained of dissatisfaction with the delays and perceived value in Muller-Heyndyk (2018).

[bookmark: _Toc188975749]Chapter 5: Discussion
[bookmark: _Toc188975750]5.1 Introduction
This research investigates the causes and impacts of staff shortages on operational efficiency and guest satisfaction at Hilton Hotel East Midlands Airport. The research goals are to assess the potential causes for the identified workforce issues, assess the impact of the potential causes on service quality and propose a sustainable workforce management solution. Major conclusions show that staff deficit due to Brexit, and changes in the labour market after COVID-19, have caused workload, delay in service delivery and sometimes even service quality. These observations are consistent with general industry trends and indicate that strategic recruitment, employee retention and the use of technology are emerging as core staffing issues.
[bookmark: _Toc188975751]5.2 Critical Analysis of Findings of Literature
Causes of Staff Shortages
The study proves that the primary reasons for the staff shortage at Hilton Hotel East Midlands Airport are internal and external factors consistent with the industry. Brexit has greatly impacted the pool of workers from the European Union which many studies including Sargent (2023) highlighted was a common source of skilled workforce for the hospitality industry, due to the post-Brexit changes in immigration policies that have narrowed down the sources of recruitment for the hospitality industry, especially in areas of housekeeping and food services.
COVID-19 has also prolonged the problem because workers laid off during the pandemic have not rejoined the sector, as Peramatzis and Galanakis (2022) also reported. Such a shift has led to the formation of a highly competitive labour market where industries such as retail and logistics industries can offer higher wages and better work-life balance systems than what the hospitality industries could offer; thereby reducing the available pool of potential candidates. Internally, the following were cited as contributing to the problem; high turnover rates, and inadequate training among the employees. The high attrition rate is caused by burnout and the absence of career advancement, which corresponds to Herzberg's Motivation-Hygiene Theory stating that hygiene factors include promotions. To some extent, all these internal challenges are in line with previous studies, but the effect of Brexit is a new regional characteristic that may not be considered in some general studies.
Impact on Operational Efficiency
The study notes that the shortages of staff mean that services take a longer time to be delivered, human resources are overstretched and the quality of services delivered varies at Hilton Hotel East Midlands Airport. These concerns are not far from Lean Management principles where it is pointed out that the effectiveness of work is achieved through the identification of activities and their elimination. When the number of staff is low, work processes are affected and this leads to production losses and poor quality service delivery (Helmold, 2020).
According to Hayes and Ninemeier (2021), these outcomes are also valid, for example, understaffing results in negative effects like long times to serve the guests and demotivated workforce. At Hilton, cross-training workers to perform multiple tasks helps eliminate some of these shortcomings but at the same time causes employees to get tired, thus increasing turnover. Furthermore, the inability to serve guests during peak demand, particularly during highly occupied occupancy levels, is an operation weakness resulting from staff deficiency (Giousmpasoglou and Marinakou, 2024). This is in line with observations made in the hospitality industry, which state that failure to recruit and retain adequate staff is a major factor that hampers operational continuity.
Impact on Guest Satisfaction
[bookmark: _GoBack]Based on the analysis of guests’ comments, it is understood that shortages of staff sometimes lead to slow service and lower quality of services that also hurt guests. This is in agreement with Padma and Ahn (2020) who posit that service quality and guest loyalty are closely related. Timely and efficient service delivery is a key strength of the Hilton brand and where these services fail, the impact is felt in repeat patronage and brand image.
Some of the guests have complained about short encounters with the staff and long waiting times, all of which result from a lack of human resources. Thus, whereas the majority of the reviews describe the staff as professional and friendly, these positive experiences are rarely the result of the ability to provide a consistent level of service during periods of high demand, as described by Peramatzis and Galanakis (2022). The results re-emphasise the need to have adequate staffing across the Hilton organisation to allow employees to deliver on the service expectations of the guests.
In the long term, these mishaps might weaken Hilton's competitive advantage and the company will be forced to offer discounts to customers to gain their loyalty. Negative comments from guests and a decrease in satisfaction can lead to less frequent attendance of the hotel and thus affect the competitive advantage of the hotel. Chen et al. (2022) have also pointed out that the research presents the imperative of preventive measures like embracing technology to minimise process intensity and freeing the staff to attend to the guests. 
[bookmark: _Toc188975752]5.3 Implications of Findings
For Hilton Hotel East Midlands Airport
It is for this reason that the results presented draw a nerve-wracking observation regarding Hilton Hotel East Midlands Airport to enhance staffing issues through timely and specific actions. Improvements in the recruitment processes should therefore aim at sourcing a greater number of qualified applicants. Jordan and Matzke (2024) added that this can involve paying better wages, providing working conditions, and providing incentives like signing bonuses or career advancements to make Hilton stand out among other employers. Further, it may be possible to develop apprenticeship or internship relationships with local universities and training centres to produce a steady stream of qualified workers with the added benefit of their being a long-term commitment.
Employee retention is equally critical. From this perspective, high turnover rates observed in the company imply that Hilton urgently needs to enhance its retention strategies. Tailored training interventions should be adopted to enhance the capacity of employees in the workplace and the following are the benefits: The frustration level diminishes and increases morale among the employees when training programmes are provided (Narayanan et al., 2019). In addition, incentivizing the employees promoting them and acknowledging them through incentive programmes can help increase the level of engagement among the employees. Other measures like better mental health services and work-life balance policies should also be part of the well-being programmes to curb burnout, which is one of the major reasons for attrition in the hospitality business.
Another key implication is the ability to maintain a high price premium while maintaining high levels of service delivery is another key implication for Hilton. The price premium is justified by the brands' association with quality, but when there is inadequate staffing to deliver good service, the image is tarnished and the value offering is negated. To justify the high charges, Hilton must make sure that issues of staffing problems that have operational disadvantages are addressed noted by Charas and Lupushor (2022). This means not only the replenishment of the staff in connection with the occurrence of vacancies but also the acquisition of processes and means that would enable the hotel to respond to increased demand during the high season without deterioration of the quality of services provided.
For the Hospitality Industry
The results obtained from Hilton Hotel East Midlands Airport can be seen as a microcosm of issues that the UK hospitality industry is facing about its workforce. The situation in the labour market after Brexit and the consequences of the COVID-19 pandemic have changed the industry and have caused constant shortages of staff and increased competition for professionals mentioned by McCann et al. (2023). Such problems expose the need for system reform in the sector, for instance, initiatives that will encourage domestic workers to pursue careers in hospitality. Stakeholders and the government must work together to enhance the pay, employment rights, and promotion for the staff so that the sector can match other sectors like retail and logistics.
Opportunities arising from technology adoption constitute a crucial factor that may help ease staffing challenges. As per Ghani et al. (2022), there are technologies like auto schedulers and AI-based demand forecasting which enable rationalising the workforce demand and lightening the existing employees' load. For example, basic functions such as cheque-in and room assignment elimination might reduce time consumption, allowing front desk employees to work directly with guests. In the same way, robotic solutions for cleaning or meal delivery can work hand in hand with staff and augment productivity without affecting the quality of services delivered.
Apart from optimising cost and increasing productivity, the use of technology can also improve the levels of satisfaction and turnover of employees. Tools utilised in digital environments may help to increase the level of internal communication, employees' performance, and feedback systems that, in turn, lead to greater connection and engagement. Online training programs offered through e-learning platforms can offer employees versatile possibilities to develop their competencies and become more valuable for the company, according to Charas and Lupushor (2022). 
The consequences also apply to how the hospitality industry promotes itself as an employer. According to the study conducted by Nunkoo et al. (2020), to ensure that a new generation of workers is embraced in the sector there is a need to reduce negative perceptions associated with the job such as low wages, unsociable working hours, and limited promotion opportunities. Hilton and other brands can set best practices in this regard by demonstrating how some of their employees have advanced within the company and pointing out that the hospitality industry is stable and has a long-term future.
[bookmark: _Toc188975753]5.4 Acknowledging Limitations
Data Limitations
This research work makes use of secondary data only, which has some limitations in terms of accessing organisation-specific and operational data for Hilton Hotel East Midlands Airport. Murray and Holmes (2021) note that financial performance reports, internal staff records, and direct employee or management feedback were inaccessible, which constrained the richness of the examination of internal processes. Secondly, secondary data may differ in terms of quality and coverage, which may give a partial and, therefore, distorted picture of the staffing problems and their consequences.
Methodological Limitations
This setting of netnography as a methodological approach brings out biases in the research process. Electronic word of mouth, while useful, is not completely representative of the customers because the respondents are those who have had either extremely positive or negative experiences. Furthermore, reviews are frequently skewed by subjective attitudes, meaning they don't always reflect the true calibre of the services rendered (Kozinets, 2019). The anonymity of reviewers also poses some concerns about the credibility of some of the gathered data. These biases could distort the evaluation of the level of guest satisfaction as well as operational difficulties.
Case-Specific Insights
The conclusion, suggestion and recommendation are made based on the findings for Hilton Hotel East Midlands Airport to address its specific operation environment and issues. A study conducted by Nunkoo et al. (2020) the findings have useful implications but one cannot assume that the lessons learnt apply to other Hilton properties or other hotels in other locations. Issues like the consumers’ needs and wants, the demography of workers, and the rules and regulations of various regions differ from one another and restrict the generalisation of the findings to the whole hospitality industry.
[bookmark: _Toc188975754]5.5 Pointing Out Valuable Areas
It is important to acknowledge several significant areas derived from this research that are useful for enhancing workforce management and business effectiveness at Hilton Hotel East Midlands Airport and across the hospitality industry. A study by Unt et al. (2021) one emerging category is the lack of well-designed retention policies to ensure that talented employees remain with organisations, including offering career, progression, opportunities, flexible working, and promoting staff well-being. These can decrease turnover and improve employee satisfaction, which in turn will mean better delivery of services.
The adoption of technology also comes out as a desirable strategy. Some of the examples of repetitive chores like cheque-ins or inventory control can be eased out to free time for staff to spend more time with guests. According to Sargent (2023), it is possible to make optimal staff scheduling so that there will be enough work force during busy times, reducing inefficiency due to lack of enough personnel.
The third important issue is the necessity to modify the approach to recruitment. Developing relations with local training institutions, developing apprenticeships and advocating for the hospitality industry as a fulfilling career, can achieve recruiting a large and skilled workforce. 

[bookmark: _Toc188975755]Chapter 6: Conclusion and Recommendations
[bookmark: _Toc188975756]6.1 Conclusion
This paper explored the factors that led to staff shortage problems and their effects on productivity and customer satisfaction at Hilton Hotel East Midlands Airport to offer a glimpse of the workforce issues. These studies indicated that external factors including Brexit and the residual impact of COVID-19, alongside internal issues including high turnover and insufficient training, are major causes of staff deficits. These shortages have led to overworking of the employees, organisational ineffectiveness, and sometimes compromised standard service delivery to the guests, which affects Hilton's image.
The study also focused on the issues of staffing and argued that the problem of staff deficit is one of the most significant threats to Hilton's ability to sustain its luxury brand image. Lack of enough manpower leads to the realisation of inefficiencies in executing operational plans and failure to meet the high demand in the hotel industry. Responses from the guests also highlighted the need for personalised and timely service delivery that would guarantee loyalty and satisfaction among the guests, a factor that is hampered by staffing issues.
This research also supports the call for short-term and long-term solutions to address workforce problems. There is a need to improve recruitment activities, improve retention activities and improve general operations through the adoption of technology. Furthermore, organisational transformations across the hospitality industry, including wage increases, enhanced working conditions, and career mobility, are required to solve more extensive labour problems. 
[bookmark: _Toc188975757]6.2 Recommendations and Practical Strategies
They elaborate on recruitment strategy, staff retention, use of technology, operating model, and sustainability respectively. 
1. Strengthening Recruitment Practices: It is necessary to redesign the approaches to attracting employees as a result of a massive change in the composition of the workforce. Local colleges and vocational training centres should be engaged to provide Hilton with a pool of qualified labour force (Riccucci, 2021). Apprenticeships and internships would not only help students gain necessary practical experience but also give Hilton recognition as the company where students want to start their careers in the sphere of hospitality.
Furthermore, Hilton's employer branding strategy should focus on the company being a world's renowned hospitality organisation. Some of the ways of portraying a long-term career include demonstrating career advancements, employees' achievements, and attractive benefits during the recruitment drives. Recruitment campaigns should also stress Hilton's flexibility, saying that the company has part-time, seasonal, and temporary jobs for people who need more flexible work (Lee and Legendre, 2023). 
2. Enhancing Employee Retention: Attrition management practices are critical to combat the high turnover trends present in Hilton Hotel East Midlands Airport. This includes providing adequate remuneration packages that are rewarding, especially for the performance of the employees or offering bonuses. However, apart from monetary incentives, structured training and development programmes should be implemented (Kamalaveni et al., 2019). This will guarantee the employees' worth, and make them embrace the company's culture and goals with the provision of leadership development, skill certifications, and career ladders.
Another important area that needs to be improved is work-life balance. Work-family balance options, health promotion activities, and mental health interventions can greatly help to prevent burnout among employees, which is widespread in the hospitality sector. By frequently appreciating their efforts and providing incentives such as the 'Employee of the Month' or group exercises, a healthy working environment is promoted (Ajiga et al., 2024). A good retention plan reduces the costs and the loss of service that is caused by high turnover in the organisation.
3. Leveraging Technology for Workforce Optimization: They also showed that the use of technology can help reduce the effects of short staffing and improve organisational performance. It can be concluded that workforce management software is a rational method for staff planning and forecasting organisational needs for staffing. Such tools can minimise scheduling issues and make employees happy because of the transparency and flexibility of such tools (Sharma and Khan, 2022).
Another area that can benefit from technology is automation. Some of the operational activities that can be self-served include: cheque-in and cheque-out, assignment of rooms, and housekeeping services booking among others. This not only relieves the burden from the staff but also improves the experience of the guest by making the delivery of services more efficient (Riccucci, 2021). For example, the digital concierge can help guests by answering their questions immediately through touch screens, while employees can turn their attention to more individual tasks.
4. Optimizing Operational Workflows: Effective management of these issues requires efficient operations to minimise the effects that stem from staff shortages and maintain high service quality. Hilton should encourage cross-training programmes to allow employees to handle many stations due to the flexibility of the company during busy days. For instance, front desk attendants can be utilised to provide concierge or administrative service so that the hotel can easily address changes in workload demands (Ajiga et al., 2024).
Another operational and practical method is Lean Management for improving the workflow. This entails observation of present methods and techniques to determine which of them are redundant and should be removed. For instance, it is possible to simplify the housekeeping operational procedures or improve the food and beverage operational processes to save time and workforce without compromising on quality (Kamalaveni et al., 2019). Non-strategic activities like laundry or maintenance can also be outsourced to third-party suppliers to reduce the workload on internal human resources and ensure that employees are engaged in functions that directly interface with the guests.
5. Fostering Long-Term Sustainability: If Hilton wants to have a successful future; it should take into account some of these sustainable labour practices. Evaluating the degree of diversity and inclusion in the workplace can help in attracting employees from different diverse groups and also enhance the team’s performance. Equal employment opportunity and multicultural training can also improve organisational cohesiveness and guarantee all workers’ workplace accommodation (Lee and Legendre, 2023).
The last aspect of the organisation that the consumers of Hilton can match to the firm’s potential level of achievement is environmental sustainability. Environmental sensitive measures such as energy conservations measures and environmental management measurers reduce operating costs while guests who are interested in conservation of the physical environment are attracted by such measures. It is equally important in the process of realising sustainable improvements to seek cooperation with other players in the hospitality industry and policy makers (Kamalaveni et al., 2019).
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