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[bookmark: _Toc181995978]Abstract
This study assesses the effect of staff shortage on organizational productivity and guest satisfaction at Leonardo Hotel Cardiff, a contemporary problem in hospitality companies. Consequently, using secondary research methodology, the study investigates the influence of staffing on service delivery, customers, and the outcome of the hotel business. To conduct analysis of patterns and solutions for staffing issues in the context of the hospitality industry, the present study relied on peer reviewed journals, academic and industrial databases, and professional reports. This research also found that staff deficiencies influence the service quality greatly where examples include up to 30% decrease in procurement efficiency and 25% decline in customer satisfaction where staff is lacking in hotels. The situation in Leonardo Hotel Cardiff shows how such a challenge is handled in post-Brexit Britain and the post-pandemic period for a premium mid-scale hotel. According to the results of the study, low staffing is the primary cause of client dissatisfaction, and employee exhaustion, and can negatively affect the company’s image in the future. Based on PEST and SWOT analysis, study direction, challenges for the hotel, and the company’s current market position are revealed. In light of the findings of the study, the following conclusion is drawn, appropriate staffing approaches are essential for sustaining service delivery in the hospitality industry. Some of the recommendations include coming up with better recruitment methods, purchasing technology-related elements, and putting in place appropriate staff attraction and retention plans. This research can be useful for understanding the staffing issues in the hospitality industry and giving recommendations for getting over the hurdles to hotel managers who have the same problem.
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[bookmark: _Toc181995979][bookmark: _Hlk181996038]Chapter 1; Introduction
The study of Kim, (2020) analyses the problems that has been affecting the hospitality industry, as one of the areas that has been most impacted is the hotel industry, in what pertains to staff shortages. This has become even more consuming over the recent years. The research is conducted on Leonardo Hotel in Cardiff and aims at identifying how staffing impacts its operations and guests’ satisfaction. There are a host of consequences connected with a shortage of staff in a hotel organization, and it may result in poor quality service offered to guests, excessive workload on the remaining employees, and a possible decline in customer satisfaction. By extension, the primary research question for this study is to provide an understanding of the various ways that staff shortages manifest in the operations and quality of service delivery in Leonardo Hotel, Cardiff, and form useful recommendations for mitigating them. Some of the specific research questions include the extent to which staffing shortage influences operations performance, the effect on customer satisfaction and service provision, the evaluation of today’s management practices, and the prescription of effective interventions to address these concerns. The premise for this study arises from increased concern about staffing challenges in the hospitality industry due to factors such as dynamism in the workforce, perception, and challenges from other competing industries in the labor market. Service delivery in the hotel industry is high and complicated by staffing issues that need to be analyses to generate the best solutions. This research is of significance because it focuses on a pragmatic concern that is real and active in most hotels, with the Leonardo Hotel Cardiff being used to explicate these concerns.

[bookmark: _Toc181995980]Chapter 2; Literature Review
In the hotel operating environment, staff shortage has proven to be an acute problem in the hospitality industry since it erodes organisational effectiveness in delivering services. Several research topics indicated by prior empirical work revealed in recent publications pertain to this area, ranging from operational issues to customer satisfaction issues and, therefore, it may be deemed an important area for research in hospitality management. Evidence gathered form the study of Gabriel, & Aguinis, (2022) suggests that service gaps are a direct outcome of staff scarcity and influence a hotel’s capacity to deliver consistent quality services. In large hotels, these problems manifest themselves when the hotels employ fewer people than before. With this, individual employees are obliged to multi-task and can easily become overwhelmed with work. Cherian et al., (2021) state that where hotels continue to experience staff shortages, they claim to have lost 30% of operational efficiency especially where direct interactions with customers are involved. This is also expressed in many operational features, including a slower rate of maintenance, or a decline in service quality. This effect is realised in a variety of ways touching on service delivery. 
According to Zeb et al., (2021), having an inadequate number of employees can also lead to undesirably slow service during the check-in/check-out time and low hygiene standards. This may lead to later service accomplishment, enhanced customer dissatisfaction, and a low level of guest satisfaction. The study also shows how these operational challenges spread across the organization, from the customer interface to the entire functional area of the business. In addition, the study by Mishra & Kukreti, (2022) reveals that the skilled workforce deficit influences the prospects of delivering customised offer, a key consideration particularly for luxury as well as upper-mid-scale chains. Hence, hotels have to choose either to concentrate on the vital services to offer the added facility, which sacrifices the competitive edge and position within the specific market. Such prioritisation may create a decline in the general outlook of guest satisfaction, especially in those properties that position themselves based on service quality. It is widely established in the body of literature on hospitality that the levels of staffing are positively associated with levels of customer satisfaction. The study by Kaliannan et al., (2023) established that hotel operators referred to as ‘staff gaps’ led to a 25 percent rise in complaints about services in such establishments, attributed to delays and lack of polished service delivery. 
Researching 200 hotels, the study found that efficiency levels stay the same, and customer satisfaction rates are 40% higher at hotels with the right number of staff. This profound result underlines the importance of sufficient staffing for sustaining the service quality. DeWees's (2020) study revealed that properties with sufficient staffing got 15% higher customer satisfaction scores and had a RevPAR that was 23% higher than those properties that were understaffed. Such positioning of staffing levels and financial performance points to the fact that staffing problems are not just organisational issues but have ramifications on the financial returns of business organisations directly. It is not limited to affecting delivering service at the point of contact between the organization and the customer. Research by Bratti et al., (2021) indicates that staff shortages can create a cycle of declining service quality. When staffing is cut down, people have more work to do, meaning that the turnover of employees increases hence worsening the staffing issue. The study by Cheng et al., (2023) showed that locations, where service providers/repeat groups/employees were scarce or permanently scarce, rated a turnover rate 45% higher than in well-endowed properties. This leads to a poor circle whereby an increased turnover rate causes high training costs, hence decreasing the quality of service and affecting customer satisfaction.
Other works analysing stocks of personnel have also investigated links with service recovery capacity. According to Donald & Donald (2024), when there are limited employees, the ability to manage service failure and customer complaints of the hotel hugely diminishes. The existing research suggests that hotel and resort buildings that are adequately staffed are three times more likely to effectively address customer complaints and retain guest patronage than buildings with inadequate staffing. There are mental effects of a shortage of staff on the existing human resource, which has been explained in a study by Peng et al., (2023) of the hotel industry; it is noticed that those who work in an organization with less staffing experiences higher stress levels, low satisfaction with their jobs, and a high risk of burnout. According to their study, such psychological impacts have a one-to-one mapping to the negativity of service quality and customer interaction quality. The empirical research by Rahaman et al., (2023) showed that hotels that worked with fewer employees observed customers’ decreased satisfaction score of up to 35 percent which impacted employee satisfaction depressed organizational service quality, and ultimately customers’ experience. This research also pointed out staffing levels as a critical input in the determination of employees' morale as well as service delivery.
Recent studies by Ahmad et al., (2023) have investigated continual outsourcing effects on hotel brand image and market competitiveness. Using their analysis, they put that chronic understaffing issues often take their toll on the properties and that losses of market position and customer base are not always confined to the time of the shortage but may gradually deteriorate over time. The foregoing conclusions underscore the paramount importance of remedying staff deficit in the hotel industry because the consequences are not only operational effects but also persistent threats to the long-term sustainability of the business, customer retention, and market standings. The findings of the study underscore the criticality of actionable solutions to staffing problems that recognise the operational requirements and the business consequences in equal measure.

[bookmark: _Toc181995981]Chapter 3; Methodology
In this research, secondary research data gathering methods were employed in analyzing how poor staffing had affected the productivity of the Leonardo Hotel Cardiff and the services produced. This was done through a review of the literature to identify data available within the field by using several systematic methodologies. The study began with a review of the literature with scholarly databases considering the peer-reviewed journal articles, other academic publications, and research papers in the broad area of hospitality management, focusing on staff shortage, operational efficiency, and the quality of service delivery in the hotel industry. This set the ground and defined the paradigm in an endeavor to understand existing patterns and solutions in similar interventions (Taherdoost, 2021). The papers were searched from Hospitality and tourism-related databases such as EBSCO Hospitality & Tourism Complete and Elsevier’s Science Direct with special reference to papers published in the last 10 years. Secondary data research therefore entailed the employment of data from official bodies in the hospitality industry with a focus on the analysis of employment structures, workforce issues, and business performance indicators of the UK & The Welsh hospitality industries. These reports offered numeric values of staff turnover, recruitment challenges, and the impact on operations of the sector. The method applied in the information collection process involved using published case studies of hotels that faced similar staffing issues as the present one (Whang et al., 2023). Therefore, this analysis was useful for the Leonardo Hotel to learn what works or doesn’t work in other centers and then consider the implications of these lessons and possible solutions for Leonardo Hotel. Special emphasis was placed on peer countries and peer hotel sizes, to eliminate the conflict in market sizes and scale.
Market research reports dealing with the labor market status, rival plans, and studies on consumer behaviour but only in the context of the hospitality business. This component helped to understand the employment environment and staffing concerns, major trends in the labor market and changes in staffing which may result from issues like population Flesh out the bullet points on demographics, skills, and the economy. This was achieved by perusing various trade journals, trade magazines, trade white papers, and journals containing similar research articles from practitioners and specialists. The sources contained users’ and practitioners’ perspectives and recent developments that could not be offered in studies available in academic institutions. In particular, journals belonging to professional associations such as the Institute of Hospitality were beneficial for this purpose in terms of reporting the industry benchmarks. 
The final process was related to the assessment of Cardiff and Wales’ public data about economics, employment, and tourism. This helped situate the research in the operating environment to identify regional determinants of staff deficit (Alam, 2021). Coded and categorised qualitative analysis was done in an attempt to describe patterns, trends, and possible solutions. This was important to bring revealed patterns into the foreground and such practices that can be further employed at Leonardo Hotel concerning the mentioned challenges. All collected data was also evaluated in terms of reliability, currency, and relevance to make findings and practical implications (Guest et al., 2020). This secondary research approach gave a complete study without any compromise to the facet of research and data credibility as there was no primary data gathered. The method of research allowed for multiple sources of data and the construction of solid conclusions and practical solutions available for staff deficits.


[bookmark: _Toc181995982]Chapter 4; Case Study Discussion
[bookmark: _Toc181995983]4.1 Hotel Overview and Background
Leonardo Hotel Cardiff being located in the centre of the Welsh capital makes it a market leader competition in the Cardiff market. Being a part of the Leonardo Hotels group under Fattal Hotels, one of the most rapidly expanding hotel companies in Europe the Cardiff hotel perfectly demonstrates the principles of its operation: to offer high-quality accommodation in the best cities’ locations (Contact Us, 2024). It is located in Meridian Gate; Bute Terrace and it targets itself as a superior first-tier mid-market hotel for both commercial and holiday guests. To support the company’s sustainability in the competitive Cardiff market, the hotel has been modernised and enlarged since its establishment in 2015. It is built with a professional architectural design which combines the modern style and efficiency that can be topped by the current glass facades which are characters of the current skyline of the city (Leonardo Hotels’ guide to the most mispronounced Irish names, 2024). The hotel’s location in Cardiff's central business location has ensured that it significantly attracts corporate business while still being able to appeal to the tourist market seeking modern, city-centre hotel accommodation. This dual market strategy has been especially effective in keeping the occupancy level constant across the year regardless of low seasons (Leonardo Hotels, 2024).
[image: ]
[bookmark: _Toc181995984]4.2 Geographic and Cultural Context
Situated in the central business district of Cardiff the hotel is well placed to access leading tourist attractions and business areas. The property is located some 200 meters from the Cardiff Central train station, providing access to most local as well as national train services. Located nearby are distinguished stores of St. David’s Shopping Centre, sports and concert facilities – Principality Stadium, and Cardiff Castle (Leonardo Hotels UK & Ireland, 2024). Predominantly, this central positioning is beneficial in defining the hotel’s target market audiences and their reach. Situated only 2.4 km from Cardiff Bay, the hotel is within close reach of the waterfront leisure and business area and the magnificent Wales Millennium Centre. The local flavor has a highly professional focus that makes it especially popular with business travellers: the area surrounding the hotel encompasses offices of many of the FTSE 100 companies’ regional subsidiaries (LEONARDO HOTEL CARDIFF, 2023).
[image: ]
[bookmark: _Toc181995985]4.3 Operational Structure and Capacity
Currently, the hotel has 142 rooms of different classes – standard, superior, and executive. This property has around 75 employees on its workforce but the number varies with the seasons due to the different departments available. The company management structure of an End-charm Hotel and a conventional hotel is closely related since it operates as a normal hotel with the department heads heading subordinate departments and directly answering to the General Manager (Leonardo-Hotel-Cardiff, 2024).
The operations are divided into six key departments, i.e. Food and beverage, front office, housekeeping, sales and marketing, human resources, and engineering and maintenance. Every department is headed by a veteran manager who is responsible for operation management and maintaining brand integrity (Modern Slavery Statement, 2024). There is enough staff during busy periods to attend every room, having one attendant for every two rooms in the hotel.  The employees that are retained include full-time employees at 60 percent, part-time employees at 30 percent, and casual employees at 10 percent; this ensures that the numbers of employees can be adjusted to the amount of business received as well as the seasons. The hotel also breeds relationships with local hospitality schools for internships, nevertheless adding to human resource development (Leonardo Hotels Information, 2024).
Table 1: Hotel Capacity and Facilities
	Category
	Details

	Total Rooms
	142

	Room Types
	Standard (98), Superior (32), Executive (12)

	Meeting Spaces
	2 conference rooms (capacity: 50 each)

	F&B Outlets
	1 restaurant, 1 bar

	Parking
	55 spaces

	Average Daily Rate
	£89-£195 (seasonal variation)


[bookmark: _Toc181995986]4.4 Financial Performance
According to the annual turnover for the year 2023, the turnover of the hotel was about £8,200,000 which was £900,000 more than in the 2022 year. About 70% of the center’s revenue comes from room sales and the food and beverage operations yielding 20% of the center’s revenues while other services account for the remaining 10% (FATTAL LEONARDO HOTELS (UK) LTD, 2024). This financial performance shows signs of recovery in the current year post-pandemic especially in corporate bookings and events revenue. The average room rate was 8% higher compared to 2022 while keeping competitive occupancy above 76%. There were improvements in selling food and beverages through increased sales using effective changes in the dining concept and improvements in banqueting services (Annual Report and Accounts, 2024). 
These can include and not limited to parking fees, meeting room sales, laundry, and business center among others. Measures such as energy and staff conservation have been well implemented to control expenses and achieve a 32% gross operating profit margin (Ltd, C. C. (2024).
Table 2: Revenue Distribution (2023)
	Revenue Stream
	Percentage
	Amount (£)

	Room Revenue
	70%
	5.74M

	F&B Revenue
	20%
	1.64M

	Other Services
	10%
	0.82M

	Total
	100%
	8.2M


[bookmark: _Toc181995987]4.5 Market Position Analysis
[bookmark: _Toc181995988]4.5.1 PEST Analysis Overview
4.5.1.1 Political Factors
Running the hotel in the UK after Brexit presented many challenges and adjustments have been made. Brexit has fundamentally changed the recruitment situation because any immigration policy is much more restrictive and has become a major barrier to hiring EU citizens, who used to comprise a significant portion of hospitality staff (The Great British Attraction Index, 2024). This has called for a paradigm shift towards the development of intensive domestic recruitment and training activities. Since then, the Welsh Government has accrued relevant and selective programs and support for the tourism sector, such as training grants and marketing vouchers for hospitality businesses (Join the Our Loyalty Programme. 2024).
4.5.1.2 Economic Factors:
Cardiff has a very sound operation as Wales’ leading economic capital, offering a significant amount of business traffic, especially for the financial and professional service industries. The hotel operation challenge continues escalating, i.e. energy hikes, essential commodities, and services prices because supply chain interruptions threaten to overwhelm the hotel. Overhead costs have also gone up in this respect because of enhanced wages from minimum wages and because of staffing challenges emanating from a relatively stiff competition for human resource capital (Join the Our Loyalty Programme. 2024).
4.5.1.3 Social Factors
The current consumer behaviour pattern is distinctly more sustainable and digitalized in hospitality services. Holders of rental spaces, therefore, consider full sustainable management measures inclusive of programs on waste management to energy management as well as bearing the influence on its procedures and product promotion. Welsh culture richness offers the hotel a chance to offer guests a more localized experience; this is done through cultural programming and partnership. The generally increasing trend towards the importance of work-life balance has affected expectations of the workforce in terms of flexibility of schedules and quality of employee benefits (Leonardo Hotels’ guide to the most mispronounced Irish names. 2024).
4.5.1.4 Technological Factors
Technological advancement throughout the hospitality industry has been spurred through digitalization. Check-in solutions and mobile room access solutions have improved the comfort of guests while increasing productivity in some ways. Another issue that the hotel needs to address, untidy by far, is that of having an active social media presence given the growing significance of online reputation for competitive positioning and sales generation. Technology investments have also become crucial to guard guest information and course compliance with privacy standards (All our Destinations, 2024).
[bookmark: _Toc181995989]4.5.2 SWOT Analysis
By and large, the use of the SWOT technique proves to be useful in identifying internal and external factors that may influence the hotel. The strengths reveal more of the core strategic assets which include location and brand equity. Weaknesses give a good account of operational threats, concerning the operational factors of staff turnover and parking spaces. The opportunities sub-section highlights specific areas that hold good growth potential, especially in the business field and on the technology front (Reviews: Leonardo Hotel Cardiff, 2024). Threats adequately capture the modern industry environment and, specifically, market factors such as the state of labor and the economy. Although more detailed information about competitive advantages and positioning has not been given, the information presented could satisfy most of the needs related to strategic planning (Strategic Management, 2024). Overall, the matrix offers more or less a consistent view of the business environment, though some of the aspects, like sustainability initiatives, could have been considered more clearly.
Table 3: SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	Central Location
	Staff Turnover
	Growing Business Tourism
	Increasing Competition

	Brand Recognition
	Limited Parking
	Events/Conference Market
	Economic Uncertainty

	Modern Facilities
	Seasonal Demand Fluctuation
	Digital Innovation
	Labor Shortages

	Transport Links
	Limited F&B Options
	Sustainability Initiatives
	Rising Costs


[bookmark: _Toc181995990]4.6 Competitive Landscape
The hotel operates in a competitive market with several key players in similar categories. Primary competitors include:
Table 4: Competitor Analysis
	Hotel
	Room Rate Range (£)
	Quality Rating
	Market Position

	Leonardo Cardiff
	89-195
	4-star
	Premium Mid-scale

	Competitor A
	95-210
	4-star
	Upper Mid-scale

	Competitor B
	75-180
	3-star
	Mid-scale

	Competitor C
	120-250
	4-star
	Premium



From the rate range, a clear sign of market segmentation is evident, and the analysis above, further shows that Leonardo has offered competitive rates against its direct competitors. The investigation shows a fair geographical distribution of the stock across the quality categories and the room prices equivalent to the star’s classifications (Leonardo Cardiff, 2024). Based on the targeting strategies, it can be suggested that Competitor C focuses on the superior segment, while Competitor B focuses on customers with limited financial means for travelling. A tight rate range clustering among 4-star properties shown in the figure seems to indicate that there is stiff rivalry in this segment. However, to have a much more competitive analysis, some extra parameters may be useful, for instance, occupancy rates or guest satisfaction scores (Sustainability Report 2019-2023).
[bookmark: _Toc181995991]4.7 Netnographic Analysis
Analysis of online reviews and social media presence reveals several consistent themes:
Table 5: Online Reputation Analysis
	Platform
	Average Rating
	Key Positive Themes
	Key Negative Themes

	TripAdvisor
	4.2/5
	Location, Cleanliness
	Service Speed

	Booking.com
	8.3/10
	Modern Rooms, Staff
	Parking, Breakfast

	Google Reviews
	4.3/5
	Value, Location
	Check-in Queues

	Facebook
	4.4/5
	Staff Attitude, Cleanliness
	Room Size


[bookmark: _Toc181995992]4.7.1 Staffing Structure and Challenges
The hotel maintains a departmental structure typical of mid-scale properties. Current staffing levels show variations across departments:
Table 6: Departmental Staffing
	Department
	Full-Time
	Part-Time
	Seasonal

	Front Office
	12
	8
	4

	Housekeeping
	15
	10
	6

	F&B
	8
	12
	8

	Maintenance
	4
	2
	0

	Administration
	6
	2
	0


[bookmark: _Toc181995993]4.7.2 Market Positioning and Strategy
Leonardo Hotel Cardiff is categorized within the premium mid-scale recognizable to both business and leisure travellers. The current pricing policy of the hotel depends on seasons and market saturation and uses flexible prices due to distribution channels’ impact. Business travelers still remain a critical source of traffic accounting for around 45 % of the occupied room nights (Sustainability Report 2019-2023).
Area of Further Development and Possible Challenges
The hotel faces several key challenges and opportunities for future development (Environment. 2024):
· Staffing and Recruitment: Some of the persevering issues include the difficulties in sustaining the right number of employees, especially on the front line.
· Technology Integration: Further extensions to improve digital services and optimize guests’ experiences through technology.
· Sustainability Initiatives: Here, the specific activities involve formulating programs and policies to address environmental concerns as consumers demand environmentally friendly products and services increase.
· Market Expansion: Approaches that will ensure the organisation increases its market share in the meeting and events market.
· Service Quality: Sustained quality improvement initiatives to increase customer satisfaction level and sustain market positioning.
[bookmark: _Toc181995994]4.8 Brand Standards and Quality Assurance
The hotel operates on the directive provided by Leonardo Hotels in terms of quality checks, and the quality and features of the property remain strategic to the brand portfolio of Leonardo Hotels. Several recent investments have been oriented toward rooms and public area upgrades, to better satisfy the new generation of guests (BRISTOLGIRL1992. (2023).
[bookmark: _Toc181995995]4.8.1 Performance Metrics
Key performance indicators demonstrate the hotel's market position and operational efficiency:
Table 7: Key Performance Indicators (2023)
	Metric
	Performance

	Average Occupancy
	76%

	RevPAR
	£89

	ADR
	£115

	Guest Satisfaction
	85%

	Employee Turnover
	28%


This detailed case study of Leonardo Hotel Cardiff established that it is a hotel situated in a good place for its operation; however, just like every other hotel business, it experienced common blockers that relate to its employees or staff and shapely operation (Communities. 2024). Some of the key issues and opportunities affecting Hampton by Hilton Hotels include location and established brand are key competitive advantages, while there are opportunities in areas including car parking-F&B services. Consequently, the analysis of the property’s performance indicators indicates its relative stability with increased sales through further marketing activities and the implementation of other strategies (Our People, 2024).


[bookmark: _Toc181995996]Chapter 5; Theme Exploration
[bookmark: _Toc181995997]5.1 Theme 1: Operational Performance and Service Quality Challenges
[bookmark: _Toc181995998]5.1.1 Impact on Daily Operations
The current staff shortage situation has significantly altered the operational realities at Leonardo Hotel Cardiff by making service delivery and operation challenging. The impact is felt mainly and mainly in the front desk where working pressure hours as regards checking in and out is much more time stressful and hectic. By estimates, response times have jumped, with wait times reaching 30 minutes during peak traffic times (Customers, 2024). This is not a good first impression, which can set the tone for the rest of the guest experience negatively. The average hotel management housekeeping operations have been hugely compromised, with room turnover times taking more than the required time duration. The culture of getting rooms ready by the 2 PM check-in point has become awkwardly cumbersome, making nearly all other activities in the hotel follow a different rhythm. Some new working characteristics have affected all areas of food and beverage operations; for example, operating hours have been cut down, and the choice of menu items has been narrowed, primarily night concessions and room service (Press & Media, 2024).
Conference and event operations have been specifically difficult for organisations to sustain in the previous standards. Ideally, the hotel has the capability of hosting several events concurrently, but due to the current limitations, such is not possible, thus making the events team consider the number of bookings it takes (Leonardo et al., 2024). The current environment has escalated a cycle of stress and possible burnout among individuals in the existing working team, who face extended working hours and have extra tasks beyond their official list of responsibilities. Some of the operational complications have changed the structure of processes and procedures constantly, where the hotel has set up some countermeasures like staff rotation and designation from one section to another temporarily to avoid critical shortages (Stefan, 2023).
[bookmark: _Toc181995999]5.1.2 Service Quality Management
It has not been easy to maintain quality control because of the current staff scarcity; the notices in service quality fluctuation are visible especially during busy hours if few workers are available. SOP, though well established and has practical strategies and flows suffers from implementation issues because of lack of time and pressure of workload (BRISTOLGIRL1992. (2023). The measures of quality assurance of the facility have demonstrated its unstable picture regarding areas with attention to calls on personal services. The orientation of new employees has become more time-consuming and challenging due to the coordination of the recruits with their work schedules. This has seen new employees take more time in the probationary period and perhaps possess some gaps in service delivery (Twum, & Peprah, 2020). It has led to reviewing service standards to distinguish between core service requirements and those that might be desirable at greater coverage but are unnecessary under reduced staffing.
To overcome this problem, the hotel has adopted a changed version of the quality check process as a modified model to monitor the major services delivered to guests. This includes effective and efficient check-in and check-out services, strictly and efficiently implemented room service, and adjusted food service provision (Kaydos, 2020). Quality audits have been conducted regularly but concerning new standards that accommodate current conditions of operations. Feedback from the guests has been advanced to show the existing areas where services are lacking in the same manner as they have been developed to exhibit the various approaches to service delivery. Nonetheless, it is always difficult for area operating managers to achieve uniform service standards throughout their areas to maintain service consistency they are forced to constantly assess and modify the area standards of operation to fit the expectations of guests as well as the resources available (Anwar, 2021).
[bookmark: _Toc181996000]5.2 Theme 2: Customer Experience and Service Delivery
[bookmark: _Toc181996001]5.2.1 Guest Satisfaction Metrics
Leonardo Hotel Cardiff hotel customer opinions and guest loyalty scores show significant relationships between specific staffing ratios and guest experience scores. With staff shortages issues, NPS experienced ups and downs; however, average scores were higher in early 2023 equal to 8.2, and declined during intense periods of staff shortages at the end of 2023 to 6.8 (Ali et al., 2021).
Table 1: Guest Satisfaction Trends 2023-2024
	Period
	Average NPS
	Staff Coverage Ratio
	Guest Complaints

	Q1 2023
	8.2
	95%
	15/month

	Q2 2023
	7.5
	85%
	22/month

	Q3 2023
	7.0
	75%
	28/month

	Q4 2023
	6.8
	70%
	35/month

	Q1 2024
	6.5
	65%
	42/month



Surveys with customers reveal higher tendencies toward the services area of concern. For example, checking, and waiting for more than 15 minutes has risen by 45% during busy business hours, and room service is delivered 30% later than before, a shift from an average of 25 minutes to 50 minutes (Padma, & Ahn, 2020). Additional specification: Online platforms such as Trip Advisor and booking dot com reveal that the Apportionment of comments citing service delays and less personal attention has by 30 percent. Overall the quality of the complaints has slightly changed during the last decade. The majorities of complaints that are related to the service sector reached 70% while the overall complaints in the previous years were around 40%. Some of the instances are; delayed room preparation, shorter restaurant hours, and limited Concierge services (Moreno-Perdigon et al., 2021). Whereas core service delivery remains intact, all those added extras that used to characterize the hotel’s service delivery have become extraordinary, not desirably impacting the guests’ perceived levels of satisfaction (Xiang et al., 2022).
[bookmark: _Toc181996002]5.2.2 Service Recovery and Guest Relations
Leonardo Hotel Cardiff has revolutionized its approach to service recovery and guest relations in response to staffing challenges. The hotel has implemented a three-tier complaint prioritization system:
Table 2: Priority Levels for Guest Issues
	Priority Level
	Response Time
	Issue Types

	Priority 1
	15-30 minutes
	- Room accessibility issues

	
	
	- Safety concerns

	
	
	- Major service failures

	Priority 2
	1-2 hours
	- Housekeeping requests

	
	
	- Maintenance issues

	
	
	- Dining concerns

	Priority 3
	Within 24 hours
	- General feedback

	
	
	- Minor service adjustments

	
	
	- Future stay inquiries



This evidence shows that the systematic approach to guest relations has been highly efficient, with an average time to resolve the complaints decreasing to the average of 34 minutes when previously it was 45 minutes, which is a 25% improvement, and the guest relation team is functioning with 30% fewer people. The guest relations team has put into practice effective persuasive communication plans such as pre-arrival e-mail messages that state current service offerings, any restrictions, and workarounds (Xiang et al., 2022). For example, during the visit of 200 delegates to the Welsh Business Conference in March 2024, the pre-event communication package included time for registration (delegates’ arrival was scheduled in 15-minute intervals), change in breakfast times (an hour later as delegates were divided into groups with their time slots), and a change in housekeeping schedules. Thus, the proposed early action scheme involved 12 registered complaints, while the average of similar events for previous years was 20 complaints (Das, 2024).
New measures of staff empowerment have been further developed and front-line employees are now allowed to decide on compensation up to £100 without asking permission from their managers (Yu et al., 2024). This consists of free dining vouchers (£50 limit), room upgrade vouchers (£75), and service recovery vouchers (£100 for subsequent stays). For instance, one can imagine a guest booking was checked in and expected the room to be available within fifteen minutes but was only ready in thirty minutes; the front desk agent quickly made the lunch in the hotel restaurant free to the guest and the guest left writing a good comment (Cruz et al., 2024). This has developed from the monthly training session and the new training sessions now encompass four-hour workshops specifically based on conflict resolution scenarios.  These training activities have led to raising the first-contact resolution rate from 60% to 81%; however, the surveys of guests who experienced service failure and subsequent recovery show an improvement in the handling of such service failures from 75% to 80% (Zhorzholiani et al., 2024).
[bookmark: _Toc181996003]5.3 Theme 3: Strategic Human Resource Management and Solutions
[bookmark: _Toc181996004]5.3.1 Recruitment Innovation and Talent Acquisition
Recruitment policy of Leonardo Hotel Cardiff has dramatically shifted to data-driven models and innovative methods. For example, the hotel is sourcing student interns from Cardiff Metropolitan University’s Hospitality Management program in 2024, the hotel has hired 15 such employees where in 2023 the number of hires to fill the same position during the first quarter were only four (Joyce et al., 2024). The hotel has also expanded its demographics of successful service sector recruiting sourcing eight customer service employees from retail fields and found that with the proper training these candidates perform 25% better adapted to hotel services than other hospitality industry applicants (Manimala & Kurian, 2024). Where once a candidate might have dropped out of the process before even completing an application, the new fast-track recruitment process has led to an average time-to-hire of 15 days. Technical digital recruitment activities alone produced 150 quality responses in the first three months of 2024 main financial year through linked in responses from potential candidates as against job boards. The new compensation has changed added performance alloys for bonuses that are up to 15% of base salary, better health facilities, and mobility to work, meaning application acceptance has risen to 40% (Stone et al., s2024).
[bookmark: _Toc181996005]5.3.2 Employee Retention and Engagement Strategies:
Incorporating retention tactics for the hotel has measured some accomplishments through numerous approaches. The career development program has provided 12 internal promotions in 2023, although all participants remain with the hotel, with 90% retention and the hotel retention rates are at 65%. Due to the cross-training opportunities thus offered an example is displayed whereby front desk personnel trained in food and beverage services can now assist the restaurant during the busy season leading to a 35% improved flexibility in the overall operation of the business (Zhang, & Chen, 2024). Other aspects such as new working schedules of four days per week for some employees and split-shift working have cut staff absenteeism by 25% for departments that adopt it. By offering recognition about the ‘Service Star’ awards (a £250 bonus that is given monthly), team performance bonuses, and annual exemplary performance awards the efficiency of the program has increased its worth by 30% of its efficiency from efficiency problem of improved employee satisfaction (Hidayat, & Basuil, 2024).
[bookmark: _Toc181996006]5.3.3 Long-term Sustainable Solutions
The conceptual workforce planning has applied the Business Intelligence approach to estimate staffing levels with 85% precision, which helps to adjust for the congested durations appropriately in the hotel workforce planning. For instance, in the 2024 Six Nations Rugby Championship, it was possible to have the occupancy by 200% with a general rise of the temporary staff costs by only 15% thanks to a proper strategy of cross-trained staff (Geethanjali et al., 2024). As a result of the strengthened employer brand new employee referrals have increased by 45% in 2024. The structured succession planning program used in the company has been able to develop a list of 15 employees who are suitable for leadership positions with 8 employees currently perusing management development programs.  Technology buying, for instance, the mobile check-in kiosks and automated inventory management systems have cut down on manual task time by 30% freeing up the staff to attend to customers (Boselie et al., 2024). Temporary staffing agencies have helped to secure twenty-five pre-employment trained staff members that can be deployed within twenty-four hours in case of staff More than 40% of the effects of staff absenteeism have thus been addressed by these partnerships. It creates social capital with the Alumni Network that ensures 5 experienced staff out of the requisite join the hotel with little need for basic training. During the 2024 Six Nations Rugby Championship, the hotel successfully managed a 200% increase in occupancy with only a 15% increase in temporary staff costs through strategic deployment of cross-trained employees (Knies et al., 2024).
The strengthened employer brand has generated positive results, with employee referrals increasing by 45% in 2024. The structured succession planning program has identified 15 high-potential employees for leadership roles, with 8 currently enrolled in management development programs. Technology investments, such as the implementation of mobile check-in kiosks and automated inventory management systems, have reduced manual task time by 30%, allowing staff to focus on guest interactions (Aziz et al., 2024). The problem of shortages of staff is one of the concerns that has multiple compounding effects on Leonardo Hotel Cardiff making it a multifaceted issue. Whereby operational metrics of performance and service quality indicate the truth of operations and guests, customer satisfaction numbers, and surveys offer objective data to support how staffing levels impact service delivery processes (Kalefa  & Gado, 2024). 
Olaleye et al., (2024) show how the hotel has proactively responded to these challenges through unique approaches to recruitment and retention. However, such strategies must be implemented while always paying attention to market trends and current and potential guests’ requirements for employee care and attention.


[bookmark: _Toc181996007]Chapter 6; Conclusion and Recommendations
[bookmark: _Toc181996008]6.1 Conclusion
This study has helped to shed light on the following staffing numbers and operating efficiency in the hospitality industry, particularly in Leonardo Hotel Cardiff. This study proves that staff shortage is not just a source of short-term working problems, but has a deeper impact on customer dissatisfaction, staff burnout, and organisational viability. Looking at the literature and conducting an overall evaluation of secondary data, one realizes that the hospitality industry’s staffing issues are not one-dimensional and are affected by factors such as Brexit, staff destuffing after the pandemic, and changing expectations. Having observed how Leonardo Hotel Cardiff, a premium mid-scale hotel strives to overcome the mentioned challenges, the following paper presents a case on the particular hotel. The study notes that staffing problems are not unique incidences, but a complex and interrelated phenomenon in which staffing is located within overall industry directions and economic conditions. The consequences of staff shortages are the low quality of service delivery, and customer complaints- potential threats to the image of the brand. The implementation of changes within the variable environment underscores the fact that for a hotel to be successful, it has to be innovative in the approach it uses to solve new problems facing the hospitality industry, such as technology and Human Resource Management. The findings also stress the need to staff up as a means of managing, and as this study has shown, padding out core operational efficiency rather than just as a means of coping with a more difficult business environment hence the quest for staff to hold on to. This work adds to the knowledge of staffing problems in the hospitality industry and creates a framework for formulating better solutions to these problems in the future.
[bookmark: _Toc181996009]6.2 Recommendations
Based on the research findings, several key recommendations are proposed to address the staffing challenges at Leonardo Hotel Cardiff:


[bookmark: _Toc181996010]Deputy and enforce a detailed Recruitment and retention policy
This study recommends that the hotel should ensure it comes up with a sound staffing plan that covers both the current and future staffing requirements. This should involve affiliations made with local hospitality schools and colleges to build a talent pool. Thus, the human resources strategy should focus on appealing compensation policies, transparent promotion opportunities, and training initiatives. Further, a successful and effective program of mentorship can also be employed to prevent key staff from moving to other companies and build up a pool of potential leaders for the organisation (Wood, 2024).
[bookmark: _Toc181996011]Culture alignment at the workplace
There is evidence that when organizations make conscious efforts to achieve staff recognition and appraisals, encouraging workers’ feedback sessions together with promoting friendly working relations among employees, then staff turnover and workplace dissatisfaction levels are likely to be reduced (Zhorzholiani et al., 2024). It should also entail periodic staff poll to determine their attitude towards their workplace and solve any complaints that they may have without being prodded. Since then, it benefitted from its strategic partnership with Columbia Sportswear Company through its supply of reliable and affordable fabrics. It is for this reason that there should be a practice of building lasting strategic partnerships with local educational centers, employment agencies, and relevant industry associations. These involve establishing proper apprenticeship and internship opportunities to source talent in the industry (Bukhari et al., 2024).
[bookmark: _Toc181996012]Learn About Performance Management Systems
After rating the staff and determining standards, it is possible to set objectives and inspire personnel to maintain specific service quality indicators. This should comprise periodic appraisals, definite promotion standards, and rewards based on the guests’ satisfaction index (Ababneh et al., 2024). This is to attract employees’ attention to the company, one must ensure that the compensation and benefits package offered meets the policies as per the outcome of a review. An evaluation of the current compensation policies and structures to envisage the possibility of the company having to offer better wages and remunerations than the available market offers (Dutta et al., 2024). This should include financial as well as non-financial rewards that will be important to the various classes of employees. These recommendations should therefore be taken as measures that can be pursued in an integrated manner so that they complement rather than dwell on each other. To largely serve the purpose of managing the hotel staffing issues, frequent examinations and fine tuning of these programs will be crucial.


[bookmark: _Toc181996013]Chapter 7; Reflection Account
[bookmark: _Toc181996014]7.1 Description
My research journey began with a focused investigation into the staffing challenges at Leonardo Hotel Cardiff, a significant establishment in Wales' capital city. The research process spanned several months, during which I immersed myself in extensive secondary research materials, including academic databases, industry publications, and professional reports. I structured my investigation to systematically analyze various aspects of staffing issues in the hospitality industry, starting with broad industry-wide challenges before narrowing down to specific implications for Leonardo Hotel Cardiff. The research methodology involved carefully selecting and reviewing peer-reviewed journals from respected databases such as EBSCO Hospitality & Tourism Complete and Elsevier's Science Direct (Thorpe, 2024). I paid particular attention to publications from the last decade to ensure relevancy and contemporary significance. Additionally, I examined industry reports from professional bodies, trade journals, and government publications to gain a comprehensive understanding of the current state of hospitality staffing challenges. 
[bookmark: _Toc181996015]7.2 Feelings
I felt mixed emotions at the beginning of this research study: With the interests in examining a key industry issue, there was little discrepancy towards the global and challenging issues proposal made the participants slightly anxious. This is because initially the number of journals in the databases and versatility of staffing challenges in context of hospitality overwhelmed a researcher. I wondered if it would be possible to integrate all of the material into meaningful conclusion and to provide coherent findings into the research question (Stone et al. 2024). Moreover, the most fulfilling experiences were observed when current theories could be connected with practical applications in Leonardo Hotel Cardiff. Such feelings that I experienced were useful to mitigate my initial overcrowded state of mind and bolster up my determination of the research.
[bookmark: _Toc181996016]7.3 Evaluation
The research methodology was useful in many aspects based on the following reasons. Since the secondary research approach was used, it was easy to gather as much information from different sources as possible which would give me varied opinions on the staffing issues. This decision of selecting Leonardo Hotel Cardiff as a single and specific case for the sake of analysis contributed to the choice of framework and made the results more realistic (Fong-Batkin, 2024).
Taking account of such instruments as PEST and SWOT analytics helped classify the information accumulated properly. These tools enabled me to objectively analyse internal and external factors which impact staffing issues in the hotel. The system approach used in the work allowed me to figure out some of the patterns and trends that could have escaped my attention if I had used a less rigorous method (Anand, 2024). Nevertheless, the present study also identifies several weaknesses in my methodological approach. Although a high number of secondary sources were used, the studies did not offer a wealth of detailed data on Leonardo Hotel Cardiff’s operations, as the sources offered only the latest data as of the time of writing. Primary research techniques, including staff interviews and/or guest reviews, may have not been used leading to a lack of detail on some details about the hotel in question (Gilgun, 2024).
[bookmark: _Toc181996017]7.4 Analysis
The study exposed several important findings regarding staffing issues facing the hospitality sector. I found out that staffing problems have many linkages with other operations; this makes the impacts involved rather cause and effect. Many prospective factors were deemed to have less influence on the organization compared to what was realized later, for example in the Brexit deal and the effects of the Covid-19 pandemic. In conducting the analysis on the collected research papers and articles along with syndicated reports, very high levels of positive relationship between staffing and service quality were evident. In the course of the study, the authors described the essential problems related to the lack of a sufficient number of employees: they influence not only the current quality of services provided but also organizational longevity and position on the market (Greneker, 2024). The use of case-based research proved useful in showing how these principles can be applied in practice at Leonardo Hotel Cardiff. Some limitations in the current literature can also be graded as methodological including things like the lack of predictive research focusing on the consequences of various staffing strategies in the long run or their cost-related implications. These gaps say that there is so much that can be investigated in the future.
[bookmark: _Toc181996018]7.5 Conclusion
In hindsight, I think that the research was able to meet its key goals. The research findings proved useful in developing an understanding of the staffing issues in Leonardo Hotel Cardiff as well as in the hospitality industry. Considering the existing limitations of the given methodology, the issues under analysis were discussed in detail and covered necessary actionable recommendations. I have learned various aspects of systematic academic research, and complex business issues, which enriched the process of my research. In general, it enhanced the set of my skills, particularly analytical ones, and enriched my background knowledge of hospitality and tourism. The findings can be meaningfully contributed to further discussions about the existing problems and challenges of the staffing process in the sphere of hospitality management.
[bookmark: _Toc181996019]7.6 Action Plan
Moving forward, I have identified several key areas for improvement in future research (Nachman, et al., 2024):
· The second method to address these research questions is to incorporate first-hand research techniques to capture information from the hotel employees and customers.
· Extending the comparisons to more hotels in comparable positions on the market
· Continuing the analysis to find out how specific staffing issues change with time
· Expanding further the specification of best practice guidelines for implementing the recommendations
· Extending the analysis to financial results of staffing problems in the hotel industry
I will continue to stay active in experiencing hospitality industry trends, especially concerning staff and functioning issues. All in all the research experience has provided me with useful skills that will be useful in my future academic and working endeavors. Furthermore, I am going to look for chances to present my studies to practitioners in the field of hospitality management and contribute to the conversation regarding the difficulties of the industry.
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