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This essay reflects on my first eight-week placement with the team at the Eastbourne Town Centre Hotel, a member of the Premier Inn chain. It will analyse and debate the emerging trend within hotels: Health & well-being and how this is applied in our hotel. Throughout this essay, I will use the Gibbs Reflective Cycle (1988) to highlight how mental health and well-being are a considerable concern for the hospitality industry and how, more than ever, offering hotels with wellness-focused experiences will be valued by customers (The University of Edinburgh, 2020).

In the hospitality sector, employee stress is a significant problem that costs both employers and employees money. Although addressing and lowering stress is a good objective and has the potential to save companies money, the nature and scope of employee stress in the hospitality industry still need to be thoroughly understood (O’Neill and Davis, 2011). Only 39% of UK managers believe top management is devoted to employee health, even though the number of workdays lost to stress in the country has climbed by 24% over the past six years (Simply Health UK). Previous research outside the hospitality sector has discovered that stress adversely affects employee performance, productivity, and customer service increases animosity and detachment and causes costly turnover and healthcare expenditures (O’Neill and Davis, 2011).

On one of my last shifts at the Town Centre Hotel, I had the chance to assist at an unpleasant event during a busy dinner. One of my colleagues dropped one plate in front of a customer who seemed unhappy about this. She went to the kitchen and started crying because of what had just happened. The manager who assisted in this episode went to her and, with a very calm approach, was able to calm her down. I felt terrible about what happened; however, I admired how our manager handled the situation. Setting a good example for the team can encourage everyone to speak up and care for one another, regardless of their position. Promoting an environment of open communication also helps eliminate any stigma associated with mental health problems in the workplace (Vitality Health and Life Insurance, 2019). Being mindful of my colleagues' mental health will be an essential aspect of my future practice, where I wish to lead and build this value in the core of my team, leading by example. 

In another instance, I had the chance to connect regularly with guests and employees from other departments while working in the hotel industry, which helped me improve my communication abilities and use them more effectively. I have been part of the reception team, which is available 24 hours a day, seven days a week, allowing clients to report any issues or concerns at any time (premierinn.com, 2022). While assisting my tutor with customer interaction, I observed that most customers were interested in health and well-being aspects such as vegetarian food options, gym facilities and other facilities contributing to clients' well-being. This made me curious about the new trend, and I wished to research current customer behaviours.  According to the studies, people place a significantly greater value on wellness after the epidemic. According to a recent McKinsey study, 79% of global customers now say that well-being is essential to them. Every market poll noted that the priority to wellness had increased significantly over the past two to three years (Teichner, 2022). Spa services, exercise regimens, and dietary menu options all help to create the body-mind connection required to complete a thorough wellness programme. But when it comes to a guest's decision to book, the hotel itself, its safety, cleanliness, and social seclusion will be front of mind (Wendt, 2020). I was surprised to observe after more research that the notions of "work," "vacation," and "health," which were traditionally rigid and experienced independently, are going to be merged in significant, novel ways at this juncture in hospitality history (Net, 2021). Other easy-to-implement tools, such as mindful breathing—shown to regulate sleep and lower blood pressure and cortisol levels—can be promoted via meditation app integrations, as immune-boosting minibar products can surprise and put guests at ease.

In conclusion, my experience as a practising student helps me observe and develop new interpersonal skills. I understand that employee well-being is crucial for maintaining and enhancing business success. Therefore, learning and development programmes are increasingly including it. In addition, customers’ orientation towards relaxation facilities is a trend in the industry that must be considered in future managerial decisions to exceed customers’ expectations and satisfaction. 
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