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[bookmark: _Toc168086792]Abstract 
The proposed study aims to analyse retention and recruitment strategies for mitigating labour shortages in the hotel industry during COVID-19: the case of Hotel Mercure Newport. The methodology adopted in this study is secondary qualitative, where a case study approach was adopted. Secondary data was collected in the form of the case study of Mercure Newport Hotel from official websites and scholarly articles, while the content analysis method was used. According to the findings of the study, COVID-19 has detrimental effects on the retention of employees in the hospitality sector of the UK, with high employee turnover creating staff shortage issues for hotels, particularly in the case of Newport Mercure Hotel. The study also found that the recruitment process is shifted to online and virtual platforms to conduct interviews of the candidates and online screening tests to follow SOPs of COVID-19 like social distancing and lockdown. The study also uncovered that Hotel Newport Mercure has adopted several retention strategies during COVID-19, which are also being followed in the post-pandemic environment. For instance, offering market competitive compensation packages, employee engagement practices, employee empowerment, recognition and appreciation and career advancement prospects are found as primary strategies. 
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[bookmark: _Toc168086794]Background Information
	The spread of COVID-19 in the UK has led to significant staffing and retention issues in the hospitality sector of the United Kingdom. According to the statistics forwarded by World Coffee Portal (2022), almost 40% of UK hospitality companies report having trouble finding qualified employees. Based on an examination of data from the Office of National Statistics, it was discovered that 37.4% of companies in the hospitality sector are facing a lack of competent employees. This is a far larger percentage than what is seen in construction (25%), transportation (16%), and real estate (14%). Restaurants in the UK have a far lower personnel retention problem than those in the USA or Australia (Lightspeed Commerce Inc., 2023).
Similar issues have been faced by Hotel Mercure Newport, United Kingdom, which have been observed during my placement at the hotel. Therefore, this hotel has been chosen as the case study in the proposed study. The Hotel Mercure Newport is located near Riverfront and the University of Wales-Newport. It offers a 24-hour gym, bar, and dry cleaning/laundry facilities. The NP20 Bar & Kitchen, the on-site eatery, serves light cuisine children's meals, and breakfast, lunch, and supper are the most profitable services provided by Hotel Mercure Newport. During the placement at a hotel, it has been observed that the hotel faced substantial staffing, labour shortage and retention challenges during COVID-19, which sets the importance of the proposed study, which is intended to analyse effective recruitment and retention strategies for Hotel Mercure Newport to resolve its staffing and labour shortage challenges. 
[bookmark: _Toc168086795]Research Aims and Objectives
The proposed research aims to analyse retention and recruitment strategies for mitigating labour shortages in the hotel industry during COVID-19: the case of Hotel Mercure Newport. To attain this aim, the following objectives are developed;
· To assess the impact of Covid-19 on labour shortages in the hotel industry of the UK.
· To evaluate current recruitment strategies implemented by Hotel Mercure Newport during Covid-19
· To analyse retention strategies and their effectiveness at Hotel Mercure Newport
· To provide recommendations for improving recruitment and retention strategies at Hotel Mercure Newport
[bookmark: _Toc168086796]

Research Questions
· What are the effective recruitment and retention strategies that can be applied by the hospitality sector of the UK during and after the COVID-19 pandemic to reduce the labour shortage at Hotel Mercure Newport?
[bookmark: _Toc168086797]Scope 
The scope of the proposed study is to analyse and propose recruitment and retention strategies to resolve staffing and labour shortage challenges in the case of Hotel Mercure Newport. The findings are applicable to other companies operating in the hospitality sector of the UK offering food, beverage and accommodation-related services. The structure of the proposed study is based on an introduction which provides background information, aims and objectives and the scope of the study. The literature review, being the second chapter of the study, provides theoretical foundations and analyses of arguments of prior researchers on the staffing and labour shortage issues faced by the hospitality sector. The chapter also discusses research gaps and theoretical frameworks. The methodology chapter discusses philosophies, approaches, data collection and analysis methods to develop research findings. The case study chapter assesses Hotel Mercure Newport in terms of descriptive information and analyses the internal and external environment through SWOT, PESTLE and competitor analysis. The findings chapter develops the results and findings of the proposed study, which are summarised in the conclusion chapter, as the last chapter of the study. Lastly, the reflective account is also provided to describe placement experiences and professional observations. 
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[bookmark: _Toc168086799]Covid-19 And Labour Shortages in The Hotel Industry
The lack of competent human capital has been a serious issue for the hotel and hospitality industries in recent years. It has had a strong impact on the working conditions, productivity, and reputation of hotels and other businesses. According to Hamouche and Chabani (2021), this is explained by the fact that a number of circumstances, such as long workdays, reduced pay, rivalry from other industries for human resources, and the COVID-19 unrest in the workforce, have contributed to labour shortage conditions. The industry was comparatively prone to high turnover rates as a result of the manpower shortage during COVID-19. Michael and Fotiadis (2022) reported that the yearly turnover rate exceeded 55%, which is significantly greater than the rate seen in the private sector as a whole. According to the Michael and Fotiadis (2022), 64% of hotels had a staffing shortfall, with cleaning food, and beverage department roles accounting for the majority of these shortages during COVID-19 as these services required frequent human interaction, which was prohibited during COVID-19 (Michael and Fotiadis 2022). 
[bookmark: _Toc168086800]Recruitment Strategies Implemented by Hotels During Covid-19
	During the pandemic, several HR departments, including those in the hotel industry were shifted to more virtual techniques, which are now more widely accepted (Maurer, 2020). These moves resulted from government-issued directives to shelter in place in order to contain the virus and safeguard the participants' health until the pandemic had passed.  Hospitality companies were forced to overcome the challenge of creating a smooth transition from employees who are working all the time on location to either remote work or, in the case of the hotel industry, shortened hours, reduced pay, nearly eliminated interaction, and so on (Carnevale and Hatak, 2020). These issues were related to the health of personnel and retaining talent throughout the uncertainty of the pandemic and the long-lasting impact it has on hospitality organisations. Therefore, in the post-pandemic era, potential employees and candidates now seek career advancement and increased monetary incentives. In this perspective, Jabeen et al. (2022) specify that offering a market-based wage rate is essential for drawing in applicants and recruiting workers is an effective strategy. Competitive total compensation, which includes base pay, bonus payments, and long-term incentives, can inspire workers to perform at greater levels and improve company outcomes. 
[bookmark: _Toc168086801]

Retention Strategies Implemented by Hotels During COVID-19 to Prevent Labour Shortage 
	The COVID-19 pandemic has played an effective role in aggravating the job loss perception among hotel employees, which does not only affect individuals but extends to include communities and organisations (López-Andreu et al., 2019). Therefore, several strategies are applied by hotels to enhance the retention of employees and reduce turnover rates. For instance, McCollum and Findlay (2020) argue that hotels enhance the job security of employees such as offering growth and career advancement programs, offering flexible working arrangements and reducing certain amounts from salaries to compensate for massive revenue losses, which were proven to be effective strategies rather than laying off employees, or downsising which led to fear of job losses and high turnover rates.  
Secondly, hospitality employers attempted to increase job satisfaction of their workforce during COVID-19. For instance, hotel managers comprising HR managers and department leaders play a crucial role in increasing employee job satisfaction at the workplace (Morosan and Bowenm, 2022). Likewise, during the pandemic, hotel managers and leaders depicted leadership traits which are comprised of the obligation to offer outstanding services, good attitude, inspiring and motivating employees justice, and offering health programs such as medical coverage, specifically to fight COVID-19 (Nam et al., 2021). Nissim and Simon (2021) specify that other strategies included improving skills during flexible and remote working through training, promotions, and enabling work-from-home conditions for back-office staff, ethical environment, involvement and empowerment, and transparency. 
[bookmark: _Toc168086802]Theoretical Framework
	The theoretical framework of the proposed study is based on the Resource-based View (RBV) theory. Barney (1991) proposed the Resource-based View (RBV) method for the first time. The notion of Resource-Based View (RBV) holds significant relevance to this research as it underlines the significance of internal resources of the companies in attaining and maintaining a competitive edge (Purwatiningsih and Sawitri, 2021). Human resources are vital resources that generate client happiness and operational effectiveness in the context of Hotel Mercure Newport. Through the application of the RBV theory to the analysis of recruiting and retention methods, this study is able to determine the ways in which the hotel's distinct workforce management skills help to mitigate labour shortages (Ruiter et al., 2021). It allows for analysis of the finest techniques to maximise intangible assets like worker abilities, company culture, and creative HR procedures (Sánchez-Hernández et al., 2019). Comprehending and using these internal assets, such as efficient human resources procedures and staff training initiatives, can provide the hotel with a competitive advantage in the hospitality industry during the pandemic (Ruiter et al., 2021). 
[bookmark: _Toc168086803]Research Gaps
	The motivation to carry out the proposed study is driven by major research gaps in the existing body of knowledge. For instance, Mujtaba (2022) examined the employee recruitment and retention challenges stemming from COVID-19 with a particular focus on layoffs challenges and retention strategies. However, the study leaves several research gaps, such as a lack of focus on the hotel and hospitality sector, and suggestions to enhance retention and recruitment processes were not analysed. Moreover, another study was carried out by Japutra and Situmorang (2021) with a core focus on the repercussions and challenges of COVID-19 in the hotel industry and an emphasis on strategies to mitigate retention and recruitment issues faced by the hotel sector of Indonesia. However, this study left substantial research gaps as the study did not emphasise retention strategies to reduce labour shortage challenges in the hospitality sector and further hotel sector of developed countries like the UK was neglected. Therefore, the proposed research aims to cover these research gaps and analyse both retention and recruitment strategies applied by the hotel sector of the UK to address labour shortage challenges particularly in the case of Mercure Newport Hotel. 


[bookmark: _Toc168086804]Methodology 
[bookmark: _Toc168086805]Research Design and Approach
	The proposed research has adopted a case study research design. A technique for examining, characterising, and elucidating events and processes in light of their real-world contexts is case study research (Nassaji, 2020). When examining circumstances when it is difficult to distinguish the object from the topic of study and when there is information from several sources that is essential to comprehend the issue, this method works very well (Byrd, 2020). As the objective of this study is to analyse the recruitment and retention strategies applied at Hotel Mercure Newport during COVID-19 in reducing labour shortage challenges, the case study research design is viable to apply. Hence, the study is based on a case study approach, with a dependence on the secondary qualitative dataset, the interpretivism research philosophy is applicable in the current study. 
[bookmark: _Toc168086806]Data Collection Method
The secondary data collecting approach used in this study involved compiling a great deal of specific information about how effectively the retention and recruitment strategies worked to reduce labour shortage challenges at Hotel Mercure Newport. The secondary data is gathered by means of collecting data from the case study of Hotel Mercure Newport. Further relevant research journals and articles are also collected to compare and contrast the case study findings in terms of authenticity as well as future implications (Basias and Pollalis, 2018). The databases used to collect secondary data are comprised of the official website of Mercure Newport Hotel, press releases, and annual reports. Further, Google Scholar, Springer, Research Gate, and Wiley are also accessed to collect relevant articles on retention and recruitment strategies applied by hotels during the pandemic to retain employees and reduce labour shortages. Therefore, the year range for data collection is determined as 2019 to 2023. The keywords used to collect relevant datasets are comprised of recruitment, retention, labour shortage, staffing, hotel industry, and Mercure Newport hotel.   
[bookmark: _Toc168086807]

Data Analysis Method
The data is analysed using the content analysis method. The content analysis allows for analysis of data based on secondary data collected in the form of graphs, percentages and statistics from secondary sources related to research problems and questions (Mohajan, 2018). It is then analysed under the light of the theoretical framework and arguments of previous researchers. This allows for analysis, generalisation and implications of the findings (Nassaji, 2020). The content analysis is comprised of the analysis data in terms of the effects of COVID-19 on the labour shortage of Mercure Newport Hotel, recruitment strategies applied by the hotel and retention strategies. It is followed by a discussion of the findings in terms of potential implications and recommendations to further improve applied strategies in the post-COVID-19 era to address labour shortage issues in future. 


[bookmark: _Toc168086808]Case Study 
[bookmark: _Toc168086809]Descriptive Information
Turnover and Staffing
The Hotel Mercure Newport has confronted severe turnover issues and challenges during COVID-19 due to broader concerns related to uncertainty, financial instability and health concerns (Adeyefa et al., 2023). Several employees separated from the hotel due to fear of being contracted the virus. In contrast, several were laid off from their services as the hotels' operations and number of guests were reduced with declined occupancy rates (Le et al., 2021). During COVID-19, the hotel faced a turnover of 35% of its employees, which was substantially greater than pre-pandemic levels of 20% (Rawww, 2024). The hotel also laid off 25% of its staff due to decreased occupancy rates of the hotel from 75% to 30% during the pandemic (Mercure Hotel Newport, 2023). In addition, around 15% of the remaining employees voluntarily left due to health concerns and job insecurity (Mercure Hotel Newport, 2023). 
Locations a Branches
The Mercure Hotel Newport operates with one branch in Wales, which is located conveniently at the heart of the City Centre, Wales, UK, near top historic sites such as Cartist Tower (Mercure Hotel Newport, 2023). The place and location of the hotel are perfect with respect to discovering both contemporary cities which are also surrounded by the countryside of Wales (Mercure Hotel Newport, 2023). It is situated adjacent to Friars Walk shopping and 400 metres, which is a walking distance of seven minutes from Newport Train Station (Hospitality Careers, 2023). Therefore, the location of the hotel is perfect for those seeking to explore the beautiful surroundings of the countryside, with options for walking, cycling, dine-in at restaurants and shopping. 
[image: ][image: ]
Figure 1 Location and Map of the Hotel
Cultural Context
Newport is a vibrant city with a multicultural environment, immersed in a rich industrial and cultural heritage, where conventional industries are present alongside novel financial and electronics service sectors (Mercure Hotel Newport, 2023). This local and domestic heritage has been integrated into the design of the hotel, with ascents of industrial themes, for instance, the utilisation of timber and metal materials and contrasting patterns and combinations of the building, which is comprised of the palette of black, grey and white stones featured throughout (Mercure Hotel Newport, 2023). The hotel also combines with Caroline Rees, a renowned Welsh artist, to develop an artwork which is inspired by the famous transporter bridge of the city as a tribute to local cultural and heritage (Newport County, 2023). 
[bookmark: _Toc168086810]Primary Analysis
[bookmark: _Toc168086811]SWOT
Strengths
	The hotel Mercure Newport has significant strengths in terms of its locations and alliance with other organisations in the hospitality sector of the UK. For instance, the hotel has formed a strategic alliance with Accor Group, an internationally recognised brand, to ensure consistent service quality to its guests and service standards (Mercure Hotel Newport, 2023). This strategic partnership offers significant marketing support, loyalty programs and frameworks of operations, which remained important during the uncertain period of COVID-19 for Hotel Newport (Rawww, 2024). The prime and central location of the hotel is another strength, as it is surrounded by established businesses, tourist attractions, and shopping centres, which attract tourists both globally and domestically, offering hotels with diversified revenue streams (Hospitality Careers, 2023). Furthermore, the broader range of facilities is provided by hotels, which are comprised of dining and spa options, conference rooms, accommodation, a gymnasium, and customised sightseeing tours for travellers (Sigala et al., 2023). These facilities allow the hotel to diversify its revenue streams and compensate for losses from one facility with revenue from other facilities. However, these strengths were substantially challenged by COVID-19, as upholding high standards of service became impossible with reduced labour and staff shortage, which signified the need for effective strategies and adjustments in management human capital to maintain reputation and service standards at the hotel (Ghani et al., 2022). 


Weaknesses
The most substantial weakness of Mercure Hotel Newport is its utmost dependency on seasonal and contractual staff, which added severe uncertainty during COVID-19, as staff on contractual or seasonal contracts separated against increased age rates offered by small hotel chains and other industrial sectors offering similar services like day-care centres (Sigala et al., 2023). Therefore, the sudden shock of labour unavailability or skilled labour shortage led to inefficiency in the hotel’s operations and complexity in maintaining service levels. In addition, the pre-pandemic underinvestment of the hotel in employee retention programs, training and developments left the hotel non-prepared for such a fatal disease and to swiftly adapt to new employee retention strategies during COVID-19 (Ugboego et al., 2022). This weakness or shortfall in training and development prospects led to burnout of the remaining staff, who were required to work extra hours to compensate labour shortage challenge at Newport Mercure Hotel (Knittel et al., 2020). Therefore, addressing this feebleness by making investments in retention and training and development programs, in the long run, becomes a necessity for Mercure Newport Hotel to increase its resilience against such pandemics causing disruptions in future (Marinakou and Giousmpasoglou, 2019). 
Opportunities
Several opportunities have been opened up by COVID-19 for the hospitality industry of the UK, likewise for Hotel Mercure Newport for innovating and strengthening its recruitment and retention strategies (Mercure Hotel Newport, 2023). For instance, making the most of digital transformation in HR practices like virtual recruitment during COVID-19, online training and development programs for incumbents have streamlined the hiring recruitment training process for new hires and enhanced the preparedness of staff (Newport County, 2023). There is also a prospect to enhance programs for employee well-being, providing advantages such as mental health support through online consultations, flexible working conditions and schedules and career development opportunities that have substantially increased job satisfaction and rates of employee retention (Rawww, 2024). 


Threats
The lasting threats of COVID-19 from its emerging variants and probable future pandemics pose substantial threats to the recovery and operational stability of Hotel Mercure Newport (Mercure Hotel Newport, 2023). Consistent concerns related to health and the probability of lasting restrictions on travel disrupted the operations of the hotel and deterred both the potential guests and employees of the hotel (Ghani et al., 2022). In addition, the competitive labour market, which was intensified as a result of the COVID-19 pandemic, also made it challenging for the hotels to attract, recruit and retain skilled workers as the majority of the employees were seeking more sustainable, secure employment with options of remote work (Knittel et al., 2020). In addition, another threat faced by the hotel was from economic challenges like fear of job losses and downsising in other industries led to a decline spending power of consumers, which affected the travelling industry as people were more opted to save rather than spend on travelling. It heavily declined occupancy rates and revenues of hotels, which Hotel Mercure Newport also confronted. It further created staffing and retaining challenges as hotels were unable to meet their operational cost requirements due to a decline in revenues (Sigala et al., 2023). 
[bookmark: _Toc168086812]PEST Analysis
Political
As talent management and staffing are so important to any organisation, political actions have had a special effect on staffing in the UK hotel industry. In accordance with (López-Andreu et al. 2019). The immigration regulations governing the number of foreign workers permitted in the hotel industry have been loosened as a result of Brexit. For instance, in an effort to address workforce issues, hotels have pushed for reforms to immigration regulations, aiming to increase immigration's flexibility (Kichuk et al., 2019). Additionally, the government and the British Hospitality Association have teamed to create programs for training local personnel (Govt. UK, 2023). In particular, McCollum and Findlay (2020) pointed out that tightening immigration laws stops shortages. This government assistance for training initiatives helps reduce reliance on foreign workers by nurturing the development of local capacity to meet organisations' needs for human resources. 


Economic
In the context of the UK hotel business, salaries and labour expenses continue to be important factors to take into account when calculating economic metrics, according to (Adeyefa et al., 2023). This industry still has workforce challenges due to low salaries and unfavourable working conditions. In order to reduce employee turnover, Hilton Hotels & Resorts has also implemented performance-based compensation and flexible work schedules, according to (López-Andreu et al. 2019). According to (Le et al., 2021), higher employee pay is thus linked to better worker dedication, satisfaction, and productivity, all of which leads to better customer service. The Ritz London has to enhance additional employee incentives and pay in reaction to this danger in order to retain employees (Indeed, 2023).  
Social
There are certain variations in the culture and demography towards work, which influences the environment of labour in the industry of hospitality in the UK. As per the arguments of Sánchez-Hernández et al. (2019), it is observed that for the younger generation, career advancement and work-life balance are more important. Rendering to Ntounis et al. (2022), young employees in the hospitality sector are important in that they would suggest hospitality organisations to their friends and other young people, therefore increasing a consistent supply of human resources.  Bashir and Gani (2020) specified that a pertinent culture of work substantially endorses the level of job satisfaction and commitment of employees towards hospitality organisations. An illustration of this argument is Savoy Hotel, which has developed mentorship and personal wellness programs (Savoy, 2024). However, Prasetio et al. (2019) specify that programs are required to be steadily financed and treat the symptoms instead of root causes of turnover, such as low wages or salary cuts during COVID and long working hours due to labour shortages in the hotel industry COVID-19. Notwithstanding that, not all developments can be able to apply these practices suitably due to the absence of sufficient capital, as revenues declined during COVID-19 due to the reduced number of guests at hotels. 


Technological
According to the arguments of Nam et al. (2021), the strategies of innovation also allow hotel firms to address labour-related challenges, such as replacing separated employees with automation and robotics procedures and thus reducing reliance on people in the hotel sector in the UK. Certain hotels in the UK have applied the utilisation of technology, which is comprised of the usage of check-in machines and mobile applications, which act as contingent platforms assisting hotels by providing cutting-edge technology to replace human capital with automation (Sharofiddinov et al., 2023). For example, to address staff shortage problems during COVID-19, Yotel London, located at Heathrow, incorporated self-check-in processes and automated scheduling based on artificial intelligence (Yotel, 2023). Likewise, rendering to Nissim and Simon (2021), the implementation of a scheduling system leads to the possibility of determining the degree to which staff is required to be adjusted, relaying on the demand and number of guests. It is taken into account by Jabeen et al. (2022) that novel technologies reduce costs, surge efficiency and surge customer satisfaction. Therefore, advancement in technology in the hospitality sector during COVID-19 has been proven to be an environmental factor for hotels to address labour shortage problems. 
[bookmark: _Toc168086813]

Competitor Analysis
	According to the report of Gov. Wales (2022), the Welsh hotel sector is heavily saturated with a number of hotels operating in the hospitality industry. It has posed significant price wars and rivalry. For instance, the report signifies that there are a number of accommodation options available to visitors, from cost effective bed spaces to proper hotel suits as per affordability and convenience preferences, which have intensified the competition.  
 [image: ]
Figure 2 Types of accommodation options available to visitors. Gov. Wales 2022
Figure 2 specifies that guests and visitors are able to choose from serviced hotels, self-catering options, cost-effective hostels or other alternatives like paying guests or staying in camps (Gov. Wales 2022). It has increased the threat of new entrants in the hotel market, which has flown a substantial amount of guest inflow for Hotel Mercure Newport (Newport County, 2023). The figure shows that around 12,000 accommodation venues offer self-catering, which is more cost-effective for guests. 
[image: ]
Figure 3 Number of Bed Spaces per accommodation. Gov. Wales 2022
Figure 3, camps and caravan provides the maximum number of bed spaces at cheaper rates compared to serviced hotels, with an aggregate of 605,211 visitor accommodation bed spaces recognised across Wales. At 434,286, the mainstream of bed spaces (72%) was in caravan or camping service providers (GOV.UK, 2023). It signifies that competition is massively high in the hospitality sector of Wales, as there are a substantial number of operations available to visitors (Ugboego et al., 2022). It has created significant challenges for Hotel Mercure Hotel and created a necessity to address its recruitment, retention and staff shortage challenges to enhance guest services in order to address challenges created by market competition (Rawww, 2024). 
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[bookmark: _Toc168086815]Analysis and Discussion
[bookmark: _Toc168086816]Impact of COVID-19 on Labour Shortages in The Hotel Industry
	COVID-19 has had a substantial negative impact on the hotel industry of the UK in terms of shortage of labour. This was due to travel restrictions that reduced the number of leisure travel, which reduced hotel accommodation demand, leading to voluntary and involuntary separation of hotel workers. 
[image: ]
Figure 4 Percentage of businesses experiencing a shortage of workers in the United Kingdom in 2023 by industry sector. Statista 2023.
Figure 4 articulates that even after the COVID-19 crisis, the accommodation, food and beverage sector is experiencing a labour shortage crisis of 23.2%, which is highest among another industrial sectors such as manufacturing facing 17.6% labour shortage, construction 11.3% and social work activities 12.2% labour shortage crisis. 
In addition, according to the report of BBC News (2021), Whitbread PLC and Premiere in Hotels, two of the top competitors of Hotel Mercure Newport, were also alarmed and warned of staff shortage due to COVID-19, as they were struggling to retain staff during economic uncertainties caused by the pandemic.  
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Figure 5 Number of vacancies increased during COVID-19.
The staff shortage warning issued by Premiere Inn and Whitbread PLC is supported by the statistics depicted in Figure 5, which shows that greater pay rates demanded by retained workers cost Whitbread £12m-£13m. In contrast, it is also paying £10m in retention bonuses, which is an added cost to the hotel. Staff expenditures are among a host of price pressures confronting hospitality businesses, and Whitbread likewise pointed to increasing utility expenses.
In addition, Hotel Mercure Newport also faced similar consequences of COVID-19 in relation to staff shortages and retention challenges. For instance, the pandemic resulted in a substantial rise in turnover of employees due to health-related concerns, fear of job loss or wage cuts leading to financial insecurity among hotel employees (Davahli et al., 2020). Several employees fear exposure to the disease, which led high number of voluntary resignations, where some of the employees were laid-off, particularly those who were on seasonal contracts and serving lower-level positions such as waiters and housekeeping staff, which led to significant staffing and retention challenges faced by Hotel Mercure Newport (Davahli et al., 2020). The processes of recruitment were also disrupted which led to lengthier hiring times and complexities in filling vacant positions. It led to increased burnout for the remaining staff. 


Ntounis et al., (2022) also reflects similar arguments in the case of the hospitality industry while also arguing that lack of effective employee well-being and health support programs, particularly by small-scale hotels, driven challenges for retaining employees as compared to big hotel giants like Holiday-Inn, Intercontinental Hotel Groups and Whitbread PLC (Sharofiddinov et al., 2023). These challenges emphasised the necessity for more robust recruitment and staffing strategies, enhanced health and safety programs, and enhanced support programs for employees to retain them and address challenges related to lour shortage in the hotel sector, even in the post-COVID-19 recovery era. 
[bookmark: _Toc168086817]Recruitment Strategies Implemented by Hotel Mercure Newport During Covid-19
	In order to resolve staffing issues and labour shortage problems, several recruitment strategies have been applied by Mercure Newport Hotel during COVID-19. For instance, the Hotel Mercure Newport adopted recruitment strategies based on employee referrals. Marinakou and Giousmpasoglou, (2019) according to the stats forwarded by Knittel et al., (2020) referral workers have a 45% higher retention rate and frequently perform 15% better than recruits. As a result, hotels are able to set up a referral scheme to enable present staff members to invite acquaintances. It indicates that they are content at work if they greet co-workers from their network. Similar arguments were also proposed by Zientara et al., (2022) where the scholar argued that employee referrals are more trust worthy as compared to other hires, as they are referred to as already loyal employees working at the hotels. 
Therefore, it offers more detailed due diligence before hiring and results in a more loyal workforce. The Resource-based theory also reflects these arguments in terms of developing a competitive advantage for the hospitality industry (Jooss et al., 2023). The Newport Mercure hotel, after applying this strategy, tends to develop a loyal and dedicated workforce, leading to reduced staff turnover during and post-pandemic era and low rehiring costs. Similarly, along with referral hiring during and after COVID-19, hotel Newport also applied several other recruitment strategies like other hotels and organisations depicted in figure 6 below. 
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Figure 6 Strategies adopted by hotels during COVID-19. Spoorthi, (2021)
	Businesses that are able to maintain their present pace and make plans for the future credit technological breakthroughs, adoption, and flexibility for their stability throughout the epidemic and subsequent growth (Amore, 2023). Organisations are rapidly using virtual hiring tools to perform video screening and interviews as the epidemic continues to boost digital recruiting techniques (Tran, 2023). Originally intended to be temporary solutions, these tactics have proven to be far more effective than expected and have solidified their place on campus. For instance, it can be observed in the case of Hotel Newport Mercure that it has applied an increased mobility strategy to allow its employees, particularly back-office or operational staff, flexible and remote working conditions by 20% Figure 6 (Spoorthi, 2021). On the other hand, like 82% Figure 6, of hotels using online screening assessments, hotel Mercure also opted for online recruitment, such as online interviews, to attain a 90% decrease in face-to-face or physical interactions during interviews (Spoorthi, 2021). Similarly, Scerri, (2022) also proclaims that during COVID-19, most of the hotels opted for virtual interview candidate screening practices, which have now become a new normal in the post-pandemic era due to convenience and flexibility in the hiring process. 
[bookmark: _Toc168086818]

Retention Strategies and Their Effectiveness at Hotel Mercure Newport
	During COVID-19, it has been observed that the hospitality industry confronted severe damages in terms of reduced revenue streams caused by the low number of visitors due to travel restrictions, which created difficulty for hotels to retain skilled employees, which was driven by reduced wages and monetary incentives (Baum, 2019). However, Newport Mercure Hotel, in order to retain staff, has applied several retention strategies, from stable monetary incentives to career advancement opportunities. For instance, it provided its employees with increased monetary incentives, which were subject to sales revenue along with flexible working conditions. Christelle (2021) also argues that 43% of the employees were offered flexible working hours was the key to their productivity. Besides where employees did report lower productivity, connection and technological issues were mentioned as the main causes (Kichuk and de Moura, 2021). 
In addition, the hotel was also found to adopt employee engagement practices to empower and motivate employees by opening prospects for career advancements and growth. Forbes (2024) also proclaims according to research by Brandon Hall Group. These organisations place a high priority on engaging their staff members many times a month and stand to gain 41% and 34% more from higher employee engagement and retention, respectively (Kichuk and de Moura, 2021). These arguments are also aligned with the arguments of Abdelazim, (2023) who articulates that when employees are engaged, it allows them to develop a sense of being valued, involved and offered career advancement prospects. It makes them motivated to work with higher productivity (Bahuguna et al., 2023). It eventually leads to develop competitive advantage for hotels in terms of highly motivated employees to drive customer satisfaction and aligned with Resource View theory, which requires to focus on internal resources to maximise competitive advantage for the companies (Spoorthi, 2021). Similarly, the hotel also adopted another strategy to retain top skilled and competent talent, which is frequent employee recognition and appreciation along with market-competitive compensation packages. 
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Figure 7 Strategies adopted during COVID-19 to retain employees Nectar (2021)
As also depicted in Figure 7, 33% of the HR managers at multiple companies adopted frequent employee recognition programs, and 17% introduced competitive compensation packages to retain the skilled and competent workforce. Similarly, during COVID-19, despite low revenue, renowned hotel brands, including IHG, Whitbread and Premiers, one of the prime competitors of Newport Mercure hotels, adopted similar strategies for its remaining workforce and retained them. Jooss et al., (2023) also argues that in the time of COVID-led economic uncertainties and fear of job losses, recognition and appreciation at jobs complemented with a pay rise and monetary incentives were found to be most primary factors to enhance retention rates of employees (Tran, 2023). It is also aligned with the RBV theory proclaiming them investing in employee well-being programs increases the internal strengths of hotels and business enterprises in terms of increased employee performance, which also derives a competitive edge for companies (Jooss et al., 2023). 
[bookmark: _Toc168086819]Recommendations for Improving Recruitment and Retention 
	Several strategies can be recommended to Hotel Newport Mercure for improving its retention and recruitment process in the wake of the pandemic and post-pandemic period. At first, the hotel is suggested to increase pay and perks to entice and keep workers. In order to be competitive, hotels must provide perks and salaries that are comparable to those of many other sectors (Neupane and Khanal, 2022). By investigating industry norms and modifying pay and benefits packages appropriately, hotels enhance their ability to draw in top people.  In addition, Radwan and El Sawy, (2022) proclaims that another strategy is to offer programs for training and development to guarantee that staff members receive the necessary instruction on updated health and safety procedures. The COVID-19 pandemic has highlighted the significance of health and safety in the hospitality sector, and lodging establishments need to make sure that their staff members are educated to comply with the new guidelines (Khuda et al., 2023). Hotels can also draw applicants who are eager to further their careers and expand their abilities by funding training and development initiatives.
In addition, the Hotel Newport is also suggested to enhance the hiring process and streamline processes with technology. To access a wider pool of employment seekers, a lot of hotels have started using job search websites and social media platforms (Bakker, 2020). In order to streamline the hiring process and expedite the screening of applications and identification of potential individuals, they also employ applicant tracking systems (ATS) (Tuan and Thanh, 2023). Hotels maximise their hiring efforts and save time and money by utilising technology. Further, another strategy Hotel Mercure can apply is to concentrate on staff retention and engagement (Tuan and Thanh, 2023). To develop a pleasant work environment that supports employees' well-being and job satisfaction, hotels are implementing employee engagement initiatives, training and development programs, and more flexible work schedules (Chow et al., 2021). Through the cultivation of a healthy work environment, hotels lower employee turnover and boost output.
Lastly, it can also be argued that though these tactics are crucial for recruiting and retaining the workforce in the hospitality sector, it is also critical to remember that they need to be balanced with other business initiatives (Radwan and El Sawy, 2022). Hotels have to make sure, for instance, that they are offering excellent guest experiences and upholding strict standards of hygiene and security. Hotels develop a sustainable business strategy that benefits both their staff and visitors by concentrating on both employee and client happiness (Khuda et al., 2023). Besides the application of these strategies, the shift of organisational culture at Hotel Mercure will also bring positive consequences on employee retention, such as Ari (2023) proclaims that employees provided with career growth prospects are more willing to remain loyal to their present employers. Hence, Newport Mercure Hotel is also suggested to apply this strategy to retain top talent for the long-term. 


[bookmark: _Toc168086820]Conclusion and Recommendations 
[bookmark: _Toc168086821]Conclusion
The above research project objected to the analysis of the recruitment and retention strategies applied by hotels to resolve labour shortage issues at the hotels during the COVID-19 pandemic. In response to the first objective, it has been unveiled by the current study that COVID-19 has detrimental effects on the retention of employees in the hospitality sector of the UK, with high employee turnover creating staff shortage issues for hotels, particularly in the case of Newport Mercure hotel. In this regard, in response to the second objective, the study has unveiled that the hospitality industry of the UK, particularly Newport Mercure Hotel, has applied several recruitment strategies led by COVID-19, which are being followed even in the post-pandemic era. For instance, the study reveals that the recruitment process is shifted to online and virtual platforms to conduct interviews of the candidates and online screening tests to follow SOPs of COVID-19 like social distancing and lockdown. However, due to flexibility and convenience, these strategies have now become the new normal, as most business enterprises, particularly hotels, have opted for an online recruitment process. Profiles of candidates are shortlisted from online job portals, which are contacted via emails and phone calls to appear for online interviews. It is an added convenience for Newport Mercure hotels operating in such an industry, which is observed to face high employee turnover rates.  
In addition, in response to the third objective, the study has unveiled that Hotel Newport Mercure has adopted several retention strategies during COVID-19, which are also being followed in the post-pandemic environment. For instance, offering market competitive compensation packages, employee engagement practices, employee empowerment, recognition and appreciation and career advancement prospects are found as primary strategies. These strategies have been proven to enhance employee retention and increase their willingness to remain loyal to current employees in the aim of continuous professional growth and increasing monetary incentives. Furthermore, flexible working conditions and remote working options have become the new normal, particularly for back-office operational staff, with an added convenience. It is also offered by Newport Mercure along with its competitors like IHG and Whitbread PLC to retain skilled employees to address labour shortage issues in the long-run. 
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Limitations of The Study
	The study holds limitations as well in terms of the scope of the findings and methodological limitations. The main limitation of the study is the scope of the findings, as the study is mainly focused on the hospitality sector of the United Kingdom in terms of retention and recruitment strategies during COVID-19. Therefore, the findings become inapplicable in other industries with different staff turnover scenarios and diverse operational processes. On the other hand, the scope of the findings is also limited by geographical context as COVID-19 impact was different in the UK and the USA, which were badly affected by COVID-19. Therefore, staffing issues and labour shortage challenges were not the same for the hospitality sector globally. Lastly, another limitation of the study is in terms of methodological context. For instance, the study only provides qualitative evidence on the recruitment and retention strategies of Newport Mercure Hotel to reduce labour shortage challenges. However, quantitative evidence, which is considered to be more authentic and analysis of primary data, which could be collected from HR managers and employees of Newport Hotel, is also not provided, which limits the originality of the findings.  
[bookmark: _Toc168086823]Future Directions 
Future directions can be made based on the limitations of the current study. It is suggested that future researchers should carry out cross-sectional or panel industries in which organisations from different industrial sectors are integrated into a single research model. Moreover, it is also suggested firms should be included from diverse regional contexts, which can provide conclusive evidence on the effectiveness of recruitment and retention strategies during and after the pandemic to reduce labour shortage challenges. On the other hand, future researchers are directed to incorporate a quantitative dataset in terms of survey responses collected from HR managers of the hotel sector in terms of recruitment and retention strategies applied by them to reduce labour shortage. Further, the data can be analysed using statistical techniques to generate quantitative evidence, which is considered to be more conclusive and authentic. 


[bookmark: _Toc168086824]Reflective Account
[bookmark: _Toc168086825]Introduction
	The restaurant of the hotel serves as the hub for its food and beverage activities. Its main pillars are sales operations, food quality operations, cleaning operations, managerial operations for creating daily sales reports and controlling cash inflow and outflow, manufacturing operations for preparing food, and waiter services for delivering food to tables during breakfast, brunch, lunch, and dinner. I have used the Gibbs Reflection Model to demonstrate the knowledge and abilities I have gained while working at all departments of the hotel, particularly in the food and beverage department. Gibb's reflective model enables the illustration of my own experience, illustrating my strengths and weaknesses, which has led to formulating a pertinent action plan for the future based on lessons gained (Adeani et al., 2020).
[bookmark: _Toc168086826]Description and Feelings
	I got the opportunity to work in a supervisory role in all departments of Hotel Newport Mercure, with particular woking exposure gained in the food and beverage department at the hotel. Throughout my tenure at the hotel as supervisor, I worked across several departments. My accountabilities were comprised of supervising daily operations, coordinating with workers and staff, guaranteeing that guests and customers are satisfied with accommodation as well as restaurant services, and maintaining the highest standards of customer service from check-in to check-out.  During my supervisory role, I observed that the COVID-19 pandemic substantially disrupted our operations in terms of staff leaving the hotel, leading to high turnover rates. These issues were compromising our service standards and guest satisfaction, which require prompt actions and effective recruitment and retention strategies to maintain the service standards and operational efficiency in the food and beverage department.  
I was initially taken aback and worried by the abrupt and significant changes that the epidemic had brought about. The remaining employees, including myself, were under tremendous pressure to handle extra shifts and responsibilities due to the manpower shortages. I had a strong feeling of obligation and dedication to my position and my team despite these difficulties. I felt a sense of success as we worked through the crisis, knowing that we were able to reach our objectives and keep the customers happy in spite of the difficult conditions.
[bookmark: _Toc168086827]

Evaluation 
	One substantial strength that I unveiled in me was my capability to remain adaptive, flexible as well as resilient while confronting unprecedented challenges. My supervisory experience across diverse departments of Mercure Hotel allowed me to play several roles as required, guaranteeing continuity in operations. Furthermore, my robust communication skills eased efficient coordination with my team, which helped me to retain some of my sub-ordinates to help the hotel in addressing the labour shortage crisis, as also stressed by (Nam et al., 2021). During my tenure, I observed that the most effective strategies to recruit competent talent during the pandemic were virtual and online recruitment processes, which, according to Blumenberg et al., (2019) enable swift due diligence and background checks of candidate before hiring and assess their competencies level through online assessment tests. Therefore, I believe that this strategy can be effective for the hotel to apply in future hiring events as well. 
However, there were certain considerable weaknesses as well that I encountered which made me feel worried. For instance, I was unable to propose appropriate retention strategies to retain competent employees. I lacked employee motivation skills, which was causing a high level of burnout of employees due to uncertainties brought about by the pandemic. It was observed in the food and beverage department, which required consistent human interaction and faced high employee turnover due to fear of contracting the disease. At this moment, I was disappointed with my performance as a supervisor in the food and beverage department I was unable to retain some of my competent sub-ordinates. This signified that I need to learn more flexible and comprehensive staffing strategies, as well as better employee support programs to contribute towards enhancing employee retention and job satisfaction. 
[bookmark: _Toc168086828]Analysis
	The challenges confronted throughout the pandemic underlined several critical areas for improvement in the HR operations of the hotel. I observed that the shortage of labour and increased turnover revealed susceptibilities in our staffing and retention approaches. In line with RBV theory, the internal resources of the firm, like skilled and competent employees, are important for sustained competitive advantage (Morosan and Bowenm, 2022). However, I believe that COVID-19 unveiled that our human resource practices were not adequately resilient or adaptable, which adversely influenced our capability to uphold service quality and retain staff. In addition, the stress and burnout faced by the workforce revealed the significance of employee health and support programs, which I observed as the main necessity of that time. Purwatiningsih and Sawitri, (2021) indicates that comprehensive employee well-being programs substantially enhance job performance and retention rates (Sigala et al., 2023). Hence, I believe that such initiatives could have allowed us to better address adverse impacts on staff morale and performance during the pandemic crisis. 
[bookmark: _Toc168086829]Action Plan
Based on the weakness that I found in myself while playing a supervisory role at Mercure New Port Hotel, I have developed a future action plan for my professional development and propose my candidacy for leading positions at different hotels. 
	Skills
	Action
	Resources
	Measure of success
	Time Bound

	To develop skills of retaining employees. 
	By learning about different retention strategies, from monetary and compensation packages to employee engagement and rewarding strategies.  
	I will require books related to human resource management, recruitment and retention strategies. Further, I will also require online learning material such as videos and online books.
	I will measure my success by undertaking supervisory roles in the department of different hotels, designing retention and recruitment strategies and measuring success through staff turnover rates.
	I will develop this skill by the end of the next six months. 

	To develop employee motivation skills to keep my team motivated during the crisis period. 
	By learning about employee motivation strategies and theories with practical implementation during my future placements. 
	I will require books related to human resource management, recruitment and retention strategies. Further, I will also require online learning material such as videos and online books.
	Success will be measured in my future placements through the productivity and performance of my team members. 
	I will develop this skill within the next six months. 



[bookmark: _Toc168086830]Conclusion
To conclude the above reflective account, I can say that it was a massive learning experience, which revealed significant strengths and weaknesses in me as supervisor at the food and beverage department at Newport Mercure Hotel. The professional learning experience allowed me to highlight areas for improvement in terms of recruitment and retention strategies of the hotel. Lastly, in light of my weaknesses, I have proposed an action plan to develop the required skills in future. 
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