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Executive Summary
The research project has discussed the research background of the hospitality as well as the tourism industry regarding the topic of the research. Further, the research has also explained the aim along with the objectives of the research which have impacted the staffing issues in the hotel sectors. On the other hand, the research project has also highlighted the literature review in which the issues and its understanding have been provided. Later on, the research methodology has been objected to in the research project and some recommendations have also been provided in order to improve the research in further statements.       
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[bookmark: _Toc189153463]Chapter One: Introduction
[bookmark: _Toc189153464]1.1 Introduction
Employees in the hotel industry perform crucial roles and help them to maintain better service quality. Hotel brands in recent times faced many complexities in their operations as they suffer from high staff shortages. These matters will be outlined in the background of the study. The aim and objectives of the study based on this context will be generated along with specified project questions. Based on some secondary sources the objectives will be analysed for getting comprehensive knowledge about this scenario. The necessary methods that have been followed in this project will discussed here and the case study will have elaborated on in the findings section. Based on this context the discussion will shared and some recommendations will be mentioned for further improvements. 
[bookmark: _Toc189153465]1.2 Aim and Objectives
Aim 
To understand the impact of the staff shortage at Ashford International Hotel and Spa on their service quality and workload management. 
Objectives
To identify the reasons for staff shortage in Ashford International Hotel and Spa that regulate their workload management and service quality. 
To analyse the obstacles that Ashford International Hotel and Spa has faced due to staff shortage and its effect on service quality.
To evaluate strategies that may be helpful for Ashford International Hotel and Spa in overcoming the issues and maintaining its service quality and workload management. 
[bookmark: _Toc189153466]1.3 Research Questions
What are the reasons for staff shortage in Ashford International Hotel and Spa that regulate their workload management and service quality? 
What are the obstacles that Ashford International Hotel and Spa has faced due to staff shortage and its effect on service quality?
What are strategies that may be helpful for Ashford International Hotel and Spa in overcoming the issues and maintaining its service quality and workload management? 
[bookmark: _Toc189153467]1.4 Project Background
Generally, the hospitality industry maintains its workforce properly for managing its operational efficiency and service quality. They hired well-equipped employees to provide effective services to the clients and this improves their market reputation. However, some corporations also experienced staff storage in their work process and it affects their capability to deliver exceptional services to guests and undermines customer experiences (Adams, 2021). Ashford International Hotel and Spa has experienced severe issues relayed to their staff storage and this affects their service delivery and they face complexities in managing their workload. The study has assessed this context and analysed the challenges the brand experienced in their hotels. Besides this, the context aims to deliver solutions to manage the issues of staff shortage and provide workload management strategies. 
[bookmark: _Toc189153468]1.5 Project Scope and Structure 
The project has been focused on the effects of worker shortages in current times in the hospitality sector (Altman, 2023). These impact their employee workload, service quality and guest satisfaction. This study will assess the staff shortage issue of Ashford International Hotel and Spa and recognise the reasons for it and its impacts on business operations. The discussion will review current staffing levels and recognise the solutions by assessing the operational challenges. Alongside this, the project will provide necessary understanding about the possible strategies that may followed by hotel brands to manage their workers shortage issues. Following these approaches the companies in the hospitality industry including Ashford International Hotel and Spa elevate their competitive edge and operational efficiency. 


[bookmark: _Toc189153469]Chapter Two: Literature Review
[bookmark: _Toc189153470]2.1 Introduction
A literature review refers to a comprehensive analysis of the study topic which cumulated from different secondary sources including past research, books and articles. The context will outline the employee shortage issues in the hospitality industry and the way it affects their operations and service delivery. The prime causes of staff shortage will be highlighted in this section. Organisations in the hotel sector experienced many issues due to this which also impacted on their workload management and service quality. These issues will be discussed here and based on those some strategies will be provided here. 
[bookmark: _Toc189153471]2.2 Identifying the reasons for staff shortage in the hotel industry that regulates the workload management as well as service quality 
Unpredictable schedules
According to Grobelna (2021), all the workers and employees in the hotel industry have been going through the fluctuation of hours as well as demanding shifts in the organisation. Due to this fluctuation, the employees have been facing several issues along with difficulties for planning regarding their personal lives. As opined by Vashdi et al. (2022), This enhances high dissatisfaction among the workers and the industry has been experiencing high turnover rates for the organisation. Due to the unpredictable schedule, the workers are experiencing lack of stability in their work for which they are getting less motivated in the organisation. Therefore, the companies are also facing staffing gaps and high employee turnover which is also impacting the well-being of the organisation.  
Low wages as well as benefits 
As stated by Morosan and Bowen (2022), currently all the employees are facing competitive wages in the companies which is impacting the beneficial packages of the employees. Due to providing low wages and less benefits in the company, the employees are getting reluctant to work in the field. According to Khdour (2021), this issue is arising during the comparison of wages with other industries as per the skilled staff. Getting low wages and limited benefits, the jobs are getting less-attractive for them. Therefore, the workers experiencing lack of opportunities in the career development which is resulting in higher absenteeism. 
Lack of recognition as well as appreciation
Lack of recognition is a crucial factor in the hotel and customer industry as the employees are getting discouraged due to not acknowledging their work. According to, therefore, the employees are getting demotivated and they are following the path to leave the job in a certain position. On the other hand, as opined by Varga et al. (2021), the employees would like to have high appreciation regarding their activities as it provides them motivation to work further in that industry. The workers are also feeling less valuable in the organisations which is decreasing their job satisfaction level. Therefore, the team morale is getting affected and the organisation is facing challenges in high-turnover rates.  
Poor work-life balance 
According to Sánchez-Franco and Rey-Tienda (2024), workers or the staff of the hotel industry are facing poor balance in their work life as they are working for longer hours than usual. However, it is also evident according to Alola et al. (2021), that having high demands of working loads along with limited flexibility may negatively impact the employees. Therefore, the personal lives of the employees are getting affected and it leads to job burnout along with job dissatisfaction. Currently most of the companies are offering limited working flexibilities to its employees for which the employee is unable to adjust their personal responsibilities. Therefore, the employees are shifting to other organisations where they could find preferrable working culture.   
[bookmark: _fj4nc9vryzts][bookmark: _Toc189153472]2.3 Analysing the obstacles that the hotel industry has faced due to the staff shortage as well as its effect on the service quality 
Reduced service quality
According to Grobelna (2021), staff shortage in the hotel industry has a direct relation with the quality of service. Due to the availability of fewer staff, the hotels are unable to maintain the quality of service they used to provide. The staff are involved in all the aspects from cleaning to cooking and gibbing service to the guests. As opined by Morosan and Bowen (2022), poor service quality due to staff shortage can result in the decline of the reputation of the hotels and negative feedback from the guests. This also creates pressure on the existing staff as they have to work extra hours. The staff of the hotels have faced health issues and dissatisfaction due to extended work. On the other hand, reducing staff quality can also affect the rand reputation of the organisation for which the customers will be decreased. Therefore, the organisation will experience low revenue as compared to other competitors in the UK.  
Increased operational costs
The reduction in staff has impacted the budget of the hotel industry by increasing operational costs by the opinion of Kwok (2022). This has impacted the overall business of the hotel industry as they have to pay extra costs to the workers who are doing overtime. The longer working hours of staff have also impacted the guest experience as they are unable to get timely services. According to Piso (2022), the dissatisfaction among the workers has grown due to their exhaustively long working hours and the extra payment not being received on time. The hotels have to pay higher wages than usual to retain the existing staff. This has led to an increase in labour and operational costs. As opined by Cole et al. (2024), due to the increased and higher operational costs, the organisations are forced to higher the rates of rooms which has potentially reduced the levels of occupancy in the organisation. 
Reduced service availability
According to Whalen and Bowen (2023), the impact of fewer staff in hotels the industry has faced a reduction in the availability of services. During the peak season, the hotels are unable to provide essential services such as room service, parking assistance and others to the guests because of less staff. This has also resulted in longer waiting hours for reservations and impacted guest satisfaction. As opined by Petar (2023), the understaffing in the hotel industry has impacted the services offered by the hotels and they have stopped offering many services during the off seasons to reduce their costs. Due to the reduction of service availability, the organisations are failing to reach the expectations and preferences of customers for which the guests are feeling deprived by the company. This is significantly impacting the financial stability of organisations due to having low acquisition of customers.   
[bookmark: _heading=h.rjz0ds4cc3l5][bookmark: _Toc189153473]2.4 Evaluating the strategy that has been helpful for the hotel industry for overcoming the issues along with maintaining the service quality as well as workload management  
Improving efficiency 
According to Putra and Law (2024), the efficiency is required to be improved as the industry must automate repetitive tasks which can be included room assignments, and the procedures of check-in and check-out.  Further, this implication can also help the employees and the industry to overcome the issues of service quality by offering the requests of the guests and it will help to free up the time of the staff. Therefore, the organisations can offer personalised guest interactions as well as resolving the complex in the company. After the implication, the organisation and the hotel industry can improve the efficiency of employees regarding the workforce for customers. Further, the hotels can implement property management systems to automate operations, ensure open communication and improve mobile apps and websites to improve efficiency.   
Enhancing guest experience
As opined by Leta and Chan (2021), the information of guests can be accessed in the real-time process which will allow the workers to anticipate the requirements of customers. For the improvement of the guest experience, the organisation can also provide services that are customised according to the choices of different customers. According to Engström et al. (2023), personalisation, engaging with the guests, loyalty programs, streamlining hotel operations and feedback collection are some of the ways the hotel can improve their guest experience. For example, the organisation can also provide services that are customised according to the choices of different customers.   Therefore, anticipating all the requirements of customers may also improve the satisfaction levels of customers within the organisation. On the other hand, brand loyalty will be enhanced, and the company will be able to improve its brand image in the highly competitive market. 
Optimising staffing levels
As stated by Preziosi et al. (2022), advanced tools for scheduling can also analyse the demand fluctuation along with helping the employees to get their adjustable schedules of working. Therefore, the workers would be able to match the working loads and the organisation would be able to minimise overstaffing in the company or in particular sectors. However, this strategy can also be implemented to analyse the understaffing issues within the organisation. According to Michael and Fotiadis (2022), this implication will help to optimise the levels of staff and its requirements in significant places of the organisation during any emergency situation in the industry. As opined by Michael and Fotiadis (2022), this implication will help to optimise the levels of staff and its requirements in significant places of the organisation during any emergency situation in the industry. On the other hand, the organisations can provide better experience to the guest according to their preferences.  
[bookmark: _Toc189153474]2.5 Literature Gap
The literary discussion has outlined the effect of staff shortage in the hospitality sector and the way it affects their service delivery and workload management. The whole discussion has been performed by taking data from scholarly sources and delivering general data. Due to this, a clear gap has been observed as the study lacks some relevant data to conclude this study. Organising some thematic analysis based on the company and its staff shortage-related data the study will minimise the gap and reach a proper outcome. 
[bookmark: _Toc189153475]2.6 Summary
The aforementioned section has discussed the impact of the labour shortage issues in the hospitality sector in managing workloads and service quality. The reasons for staff shortage have been mentioned in this analysis. Due to this, the businesses experienced high employee stress, service inefficiency and issues in housekeeping that undermined the customer experiences. These components have been discussed in this section and based on those some impactful strategies have also been delivered in this section. 


[bookmark: _Toc189153476]Chapter Three: Research Methods
3.1 Introduction
Every research work follows a specific method to gather data, analyse those and interpret them as per the study which is termed research methodology. This study will move forward by following the research onion. Each stage of this framework will be mentioned here with their types. The necessary justification for following the selected choice in these stages will be briefed in this context.  
3.2 Research Onion
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Figure: Research Onion
Source: (Fellows and Liu, 2021)
Every research follows a specific framework for collecting data and analysis aligning with study objectives (Hepper et al., 2021). Understanding this necessity Saunders proposed research onion in 2016 which consists of various layers. Approach, data analysis, information gathering tools, philosophy, time horizon, strategy, ethical consideration and methods. 
3.3 Research Philosophy
Generally, the researcher follows some beliefs and assumptions about the subjective matter and based on it the research has been conducted, this is termed as research philosophy (Bloomfield and Fisher, 2020). It has many kinds including positivism, interpretivism, realism and pragmatism and this study has followed the interpretivism philosophy. The prime reason to choose the interpretivism philosophy is it has explored employees’ experiences and perceptions of staff shortages at Ashford International Hotel and Spa. It has captured qualitative insights on service quality and workload. This philosophy has provided in-depth understanding, contextual insights, and subjective experiences. However, findings have not delivered generalisability and have been influenced by researcher bias.
3.4 Research Approach
The process and planning are followed by the project to gather information termed the research approach and this study has followed an inductive approach over deductive and abductive (Fellows and Liu, 2021). Generally, with this research approach the study has explored new phenomena and delivered a contextual understanding of staff shortage (Harris, 2020). Inductive research has explored patterns in staff shortages at Ashford International Hotel and Spa through observations. Besides this, using this approach the researcher has generated new theories and, a flexible approach whereas it has consumed much time and findings lacked certainty.
3.5 Research Strategy
Every research work maintains a specific plan to get positive outcomes which is termed a research strategy and its types are grounded theory, survey, case study and interview (Huntington-Klein, 2021). This project will be moved forward with a case study strategy as the case study strategy has provided detailed insights into staff shortages at Ashford International Hotel and Spa. This strategy has delivered in-depth analysis and helped to understand real-world context. However, this has limited generalisability and is very much time-intensive.
3.6 Research Methods
Following a specific process, the research project collects necessary data about the subjective matter and fulfils the study requirements that are considered research methods (Bougie and Sekaran, 2020). Mixed, multi and mono are some of the types and this project has followed the mono method. Following the mono method, the researcher has focused on data collection on staff shortages at Ashford International Hotel and Spa and maintained simplicity and consistency which helped to conclude the matter. However, this method has delivered limited perspectives and reduced data depth.
3.7 Data Collection Tools
Every research process follows a particular piece of equipment to gather necessary and relevant data about the discussion topic which is termed as data collection tool (Gill, 2020). The researcher has moved forward making themes over survey, interview, and graph charts. Thematic analysis has identified key patterns in employee experiences regarding staff shortages at the said corporation. This type of data assessment has captured rich insights and maintained flexibility for qualitative data. However, subjective interpretation has not been done in this way and it consumed much time (Orth and Maçada, 2021). 
3.8 Data Analysis
Assessing the collected information about the project topic and interpreting the research questions is considered data analysis (Higgins and Deeks, 2020). The researcher has followed qualitative data analysis following the secondary research process. Following qualitative data analysis using secondary sources, the researcher has provided some existing insights on staff shortages at Ashford International Hotel and Spa. Another reason for choosing this type of data analysis process is it has been performed in low cost and covered a broad context. Besides this, this data analysis process has delivered biased data and outdated information (Marshall, 2015). 
3.9 Time Horizon
Dividing the whole study into smaller sections and tasks and including timelines for each is termed a time horizon. It has helped the project to be completed within the specified time (Kirongo and Odoyo, 2020). Cross-sectional, retrospective and longitudinal are some of its types and this research has utilised cross-sectional one to complete the process. A cross-sectional time horizon has followed here as it has captured the immediate impact of staff shortages at Ashford International Hotel and Spa through performing quick data collection. This process has been performed at minimal cost but failed to deliver long-term insights and have potential situational bias.
3.10 Ethical Consideration 
Every project necessarily follows some course of rules and regulations which help the researcher to maintain every task properly (Tamminen and Poucher, 2020). Following the norms of the Copyright Protection Act, the researcher put references as well as citations and reduced the scope of any legal complexities. In the norms of the Data Protection Act, the researcher stored the important collected insights related to the study (GOV.UK, 2024). 
3.11 Summary
The aforementioned section has discussed the detailed research methodology of the research on understanding the impact of staff shortage. Following research onion this research has moved forward and each layer has been mentioned here. This study has followed interpretivism philosophy, inductive approach, mono method, and case study strategy. Following the cross-sectional time horizon, the research has moved forward which has been mentioned in this analysis. 


[bookmark: _Toc189153488]Chapter Four: Case Study Hotel Overview and Findings
Overview of Ashford International Hotel and Spa 
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Figure: Ashford International Hotel and Spa
Source: (ashfordhotel, 2025)
Analysis
Ashford International Hotel and Spa has been a premier four-star hotel which is situated in Ashford, Kent. It offers luxury accommodations, exceptional dining experiences and world-class spa facilities. The brand is conveniently located near important transport connections which has helped the brand to serve both business or leisure travellers. Further, Ashford International Hotel and Spa consists of modern conference and event spaces which are surrounded with an equipped fitness centre and a relaxing spa with various treatments. Due to its popularity for its elegant rooms and unique customer service, Ashford International Hotel and Spa has managed to offer a mixture of comfort and sophistication. Thus, the hotel makes sure that guests receive a memorable and relaxing stay through corporate events, weddings and weekend getaways. 
Location 
[image: ]
Figure: Location of Ashford International Hotel and Spa
Source: (guestreservations, 2025)
Analysis
The hotel brand is strategically situated in Ashford, Kent that helps to provide convenient access to prime transport hubs. Furthermore, it is located near the M20 motorway which is only a short drive to the Ashford International Railway Station. This particular station is the network ground for high-speed train connections towards Europe and London through Eurostar. Such a prime location has made it into a suitable choice for both companies and leisure travelers. Moreover, the Ashford International Hotel and Spa is also close to different local attractions. These attractions include Leeds Castle, Port Lympne Safari Park and the scenic Kent countryside. Bringing faster connection and proximity to important destinations, Ashford International Hotel and Spa has ensured there is a smooth travel experience. 
Staffing 
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Figure: Staff at Ashford International Hotel and Spa
Source: (Reeves, 2023)
Analysis
Ashford International Hotel and Spa comprises dedicated and professional staff who are committed to offer exceptional services. This team includes highly trained hospitality experts ranging from front desk personnel to make sure there are smooth check-ins to professional chefs to make memorable dining experiences. Similarly, housekeeping staff focuses on proper cleanliness whereas spa therapists offer rejuvenating treatments based on the needs of all guests. Conversely, the event and conference team succeed to organise corporate gatherings as well as special occasions with effective precision and care. Therefore, after keeping a strong emphasis on client satisfaction, the employees here go beyond to build a welcoming and memorable stay for all guests. 
Branches 
Ashford International Hotel and Spa is a part of the QHotels Collection, which is a renowned group of hotels present in the United Kingdom. Even when the hotel has been a good destination at Ashford Kent, the parent brand manages many other luxury hotels or resorts in important locations. They include city centres, spa destinations and countryside retreats. Each of these branches operating under the QHotels Collection has maintained a dedication towards high-quality service, latest amenities and unique guest experiences. As a result, after focusing on comfort and excellence, the hotels have served business travellers, leisure guests and event organisers to ensure steady standards throughout the locations (qhotels, 2025). 
Turnover 
As per the last data which has been found in 2017, Ashford International Hotel Limited has reported a turnover of around £7.29 million, including net assets of approximately £32.6 million. The recent financial data which are specific to Ashford International Hotel and Spa is not available publicly. Still, its parent company, The QHotels Collection keeps operating in many properties throughout the UK. The turnover has been under £632,000 which has helped to sustain a dedication towards high-quality service and unique guest experiences. Additionally, the consistent performance of the group throughout the portfolio has shown continuous financial stability (endole, 2022). 
SWOT Analysis 
Ashford International Hotel and Spa which is situated in Ashford, Kent readily functions in a competitive hospitality sector. The following SWOT analysis can offer the internal insights on its present position and potential prospects for the brand. 
Strengths
Considering the strategic location of the company, the hotel is surrounded by the M20 motorway and Ashford International Railway Station. These connections have been able to offer guests smooth access to different regions such as London or Europe, directly improving its appeal to business and leisure travellers (ashfordhotel, 2025). Further, there are many comprehensive amenities which are offered. It has a 20-meter indoor pool followed by spa facilities, fitness centre and latest conference spaces. They have helped the company to serve a broad clientele who looks for relaxation, wellness and business services. Due to these facilities and comforting services given, many guests have provided their honest comments on the company. From them, it has been found that the rooms are comfortable, staff are friendly and high-quality dining experiences have led to a favourable reputation. 
Weaknesses
While there were unique and memorable experiences for the customers, there are certain limitations or weaknesses that are present as well. The primary one is inconsistent service qualities where some reviews have highlighted few regions which needed development (tripadvisor, 2024). Those regions are based on outdated room décor or occasional service inefficiencies that could have affected guest satisfaction. Another one is less brand recognition where the company has lacked in building recognition and gaining market reach like other hotel chains. This is basically due to it being a single-location entity which possibly hinders its complete market share. 
Opportunities 
After the pandemic, the UK government has made heavy investments for the hotel brands to bounce back and it has helped such firms in rebounding (visitbritain, 2021). Thus, there lies a huge potential to attract higher bookings which can come from domestic and international visitors who look for quality-based accommodations. Over time, the digital media has also increased where the Ashford International Hotel and Spa can invest in online marketing. These marketing ways can be boosted through testimonials on positive guest reviews so that the overall reach can broaden to attract a bigger audience. The current trend in the hospitality sector is based on sustainability. Here, incorporating eco-friendly practices can help to become appealing to environmentally conscious visitors that can differentiate the firm from other rivals. 
Threat 
There remain different kinds of threats if the business fails to stay updated with the latest trends. The first factor is fluctuating economic situations which can directly affect customer spending towards travel and leisure. This is why the booking rates will also potentially decrease (pwc, 2023). Secondly, the presence of many established and famous hotels in the same region can bring higher competition over time. Hence, continuous developments are needed for service qualities or offerings to sustain good market position. Additionally, growing travel restrictions and regulations can affect the inflow of guests who mainly come from international regions. 
PEST Analysis 
The PEST analysis would evaluate the political, economic, social and technological aspects which have influenced the brand. Regarding Ashford International Hotel and Spa, knowing such external elements is vital to build strategic planning. 
Political factors – The political environment in the UK has hugely affected the hospitality sector. Some tax reforms that include higher National Insurance contributions along with an increased National Living Wage, have escalated the operational expenses for hotels (ebitip, 2024). Such changes have focused smaller establishments like Ashford International Hotel and Spa to re-evaluate the pricing solutions and cost processing to sustain profitability. 
Economic factors – Different economic situations directly impact customer spending done for travel and leisure. Due to inflation, the cost-of-living crisis has gone very high in the UK which has resulted in fewer disposable incomes. Now, this situation has caused many customers to limit their spending for dining and accommodations. As a result, the trend has brought obstacles for the firm to attract potential guests who are quite conscious about their budget (Vizard, 2024). 
Social factors – Changes in customer behaviour have been seen in the UK seaside towns. The changes consist of preference for day trips instead of overnight ones. Other aspects such as bad weather and economic constraints fall under this trend that has affected the overall occupancy rates of hotels. Therefore, after carefully knowing and assessing the social dynamics, it can be suitable for the company to make new strategies which can encourage longer stays (mcr, 2023). 
Technological factors – Developments in technology have changed the expectations made by guests and hotel operations. Since there has been a rise of online booking platforms followed by smooth digital experiences, it has compelled the hotel to make investments in user-friendly reservations through online presence. Hence, incorporating new technologies for energy efficiency or sustainable practices can improve operational success and become appealing to environmentally conscious visitors (Vailshery, 2022). 
Overall, Ashford International Hotel and Spa is required to go through a complicated range of external factors. After staying updated with political and economic developments and adapting to social trends to embrace technological innovations, the brand can grow in the competitive and growing hotel environment. 
Competitor Analysis 
	Ashford International Hotel and Spa
	Eastwell Manor, Champneys Hotel & Spa
	Travelodge Ashford

	The hotel is situated in Ashford, Kent that represents a four-star establishment which provides a wide range of amenities such as spa, health club and dining options. The rate of each room varies depending on the booking or seasonal times. Thus, the price rates are £93 per person for simple stay, £74 per person for dining and £109 for one night and dine stays. For price factors, the rates here are mid-range as compared to the competitors (ashfordhotel, 2025). 
	This luxury hotel is located about 2.9 miles from Ashford’s city centre and it is also set in a neo-Elizabethan manor house. The hotel provides a comprehensive spa experience such as sauna, steam rooms, whirlpools, indoor and outdoor heated swimming pools. Similarly, other amenities consist of an all-weather tennis court followed by croquet lawn and guided nature walks in the Kent Downs. The rate of each room starts at approximately £172 per night. The price is quite high that directly reflects the luxury offerings and historic settings. The hotel provides an upscaled experience through extensive spa facilities and other recreational options that would be appealing to guests who look for luxury mixed with historical ambience (guestreservations, 2025). 
	Travelodge Ashford has always been a budget-friendly hotel which is located approximately 0.9 miles away from the Ashford city centre. Here, the hospitality brand offers basic types of accommodations with important amenities such as comfortable rooms and on-site bar and restaurant. Even though it lacks the important features that are commonly found in high-end hotels, it still provides cost-effective solutions for travellers. Hence, the rate of each room starts from £35 to £70 per night. It can be understood that the brand offers more economical rates that caters to the budget-conscious travellers. Travelodge Ashford hugely lacks higher amenities but offers cleaner and comfortable accommodations that are good for shorter stays and budget travellers (google, 2025). 



Netnography 
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Figure: Ashford International Hotel and Spa reviews
Source: (tripadvisor, 2025)
Depending on the customer reviews for Ashford International Hotel and Spa it has been found that most of the visitors have got a good and positive experience during their stay. The rooms were deemed to be nice and it is only a walking distance of town centre with a supermarket situated as a bonus. Still, some said that the amenities could have been better in which they had problems with the food due to the weird taste of oil. There was also no customer care during checkout to take reviews and the signage was poor while the only thing found excellent was the spa service. Overall, the staff has been appreciated to be very friendly and helpful along with comfortable room and bed size. 
Reflective account 
During my own professional observation done for Ashford International Hotel and Spa, I have found that the brand offers a balanced experience for business and leisure travellers. The hospitality shown by the staff including the spa services turned out to be the prime strengths which yielded a welcoming atmosphere. Even then, I have noticed some areas need improvement like food quality and customer services during checkout. Similarly, the strategic location and comfortable rooms of the hotel add more to its appeal (Harris, 2023). However, developments in signage and guest engagement can enhance the complete performance. Overall, considering this standpoint, bringing refinement in these aspects can strengthen the reputation and ensure there is consistency for high-quality guest experience. 
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[bookmark: _Toc189153490]5.1 Thematic Analysis
Theme 1: Staff Shortage impacting workload management and service quality at Ashford International Hotel and Spa 
[image: ]
Figure: Impact of Staff shortage on workload management and service quality at Ashford International Hotel & Spa
Source: (Doherty, 2018)
The hospitality industry is currently facing a staff shortage issue in various sectors including restaurants, hotels and bars which leads to evolving operational challenges. This problem has become increasingly prevalent in recent years widely impacting service quality and overall consumer experience. Such imbalance can compromise patient care quality, embrace workload for existing staff and ultimately produce burnout among healthcare workers (Doherty, 2018). Some of the journals have explored that overtired workers witnessed in-house skill shortages as they over-reliance on outside contractors and were not effectively suitable with health and safety policies. Based on such skill gaps results in incompetence as workers expected to take on roles in areas where they have no experience in external skills (Heymann, 2021). During the pandemic period, most businesses have been unable to deliver the best facilities for their consumers. This situation brings severe challenges like lack of adaptability, accessibility and efficient performance-based practices which widely affected their service quality. Hence, they have targeted to hire potential managers for the purpose of utilising communication channels to make strong interactions with their employees only to promote high-quality services for their consumers (bbc, 2021). However, the main problem most workers have faced in adopting modernised technologies and their usability in handling complicated tasks and maintaining business operations effectively. According to a survey conducted by the American Hotel and Lodging Association, almost 79% of hoteliers reported experiencing a staff shortage with 22% facing severe scarcity (Kelleher, 2022). Due to some unprecedented situations, hotel staff globally confront the prospects of furloughs and layoffs which brings major causes for them to reassess their career paths and work-life balance. Based on those circumstances, travellers have no options to return with the purpose of leaving hotels but to operate in pre-pandemic occupancy with limited staff members. Increased workloads, high turnovers and longer guest waiting times had a major impact on limiting service quality (Adams, 2021). As per another survey, 72% of hoteliers still struggle as they remain unsatisfied and others claimed that such a factor hinders the fulfilment of remaining positions. Few authors have contended this factor by dictating this staff shortage aspect still provides an opportunity for hotels to restructure this issue and think innovatively about roles and staffing (Partners, 2024). Here, they have examined the practices of AI that aim to optimise housekeeping to manage reservations and front office tasks (Steinhardt, 2024). Therefore, it is expected to analyse the possibilities or aspects like employment rates and poor work-life balance that led to increased workloads and decreased productivity margins. 
Theme 2: Effect of staff shortage issues affecting service quality at Ashford International Hotel and Spa 
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Figure: Reasons for staff shortages affecting service quality at Ashford International Hotel & Spa
Source: (travelmyth, 2025)
The biggest reasons for staff shortages at UK hotels primarily affected due to the wider impact of the COVID-19 pandemic and Brexit. This led to a significant decrease in migrant workers, coupled with the perception of low wages and unpredictable working hours, causing employees to leave the sector or choose alternative careers. According to Axonify, this sector faced ongoing troubles with staffing and burnout which brings low morale, higher levels of staff turnover and stresses that evolve deterioration in client service (Dempsey, 2023). As per the performance of Ashford International Hotel & Spa, people have witnessed both positive and negative consequences of their services and based on that, they possess neutral statements about their luxurious facilities. Some of the guests found the food to be quietly replenished and poorly organised and specifically, they also delivered mixed reviews about their rooms. Few travellers find it clean and comfortable, while others discover it to be uncared and outdated (Dempsey, 2023). The staff received varying experiences with some of them praising their helpfulness and others finding them rude and untrained. Apart from that, the spa facilities were also noted to be crowded at times. As per the conditions of bed services, most guests described duvet quality and poor mattress. The food services also bring conflicting statements where some of them shared their experience as dreadful and disgusting. Hence, it could be hit or miss based on the day and travellers’ own experience (Evans, 2021). Additionally, the dinner services also produce varied pronouncements at Ashford International Hotel & Spa where some visitors find it outstanding and others find it terrible and poor. They also had major issues with the services including slow services and short staffing, while others complained about food unavailability or low quality (Race, 2021). Some guests witnessed difficulties with the cleanliness of rooms and the presence of dogs off leashes in communal locations. According to the conditions of room services, few visitors complained that rooms were tired, dated and requirements of refurbishment. Heating was also a major problem and some travellers reported regarding freezing rooms. Furthermore, others have explored the rooms being dirty and unclean on cracked tiles and carpets. Alternatively, they have mentioned maintenance issues like broken heating, dusty furnishings and stained bed sheets. Based on the facilities of staff, some guests noticed that the hotel seemed understaffed with longer waiting times and some workers still untrained (Coleman, 2023). Visitors of Ashford International Hotel & Spa also feel uncomfortable with the poor changing room and disappointed when the pool is near their stay. A few guests pointed out minor issues such as shower gel and towel shortages as well as rooms being very small while staying with children. Some statements have emerged where a detailed discussion was conducted about the catalogue of errors at the hotel which trunks the couple's dream wedding into crumbles. Due to the poor organisation and rude behaviour, a £5,000 wedding was spoiled and the business failed to live up to their expectations. They discussed that during the breakfast period, guests asked for the stuff; however, the staff never came back. Hence, the family members were unable to check in within the estimated time period and faced unhygienic issues. They also claimed that the workers failed to quench signs requesting guests but not to post photos on social media. Ashford International Hotel & Spa definitely acknowledge this complaint and deeply regret about their mistakes on their wedding day. It is no secret that the hospitality sector feeling the effect of employee shortages (ashfordinternational, 2025). With ongoing limitations and staff burnout reaching extensively high levels, implementation of changes is required to prevent the future of this sector, as stated by most authors. 
Theme 3: Tactics of Ashford International Hotel and Spa in limiting staff shortage issues to maintain service quality and workload management
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Figure: Strategies of hotels in limiting staff shortage issues to maintain service quality
Source: (Race, 2021)
The labour shortage within the hospitality industry poses major operational challenges for firms as the industry’s historically demanding hours and work conditions become less appealing to potential workers. Addressing this challenge requires a comprehensive approach prioritising investment in a new generation of hospitality leaders while leveraging modernised technologies to enhance operational efficiency. One of the best policies Ashford International Hotel can undertake is to build a strong employer brand and cultivate a firm culture of value that can serve as a magnet for prospective staff. Apart from that, it is important for the business to develop a dynamic work environment for the purpose of limiting staff shortages. This requires the utilisation of flexible schedules and promoting remote work options, wherever feasible only to embrace employee satisfaction (mckinsey, 2023). Paying compensation salaries, introducing enticing incentives and fostering a culture of teamwork and mutual support helps to increase worker engagement. Some of the authors have stated that maintaining fair expectations and ensuring an adequate staffing level to safeguard burnout as well as upscaling service quality. Apart from that, the hotel can implement robust training programs and workshops for their workers that reflect on upscaling service standards along with meeting guest satisfaction (Heymann, 2021). Undertaking regular feedback sessions and surveys also plays a significant impact in locating individual aspirations and tailoring development plans to demonstrate business commitment towards staff growth and satisfaction. Others navigated that conducting regular performance evaluations, empowering employees to resolve such issues proactively and promoting a culture of service excellence across the organisation (Trapp, 2021). Additionally, in light of heightening visitor needs and preferences, transparently controlling expectations is a significant aspect of the criteria for sustaining exceptional service even during periods of staff shortage. Through efficient communication channels like direct messages, hotel websites or check-in processes, hotels can proactively inform guests about significant service limitations or sustain a positive reputation by setting realistic expectations (Race, 2021). However, others have contended such factors by expressing the requirements for state-to-the-art technologies that offer a range of solutions by alleviating staff shortages. Their real-time messaging along with notification capabilities ensures effective and smoother communication between team members which enables quick responses to visitor inquiries and operational requirements. With the boom of social media and online reviews, guest expectations generally upscale where mostly positive experiences emerged from excellent maintenance and cleanliness. One of the biggest issues faced by maintenance and cleaning managers about meeting the standards within resource constraints which requires strategic planning, employee empowerment and effective communication. These teams have to be prepared and trained to receive requests from guests through centralised platforms and able to delegate workforce tasks as well as solve problems effectively (bloomberg, 2022). Few journals have addressed the under-utilisation of data in cleaning and maintenance operations that hinder efficiency and improvement efforts. Therefore, adopting tech-based solutions for data collection and analysis definitely relevant in optimising average response times, number of resolved complaints, query resolution times and fulfilling guest satisfaction. 
[bookmark: _Toc189153491]5.2 Discussion
This section has evaluated a detailed investigation of the distinguishing factors between literary sources and findings portion only to present a comprehensive understanding of the subject matter. A collection of relevant sources has been undertaken by identifying key factors involving staff shortage issues like unsociable hours, lack of recognition, limited flexibility and shifting working preferences. These aspects massively raise quit rates in jobs with low pay, poor working conditions and higher levels of dissatisfaction that lead to persistently higher levels of replacement demand. The failure to pay for overtime work forecasts individual expectations to work beyond regular hours without claiming legally mandated overpay. Most authors have expressed that this strain widely emerged in downgrading productivity and affecting client retention and satisfaction. Due to that, they have expressed regarding suitable practices like incorporating standardised activity-based metrics to monitor frontline coverage requirements. Alternatively, others have examined about redesigning roles to combine jobs with the purpose of building resiliency among managers and frontline employees. This could involvement of introducing similar roles or cross-training staff to form a set of duties. Here, hotels can introduce a player-coach model by effectively supervising and performing work to maintain front-desk coverage. Performing these practices could potentially embrace guest satisfaction by empowering staff and investigating new career paths within the hotel's operations. Alternatively, the findings section has inspected the key reasons to figure out the involvement of employee shortage concerns like the higher unemployment rate, hiring difficulty and limited vacant jobs. Here, all aspects specifically addressed by exploring the nature of reducing staff levels, poor work-life balance and work-hour variations that undermine their earnings and well-being. This can negatively impact client satisfaction and lead to consumer churn. Apart from that, a critical analysis of organisation examples has been conducted followed by identifying the problems of Ashford International Hotel in empowering responsible staff in the workforce. Guests' point-of-view and opinions have been taken into consideration along with their mixed reviews about hotel amenities. Hence, there is room for improvement for the brand to implement vigorous training and development programs and perform an innovative culture for bridging business performance gaps. These activities lie between maintaining staff expectations and meeting the organisation's ability through deploying appropriate technology for streamlining operations as well as promoting diversity in hiring policies to increase staff engagement. After collecting relevant insights from the study, it can be said that Ashford International Hotel must look after these issues carefully by adjusting compensation policies and developing an inclusive work environment. Implementing these activities definitely helps the brand to maintain a strong position and upscale profitability growth within the cutting-edge hospitality sector. These responses were missing or not specifically explained in the literature review section which further could help the researcher to bridge study gap and smoothly conduct such research in future. 

[bookmark: _Toc189153492]Chapter Six: Conclusion
The UK hospitality industry is experiencing a critical issue of labour shortage and it affects their operational efficiency and service delivery. Workers get strained due to unusual workload division and it impacts their customer service. Ultimately the gues experienced are undermined and it affects the market reputation of hotel companies. The study has highlighted this staff shortage issue based on the Ashford International Hotel and Spa and highlighted the main issues that they faced during this phase. This brand delivered a diverse range of amenities and facilities to client due to a lack of staff they cannot serve their customers accurately which undermines their market reputation. This project has assessed the hotel-related data and performed research based on secondary data. Research background along with project scope has been outlined here and based on objectives a critical analysis has been performed here. The literary section has analysed reasons for staff shortage, its issues and some strategies. Later the location, staffing, turnover rates and branches of this brand were assessed. Depending on this information the micro, macro and competitor analysis has been done in this section. The thematic analysis has highlighted the cause of staff issues and the challenges that Ashford International Hotel and Spa experienced and based on those data the study has concluded.  Hence, analysing the all information related to Ashford International Hotel and Spa has clarified that the hotel requires restructuring their work arrangements providing necessary training and performing seasonal recruitments. This way the brand will maintain its operational efficiency, sustain market reputation and manage excessive workloads.      


[bookmark: _Toc189153493]Chapter Seven: Recommendations
The owners of the Ashford International Hotel and Spa might implement certain key strategies to reduce the shortage of staff and refine the service quality including the following.
Developing a positive work culture
The owners of the hotel might develop a positive work culture place for the employees that might facilitate their engagement. They might develop a platform for the employees to share their ideologies and opinions thus fostering open communication. Moreover, they might provide recognition and appreciation to the employees by organising a reward system for their achievements (Heymann, 2021). They also might acknowledge the issues raised by the workers by strengthening the cultural community and building strong relationships. 
Maintaining work-life balance
The owners of the organisation might provide the workers with remote working facilities, medical leave, and others to promote the physical and mental well-being of the employees. This might help to maintain a work-life balance and also might encourage them by providing breaks and time off (Coleman, 2021). Additionally, they might organise workshops and mentorship programs to reduce their workload by promoting the well-being of the workers.
Enhancing Spa experience
The hotel might focus on providing a good ambience and a relaxing environment for providing an authentic and best experience to the customers (Dominioni, 2023). They might provide some discounts and offers on special spa services to strengthen their customer base. Following this, they might offer personalised spa treatments to the guests according to their preferences. Despite this, they might organise training developmental programs for the staff that might help them to learn new treatments which might help them to provide exceptional service to their customers.
Maintaining hygienic standards
The owners of the hotel might focus on regulating the hygienic standards and the cleanliness of the hotel. They might conduct inspections to ensure that all the standards required for maintaining hygiene must be achieved (Ratcliffe, 2023). Moreover, they might implement some protocols that are required for cleaning to neglect the concerned issues. Following this, they might monitor that the wastes must be properly disposed of in the trash bins and also might conduct deep cleaning methods. Besides this, they might sanitise and clean the surfaces of the guest room after the departure of the guests to ensure cleanliness.
Developing feedback systems
The owners might develop a feedback system for the guests which might enable them to share their negative and positive reviews. They might collect feedback by conducting surveys over online platforms and also, they might distribute pamphlets where they might share their experience. This might help them to identify the areas that are required for further improvement. However, they might develop a system to acknowledge the concerns raised by the customers so that it might enable them to resolve the issues effectively (Svendsen, 2024).
Engagement of guests
The owners might gather the information of the guests to provide them with customised experiences. This might enable them to provide rooms and amenities according to their choices and preferences (Silva, 2023). Following this, they might offer some special gifts during welcoming or might show special gestures which might attract the customers during the next visit. Besides this, they might create personalised greetings such as check-in to provide a communication medium that might facilitate the interaction between the guests and the owners.
Implement Cross-Training and Flexible Staffing Models
Ashford International Hotel and Spa is required to invest in training employees across multiple departments to manage staff shortage issues. Following these processes workers can take different roles and get training for all as per their requirements. This way the said corporation can manage the strain by segregating the workforce into different departments. Following this process, Ashford International Hotel and Spa manage their workers' shortages and maintains service delivery by restructuring their worker's arrangements (Cancialosi, 2022). Alongside this, flexible staffing models like part-time staff and seasonal staff throughout the peak time. This way the said corporation may reduce their worker's burnout and manage workload fluctuation. Following these measures, Ashford International Hotel and Spa can improve operational flexibility and receive guest services which ultimately improve guest experiences. 
Leverage Technology for Operational Efficiency
Businesses for managing their staff shortage issues required to incorporate smart room management, automated check-in systems and guest service applications. Ashford International Hotel and Spa is recommended to perform these activities which help them to streamline their operations (McLaren, 2024). The hotel can reduce the work burden by automating their routine tasks such as check-out and check-ins. This way they can involve their workforce in more complex work processes. This way Ashford International Hotel and Spa can reduce the burden on their front desk staff and help existing workers focus on guest interactions. On the other side, by implementing robust hotel management processes the said corporation can manage their workload distribution and monitor their worker's performances. This way the brand can improve their workforce efficiency and allocate work properly among the staff. Technology may assist the said corporation in maintaining service standards and workload properly. 
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	Activity
	Week 1
	Week
2
	Week
3
	Week
4
	Week
5
	Week
6
	Week
7
	Week
8

	1. Topic Selection
	
	
	
	
	
	
	
	

	2. Formation of the aim and objectives
	
	
	
	
	
	
	
	

	3. Development of research questions
	
	
	
	
	
	
	
	

	4. Literature Review
	
	
	
	
	
	
	
	

	5. Research Methodology
	
	
	
	
	
	
	
	

	6. Analysis of the data and the findings
	
	
	
	
	
	
	
	

	7. Concluding statements and recommendations
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