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Where are we now? 
(August update)

üVacancies in hospitality have fallen by 33% (vs peak)

üRecord levels of employment in accommodation & food service (2.7m 
people)**

üWages up 19% since 2019*

BUT…vacancies still higher vs pre-Covid

Source: UK Hospitality, **Office for National Statistics



Source: KAM Aug 2023 - Qn. Which of the following has happened to you when visiting a restaurant/pub in the last three months?

Where are we now? 
The CUSTOMER Experience

26%
Noticed venue was 
short-staffed

24%
Menu items have 
been unavailable

30%
Increased prices 
have put me off 
purchasing an item

22%
Taken too long for 
food/drink to arrive



Source: LIMBER x KAM – Flexible Working, Feb 2023

Where are we now? 
The EMPLOYEE Experience

35%
Of leavers left 
hospitality because 
of anti-social hours

64%
Feel they can’t 
deliver the level of 
service they want to 
due to understaffing43%

Said understaffing 
made them look 
elsewhere for work



The general perception of 
working in Hospitality is mixed…

The hours are 
anti-social

45%

Good work/life 
balance

10%

It’s a short-term 
‘stop gap’ job

23%

It’s a fun industry 
to work in

23%

The work is 
flexible & varied

18%

Pay & benefits 
are good

7%

Source: KAM | Choose Hospitality 2022

It’s an inclusive & 
diverse industry

16%



How pleased would 
parents feel if their 
kids wanted a career 
in Hospitality?

Only 57% would 
be pleased

Source: KAM | Choose Hospitality 2022



What’s driving hospitality job choice?
Pay & benefits remain no.1 but work-life balance is now CRITICAL

Pay & benefits

Work life balance

Flexible working

1.

2.

3.

“I have a family and 3 
kids to look after.

I need to work in a 
flexible working 
environment so I can 
balance my family life”



Salary remains the key candidate priority

>1-in-2
say they would NOT apply for a job 
if the salary wasn’t listed/indicated

62%
Feel they currently get a fair salary
Vs 58% in 2020



While we’re talking the recruitment 
process…a ‘shake-up’ is needed for GenZ

of Gen Z have abandoned a job 
application halfway through because it was 
taking too long

1-in-2

of Gen Z agree the traditional process of 
applying for a job is tedious

67%

79% of GenZ want employees to look at more 
innovative and modern ways to recruit

Source: KAM x Hospitality Rising 2023



What alternative ways 
of applying appeal to Gen Z?

47% Intro letter (bespoke 
to role but no CV)

36% Short intro video 
(video CV)

68% Online interview

Source: KAM x Hospitality Rising 2023



Back to hospitality employees in general…
What are the employee benefits most IMPORTANT to them?

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



What employee benefits are hospitality workers 
currently being offered?

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



Perception of work-life balance has improved

“I have a balanced 
work-life”

2020 2023
27% 51%

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



Work-life balance has risen in importance, yet…

43%
work 7.5hr+ OVER their contracted 
hours/week

c40% 
Say they’re offered flexible hours

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



And the next 12 months

28%
say they’re unlikely to be 
working for the same 
employer this time next year

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



Factors which will KEEP people in their hospitality role

74%

58% 57%
51%

42%

Working with great
people

Career growth Supportive
management/good

manager

Exciting work and
challenges

Learning and
development

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



Changes they’d like to see in their hospitality role

69%

53%

32% 31% 30%
27%

24% 24%

Better financial
remuneration

Work:Life balance Promotion Better workplace
culture

New challenges Flexible working Better
understanding of

career progression

More training /
mentoring

Source: KAM x HJUK – UK’s Largest Hospitality Salary Survey 2023



62% 
are HAPPY in their current role

3-in-4
are PROUD to work in Hospitality
On par with 2020

34% 
Would recommend a career in 
Hospitality to friends/family
(40% maybe)



3 take aways…

1. Work-life balance has increased in importance 
• What can you offer in terms of more flexible hours, 

flexible roles, flexible location etc?

2. ‘Working with great people’, ‘career growth’, and 
‘supportive management’ are what keep people in roles.

• Are you shouting about what you ARE offering 
already?

3. The recruitment process needs shaking up
• Are you maximising EVERY candidate ‘touchpoint’ 

(just like you would for a customer)

“Insanity is doing the same thing over and over and 
expecting different results.”



Find out more.



GET THE REPORT
Available now
Price £495 + VAT

www.kaminsight.com/insights/pub-roadmap/

Includes 12 months access to the KAM 
Knowledge Hub portal

http://www.kaminsight.com/insights/pub-roadmap/


YOU’RE INVITED

25% OFF TICKET PRICE 
WITH  CODE: BII25

TUES 6TH FEB 2024 – CENTRAL LONDON



Thank you
Katy Moses
katy@kaminsight.com

mailto:katy@kaminsight.com

