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[bookmark: _Toc200241986]Abstract 
This research project thoroughly examines the challenges related to staff professionalism and workplace behaviour at The White Hart Hotel, an independent family-owned hospitality business situated in Witham, Essex. The goal of this study is to investigate how behavioural issues, especially absenteeism, unprofessional conduct, and workplace stress, affect the hotel’s operational efficiency, service delivery, guest satisfaction, and long-term sustainability. Utilising a qualitative, interpretive, single-case study methodology reliant solely on secondary data, this research incorporates academic theories, case studies, industry reports, and netnographic data from online guest reviews to analyse the root causes of staff misconduct and suggest evidence-based, context-specific interventions.
The results indicate recurring behavioural concerns among both junior and supervisory staff, such as resistance to feedback, poor etiquette, financial misconduct, and a general lack of accountability. Absenteeism, particularly among younger employees, has become a significant operational issue, resulting in unpredictable staffing levels, delayed service, and guest dissatisfaction. This issue is worsened by inadequate attendance monitoring and reactive management practices. By applying Herzberg’s Two-Factor Theory, the study highlights that deficiencies in vital hygiene factors, such as supportive supervision, fair scheduling, and recognition, are significant contributors to disengagement and withdrawal behaviours. 
Moreover, the study observes that unprofessional conduct has become somewhat normalised within the organisational culture, partly due to the lack of structured onboarding, behavioural training, and ethical leadership. Instances of managerial misconduct are particularly alarming, with guest reviews highlighting aggressive and dismissive behaviours by senior staff. Bandura’s Social Learning Theory offers an insightful perspective, suggesting that negative behaviours are more likely to be modelled and repeated when supervisors do not exemplify professional conduct. The investigation further explores the emotional and psychological challenges faced by hospitality workers, referencing the Service-Profit Chain model to link poor employee well-being with diminished service quality and financial performance. Findings indicate that staff stress is exacerbated by inconsistent schedules, inadequate break coverage, and frequent after-hours communications via mobile messaging.
To tackle these challenges, the study suggests several strategic, low-cost interventions that align with the scale and resources of an independently operated hotel. These interventions include: (1) workshops on leadership development centred on emotional intelligence and ethical conduct; (2) structured onboarding and behavioural orientation for all new hires; (3) peer mentoring programmes to uphold workplace standards and promote team cohesion; (4) digital tools for attendance tracking to monitor absenteeism fairly and transparently; and (5) basic well-being initiatives such as set breaks, a dedicated staff rest zone, and streamlined communication protocols.
A comparative case study on Fairlawns Hotel & Spa illustrates that these interventions can be both practical and effective when executed with strategic intent. Despite the challenges associated with relying exclusively on secondary data, this research provides a credible and transferable set of recommendations that could help The White Hart Hotel cultivate a culture of professionalism, enhance service quality, and improve its long-term viability. Ultimately, the study frames staff behaviour not merely as an HR issue but as a crucial factor influencing operational excellence and organisational resilience in the hospitality industry.
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Chapter 1 Introduction:
The hospitality sector relies on exceptional service, with frontline staff as its most prominent and influential representatives (Afsar et al., 2018). Professionalism and conduct among staff are crucial for delivering reliable guest experiences, maintaining operational efficiency, and protecting the brand reputation of hospitality businesses (Mekoth et al., 2023). The White Hart Hotel in Witham, Essex, East England, is a small, family-owned independent establishment situated on the banks of the River Blackwater, conveniently located between Chelmsford and Colchester (The White Hart, 2025a; Google, 2025). Dating back to 1430, the hotel retains much of its historical charm through its distinctive Tudor-style architecture (see Appendix 1); however, its narrow staircases and hallways present accessibility challenges, particularly for guests with special needs. As indicated in Appendix 2, The White Hart Hotel provides various room options, including single, double/twin, triple, family, and two styles of four-poster rooms, with nightly rates from £85.00 to £130.00. This pricing approach appears to be tailored to meet the needs of both business travellers and families by offering flexibility in room size and features. In addition to lodging, the hotel boasts two restaurants, a bar, a function room, and a terrace (The White Hart, 2025c). Although the hotel displays charm and adaptability, independent hotels often encounter operational difficulties characteristic of small businesses, such as scarce resources, loosely structured leadership, and a predominantly young, frequently inexperienced staff, which all affect staff professionalism and conduct (Chung and D’Annunzio-Green, 2018). The constraints of limited resources, informal leadership, and a youthful, often untrained workforce heighten demands on staff discipline and behaviour (Mooney and Baum, 2019). This research examines the impact of unprofessional conduct, including resistance to feedback, absenteeism, financial misconduct, poor etiquette, and uniform non-compliance, on the hotel’s operations, guest satisfaction, and management capacity. The overarching aim is to provide evidence-based, realistic recommendations for enhancing workplace behaviour and professionalism, using only secondary data sources to inform the analysis. Three objectives guide the research: firstly, to evaluate the operational, reputational, and financial impact of staff misconduct at The White Hart Hotel; secondly, to explore the root causes of such behaviours through a critical review of academic literature and relevant theories of motivation, leadership, and organisational culture; and thirdly, to recommend structured training programmes, mentorship strategies, and accountability mechanisms that are feasible within the hotel’s current business model. To achieve this, a qualitative case study approach is used, relying on academic journals, theoretical frameworks, hospitality case studies, and industry reports (Collis and Hussey, 2014; Saunders et al., 2012; Denscombe, 2010). Key behavioural theories underpinning the project include Herzberg’s Two-Factor Theory, which differentiates between hygiene factors and motivators in staff engagement; Bandura’s Social Learning Theory, which explains behavioural modelling and peer influence; and the Service-Profit Chain model, which links employee satisfaction with guest loyalty and financial performance (Bryman, 2008; Putra and Cho, 2019; Alam, 2024). Literature highlights that frequent staff absenteeism, insubordination, and refusal to adhere to uniform standards can lead to workflow disruptions, reduced guest trust, and deteriorating morale among team members (Dogonyaro, 2021; Goh and Kong, 2018). Financial misconduct, such as order deletion or stock theft, has also emerged as a serious concern in small hospitality businesses, with direct financial losses compounded by a breakdown in managerial trust and control (Franco et al., 2020; Liu-Lastres, Wen and Huang, 2023). These challenges are exacerbated when young or inexperienced staff receive minimal training or are not held accountable for inappropriate behaviour. As such, this research positions itself within the existing academic discourse on employee behaviour in hospitality, to contribute to practical solutions for smaller establishments that lack the corporate HR infrastructure found in larger chains. The final output will be a set of informed, actionable strategies aligned with best practices in the hospitality industry and tailored to the operational realities of The White Hart Hotel. By addressing the core behavioural issues affecting staff professionalism, this study seeks to enhance the hotel’s internal culture, elevate service quality, and support long-term organisational sustainability.











[bookmark: _Toc200241989]Chapter 2 Literature Review: 
[bookmark: _Toc200241990]2.1 Introduction
In the hospitality sector, professionalism and workplace behaviour are essential for delivering services effectively, guaranteeing guest satisfaction, and promoting long-term sustainability of the organisation (Papademetriou et al., 2023). Nonetheless, the literature highlights ongoing issues in upholding staff discipline, ethical standards, and consistent professional behaviour, particularly in small, independent hotel environments (Peters et al., 2018). This chapter critically analyses academic theories, industry insights, and case studies that shed light on the factors, consequences, and possible solutions for unprofessional conduct in the hospitality sector. The literature is structured around five central themes: the significance of professionalism in the hospitality industry, the reasons for unprofessional behaviour, employee engagement and motivation, ethical misconduct and fraudulence, and methods for training, mentorship, and establishing accountability.
[bookmark: _Toc200241991]2.2 The Significance of Professionalism in the Hospitality Industry
The hospitality sector relies significantly on human interaction, making the professionalism of frontline staff crucial for delivering excellent service (Lages et al., 2020; Dimitriou, 2022). Key signs of professional behaviour include punctuality, appropriate attire, respectful communication, adherence to company policy, work ethics and conduct, and competences and qualifications (Thierry, 2018; Elshaer and Marzouk, 2019). Foroudi (2019) argues that professionalism boosts operational consistency and shapes a hotel’s brand identity and reputation. Poor staff appearance or inappropriate behaviour, such as tardiness, unkemptness, unsuitable clothing, or failure to attend to guest needs, can lead to guest dissatisfaction and negative online reviews, ultimately impacting revenue (Fernandes and Fernandes, 2018; Falcone, 2019). In smaller establishments such as The White Hart Hotel, management may not have the resources or structured training systems necessary to uphold behavioural standards consistently. Baum (2019) argues that hospitality often depends on cheap and temporary labour, and does not invest enough in developing human capital. The absence of explicit performance evaluation criteria can lead to an overly relaxed organisational culture, where employees tend to demonstrate low accountability for their behaviour (Huertas-Valdivia et al., 2019). Consequently, professionalism should be ingrained as a fundamental aspect of the organisational culture, extending beyond mere in policies.
[bookmark: _Toc200241992]2.3 Causes of Unprofessional Behaviour
The working environment in hotels is frequently characterised by rigid hierarchies, stressful conditions, and insufficient employee participation in decision-making, factors that contribute to a decline in professionalism, motivation and an increase in staff turnover (Hight et al., 2019; Wood, 2024). Various problematic employee behaviours in the hospitality sector, including absenteeism, discipline issues, and resistance to feedback, can be significantly mitigated through an empowering leadership approach rooted in trust, autonomy, and proactive support (Putra and Cho, 2019; Shehawy, 2022). Resistance to feedback, excessive socialising, and inadequate etiquette frequently stem from ineffective onboarding practices and a lack of induction training (Gibbs and Slevitch, 2019). Tresidder and Martin (2018) argue that without clear training for new employees and inconsistent enforcement of disciplinary rules, deviant behaviours tend to become normalised, particularly in poorly supervised settings and unstable operational contexts. According to Bandura's social learning theory, employees learn by observing the behaviours of others, especially authority figures (Xiao and Mao, 2022). When supervisors exhibit uncivil behaviours, subordinates view them as acceptable or tolerated, leading to their reproduction of such behaviours. To minimise deviant behaviours, managers must grasp the organisational context and foster a professional culture rooted in equitable supervision, transparent rules, and moral support.
[bookmark: _Toc200241993]2.4 Employee Engagement and Motivation
Employee motivation constitutes a critical factor in promoting professional conduct within the workplace (Ann and Blum, 2020). Servant leadership, characterised by the leader’s proactive support, empathy, and authentic dedication to the personal and professional development of employees, is crucial in enhancing staff motivation (Kaya and Karatepe, 2020; Xiao and Mao, 2022). It fosters a positive, inclusive work atmosphere where individuals feel valued, supported, empowered, and motivated to achieve their full potential; they are more inclined to exhibit professional behaviour and contribute proactively to the quality-of-service delivery. In contrast, low levels of engagement are often associated with increased absenteeism, ineffective interpersonal communication, and a diminished sense of initiative. Holston-Okae and Mushi (2018) applied Herzberg's Two-Factor Theory to demonstrate that decreasing staff turnover in the hospitality industry necessitates enhancing working conditions (hygiene factors) while fostering motivation through recognition and career advancement opportunities. Absence of both results in disengagement and a lack of professionalism. The viewpoint of Bandura’s Social Learning Theory reinforces the idea that people acquire and internalise behaviours through observing role models in their surroundings, especially those in leadership roles (Hu et al., 2025). This indicates that managers who reliably exhibit professionalism and integrity can positively shape employees’ behaviour through modelling. The Service-Profit Chain model highlights the significant link between employee satisfaction, guest loyalty, and overall profitability (Alam, 2024). Applying this framework to The White Hart Hotel suggests that prioritising staff development and acknowledging employee efforts can foster a more positive work culture and lead to improved service quality. Additionally, Liu-Lastres et al. (2023) note that the post-COVID "Great Resignation" revealed deep dissatisfaction among hospitality employees, many of whom cited poor workplace environments and a lack of managerial respect as primary reasons for leaving the industry.
[bookmark: _Toc200241994]2.5 Ethical Misconduct and Financial Fraud
Unethical conduct in the hospitality industry can range from minor infractions to severe offences, such as theft, price manipulation, and unauthorised discounts (Lee and Lee, 2021). Research by Goh and Kong (2018) suggests that hospitality employees frequently justify theft as a response to feelings of unfair treatment or inadequate wages. Similarly, Franco et al. (2020) highlight the relationship between Corporate Social Responsibility (CSR), the internal ethical environment, and financial success. Small hotels may experience slack financial oversight, which can result in fraudulent behaviours going unnoticed (Douglas, 2024). A potential issue that White Hart may need to address. According to a study by Dogonyaro (2021), independent hotels, which often have single-person HR and finance departments, typically lack essential checks and balances. This absence increases vulnerability to stock manipulation and unauthorised cash transactions, ultimately undermining managerial trust and jeopardising the sustainability of the business.
[bookmark: _Toc200241995]2.6 Strategies for Training, Mentorship, and Accountability
Addressing poor behaviour necessitates structured training and consistent application of standards. Induction programmes, mentorship initiatives, and regular feedback mechanisms have proven effective in fostering professional norms (Collis and Hussey, 2021). Liu et al. (2020) noted that strong mentoring has a significant impact on employee behaviour, particularly in settings where leadership support and organisational culture promote informal learning. Employees who are mentored by seasoned professionals are more inclined to adopt suitable behavioural standards and develop a greater sense of accountability towards their colleagues and the institution's values (Tull et al., 2024). Involving staff in decision-making processes has also been shown to enhance commitment and encourage a collective sense of responsibility (Huertas-Valdivia et al., 2014). Case studies of effective interventions indicate that small hotels gain from adopting digital tools, such as attendance tracking and staff communication apps, to enhance discipline and transparency (Buhalis and Leung, 2018). When combined with a clear disciplinary policy, these systems decrease the chances of disputes and foster a more professional and dependable workforce.
[bookmark: _Toc200241996]2.7 Summary of the Chapter
The literature discussed in this chapter indicates that professionalism and suitable workplace behaviour are crucial for delivering high-quality service, ensuring guest satisfaction, and maintaining sustainable operations within the hospitality sector. Nevertheless, small, independent hotels, like The White Hart Hotel, frequently encounter substantial difficulties in maintaining these standards due to constrained resources, uneven supervision, and a lack of formal training and accountability systems. Academic theories and industry case studies reveal that unprofessional behaviour often stems from inadequate leadership, low employee engagement, ineffective onboarding processes, and vague ethical guidelines. Additionally, unethical behaviour and financial fraud often thrive in environments with limited oversight and a deficiency of transparent systems. The findings recommend a comprehensive approach that focuses on ongoing training, structured evaluations, staff empowerment, and the use of digital management tools to cultivate a culture of professionalism. Therefore, The White Hart Hotel could enhance its organisational culture by integrating professionalism through focused training, mentorship, ethical leadership, and improved accountability mechanisms.
[bookmark: _Toc200241997]Chapter 3 Methodology:
This chapter outlines the methodological framework utilised to examine unprofessional staff behaviour at The White Hart Hotel in Witham and its effects on operational performance and guest satisfaction. Reflecting Cottrell’s (2017) perspective that a research project should logically move from topic selection to data analysis, especially when primary data collection is impractical, this study employs an entirely qualitative, interpretivist, case study approach based on secondary data. This choice of methodology facilitates a thorough, context-specific exploration of the behavioural challenges frequently encountered by small, independent hospitality businesses.
According to Saunders et al. (2018), strategic selection in qualitative research is crucial to ensure that the data gathered aligns with the study objectives. The chosen research philosophy is interpretivism, which suggests that social realities, such as professionalism, workplace behaviour, and organisational culture, are shaped by personal experiences and interactions (Nunkoo, 2018). This concept is especially pertinent in the hospitality industry, where staff conduct, guest expectations, and team dynamics are closely linked and adaptable. Interpretivism enables the research to delve into diverse perspectives and investigate the nuanced factors affecting behaviour at The White Hart Hotel, including leadership style, peer influence, and restrictive managerial frameworks.
A qualitative and inductive approach was employed to allow theories and insights to emerge organically from the data, thereby avoiding the imposition of pre-existing hypotheses. This method facilitates the recognition of patterns and themes derived from academic literature, hospitality case studies, and online reviews. The conclusions drawn guide the creation of practice-oriented recommendations aimed at tackling challenges.
This research employs a single-case study approach, centring on the White Hart Hotel as the primary unit of analysis. This establishment, being a small, family-owned business with a young and often inexperienced workforce, exemplifies the operational challenges encountered by independent hospitality providers. According to Robinson et al. (2019), case studies are particularly effective in contexts where the barrier between the environment and the phenomenon is indistinct. This is especially relevant in the hospitality sector, where human interactions and organisational culture are tightly intertwined with operational success.
[bookmark: _Hlk200207812]The research relies solely on secondary data sourced from various references. This includes peer-reviewed academic journals such as the International Journal of Contemporary Hospitality Management, Tourism and Hospitality Research, Journal of Hospitality & Tourism Education, Current Issues in Tourism, Research in Hospitality Management, and International Journal of Hospitality Management. It also encompasses academic books like Cottrell (2017); Elshaer and Marzouk (2019); and Wood (2024), alongside case studies from Goh and Kong (2018); Hight (2019); and Dimitriou (2022); as well as a PhD thesis by Dogonyaro (2021) and (Douglas, 2024). All selected materials are relevant to the subject matter, focus on the hospitality industry, and were published from 2017 to 2024.  This approach aligns with the guidance from Collis and Hussey (2021) and Greetham (2019), who emphasise that secondary data analysis is both valid and beneficial when gathering primary data is impractical or unnecessary. The inclusion criteria ensured that the data captures current trends, operational insights, and practical solutions relevant to The White Hart Hotel.
To enhance the richness and credibility of the data, the study employs netnography, a digital approach to ethnographic research that focuses on analysing user-generated content online (Kozinets and Gretzel, 2024). Guest reviews from platforms like TripAdvisor and Google Reviews were scrutinised to identify common themes of complaints or compliments regarding staff professionalism and service quality (see Appendix 3). As highlighted by Buhalis and Sinarta (2019) and Singgalen (2024), reviews provide unsolicited, real-time feedback, making them particularly valuable for capturing authentic customer experiences in hospitality research.
This approach provides a comprehensive and multifaceted insight into the issue, but it also has notable limitations. The absence of primary data precludes a direct assessment of the current staff's specific attitudes and motivations (V de Souza Meira et al., 2022). Additionally, online reviews can be biased or unrepresentative, and the findings from case studies may not apply to larger hotel chains (Alaei et al., 2019). However, by identifying various reliable sources and correlating findings with established behavioural theories, the results' credibility and relevance are significantly bolstered.
In conclusion, the approach used in this study lays out a strong and fitting framework for examining unprofessional behaviour among staff at The White Hart Hotel and its effects on operational performance. Utilising a qualitative, interpretivist, single-case study method anchored in secondary data and netnographic analysis allows for a detailed understanding of behaviour patterns in a small hospitality enterprise. Although there are limitations, such as the lack of primary data and possible review bias, the use of various reliable sources strengthens the credibility and relevance of the findings. This methodological basis ensures that the study’s suggestions are both evidence-driven and applicable to similar independent hospitality businesses.


[bookmark: _Toc200241998]Chapter 4 Findings and Discussion:
[bookmark: _Toc200241999]4.1 Introduction
This chapter presents a critical analysis of the main findings from this study, based on secondary sources, including academic literature, industry reports, government statistics, case studies, and netnographic insights. It examines the complex relationship among staff behaviour, professionalism, and operational performance at The White Hart Hotel, situating the findings within the larger context of the hospitality industry. The analysis revealed three key themes: absenteeism and staffing challenges; unprofessional behaviour, poor etiquette, and harassment in the workplace; and stress and well-being of hospitality staff. Each theme is discussed in detail and interpreted through relevant theoretical perspectives, including Herzberg’s Two-Factor Theory, Bandura’s Social Learning Theory, and the Service-Profit Chain model. This also explores practical implications for the case study hotel, acknowledges research limitations, and identifies future opportunities for development.
[bookmark: _Toc200242000]4.2 Presentation of Findings
[bookmark: _Toc200242001]4.2.1 Absenteeism and Staffing Challenges
The White Hart Hotel has been experiencing ongoing staffing difficulties, primarily due to employee absenteeism, particularly among younger staff members. These unplanned absences have resulted in understaffed shifts and fluctuating service quality, particularly during peak periods. Many customer reviews on platforms like Google Reviews point out lengthy waiting times and noticeable service pressure. A dissatisfied guest reported waiting nearly 50 minutes for a single portion of chips during a non-busy period, highlighting poor order management and a lack of communication from staff (see Appendix 4). The operational challenges faced by The White Hart Hotel are not isolated; they reflect a broader issue within the UK hospitality industry. 
[bookmark: _Toc200232279][bookmark: _Toc200232573]Figure 1. UK sickness absence rate (ages 16+, 1996–2024)
Source: Office for National Statistics, 2025
[image: ]
As shown in Figure 1, the disease-related absenteeism rate in the UK fell to 2.0% in 2024, marking a reduction of 0.3 percentage points compared to 2023; however, certain groups such as women, older workers, those with long-term health conditions, part-time employees, public sector employees and those in elementary occupations continue to experience significantly higher rates of absenteeism (Office for National Statistics, 2025). This rise is especially significant in labour-intensive industries, such as hospitality, where the absence of a single employee can severely impact workflow and service quality.
Researchers attribute high absenteeism in the hospitality sector to factors such as low job satisfaction, physically demanding roles, unpredictable schedules, and insufficient support systems (Mukwevho, 2020; Čikeš, 2024; Croes et al., 2025). In small, independent hotels like The White Hart, these challenges are intensified due to constrained human resource capabilities and informal management structures.
From a theoretical standpoint, Herzberg’s Two-Factor Theory clarifies the motivations behind absenteeism. It categorises the factors that influence employee satisfaction into two categories: motivators that increase professional engagement and hygiene factors that, when lacking, generate demotivating elements in the workplace (Holston-Okae and Mushi, 2018). The lack of 'hygiene factors', including fair working conditions, sufficient rest periods, and recognition, frequently results in dissatisfaction, withdrawal behaviours and absenteeism (Tan et al., 2020; Ann and Blum, 2020). Within this framework, absenteeism may be viewed as both a sign of organisational issues and a trigger for additional disruptions.
Addressing absenteeism at The White Hart Hotel necessitates implementing both preventative and responsive measures. This can involve more precise shift scheduling, transparent communication pathways, and reward systems. Additionally, establishing formal attendance tracking methods might offer early indicators and facilitate timely interventions.
[bookmark: _Toc200242002]4.2.2 Unprofessional Behaviour, Poor Etiquette, and Harassment in the Workplace
Evidence from both online reviews and academic research highlights that unprofessional staff behaviour remains one of the most pressing concerns within the hospitality industry (Amatulli et al., 2019; Booyens et al., 2020). At The White Hart Hotel, a Google review posted by a recent customer described an incident where a simple request regarding pineapple juice, made out of concern for a friend’s allergy, was met with unnecessary hostility and aggression from the manager. According to the reviewer, the manager raised her voice, refused to allow any discussion, and continued to talk over the guest, making the situation uncomfortable and embarrassing (see Appendix 5). This kind of inappropriate conduct, especially coming from someone in a leadership position, not only undermines the guest experience but also raises concerns about the individual's emotional intelligence, communication skills, and ability to resolve conflicts. When those in supervisory roles model aggressive or dismissive behaviour, it sets a negative tone for the entire team and reflects broader organisational failings in training, leadership, and behavioural standards (Yu et al., 2020).
A study by Mitsakis et al. (2025) reveals that abuse and harassment, especially from customers toward frontline staff, have become widespread in the industry, particularly during and after the COVID-19 pandemic. Disturbingly, the study points out a troubling pattern: hotel management consistently fails to address these behaviours effectively. This lack of action fosters the normalisation of disrespect and misconduct, promoting a culture within the organisation where unacceptable behaviours go unchallenged and uncorrected.
[bookmark: _Toc200232574]Figure 2. Perpetrators of abuse or harassment in the hospitality industry
Source: Mitsakis et al., 2025 
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Figure 2 shows that the most prevalent abusive behaviour in hospitality comes from customers. However, it is concerning that nearly half of the employees identify managers as a source of abuse, highlighting significant issues with leadership and organisational climate.
When managers fail to intervene or lead by example, they foster a culture in which unprofessional behaviour is normalised. Bandura’s Social Learning Theory elucidates how this behaviour spreads: employees who observe their peers, supervisors, or guests acting unethically or disrespectfully without facing consequences begin to replicate these actions (Xiao and Mao, 2022; Hu et al., 2025). Consequently, this shapes an organisational culture characterised by blurred boundaries, diminished professionalism, and declining morale. These behavioural gaps frequently arise from inadequate induction processes. New hires, especially those lacking prior hospitality experience, are occasionally assigned to guest-facing positions without a proper introduction to service protocols or behavioural expectations (Lashley and Chibili, 2019). In the absence of structured onboarding, they informally pick up the workplace “norms” primarily through observing their peers, thus reinforcing Bandura’s theory of behavioural modelling. If the prevailing culture is relaxed, reactive, or disengaged, new employees tend to conform to this standard rapidly.
The problem is worsened by inadequate onboarding and ethical training for employees. Dimitriou and Ducette (2018) argue that workplace etiquette and professional standards are rarely instinctual, particularly for younger workers. These elements should be taught, reinforced, and consistently modelled. 
[bookmark: _Toc200232575]Figure 3. Employers’ perceptions on young workers’ skills and experience
Source: CIPD, 2024
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[bookmark: _Toc200232576]Figure 4. Skills lacking among education-leavers in first jobs, 2022 (%)  
Source: CIPD, 2024
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A report from CIPD (2024) (see Figure 3) reveals that employers generally perceive young workers as unprepared for the workplace. Specifically, 71% express uncertainty about their behaviour and 64% feel they lack essential social skills. However, many also acknowledge their strengths: 86% believe young workers adapt to technology more easily, while 70% think they contribute innovative ideas. Additionally, Figure 4 highlights that employers' main concerns about inadequately prepared young recruits include insufficient real-world experience or maturity, low motivation or attitude, and, depending on the educational background, either inadequate soft skills or technical knowledge. Notably, problems like poor education or deficiencies in basic literacy and numeracy are seldom mentioned. A low level of professionalism among young employees can be characterised by delays and a lack of initiative.
In conclusion, the collective evidence indicates that unprofessional behaviour, lack of proper etiquette, and the acceptance of harassment in the hospitality industry are not merely isolated incidents but rather reflections of deeper systemic and cultural issues. For The White Hart Hotel and similar venues, tackling these challenges demands more than just punitive actions; it calls for a fundamental shift in organisational culture. This encompasses the introduction of structured onboarding and ethics training, exemplifying proper conduct at all leadership levels, and adopting a strict zero-tolerance policy for misconduct by both customers and staff. If these initiatives are not undertaken, the decline in professional standards will persist, jeopardising employee well-being and the quality of service.
[bookmark: _Toc200242003]4.2.3 Stress and Well-being of Hospitality Staff
The well-being of staff has emerged as a critical issue in the UK hospitality industry, particularly in the wake of the pandemic (Yu et al., 2019). The Quinyx UK Frontline Workforce Report (2024) offers an in-depth examination of the experiences and challenges encountered by frontline workers in different UK sectors, including hospitality. Based on feedback from over 12,500 employees, this report sheds light on significant concerns impacting this workforce segment. A survey conducted by Quinyx and reported by Personnel Today (Paton, 2024) found that 60% of frontline workers in the UK experienced work-related stress, an increase from 53% the previous year. Significant factors contributing to this stress included inadequate pay, ineffective communication from management, and ongoing understaffing. Almost half of the respondents noted adverse effects on their mental and/or physical health, with 49% of hospitality workers especially impacted. Disturbingly, 88% confessed they struggled to mentally disconnect after their shifts, mainly due to workplace communication platforms such as WhatsApp, which 75% of hospitality staff utilise. Consequently, more than half of frontline workers contemplated leaving their positions in the last year, attributing their consideration to stress, subpar leadership, and minimal wages. 
The effects of poor staff well-being reach further than just morale. According to the Service-Profit Chain model (Alam, 2024), there is a clear connection between employee satisfaction, service quality, and customer loyalty. When employees are left feeling unsupported or overwhelmed, the quality of guest experiences declines, which can ultimately harm the hotel’s reputation and profitability.
Key findings reveal that 65% of hospitality employees report encountering work-related stress, with 95% finding it difficult to mentally unwind after their shifts. Factors contributing to this stress include inconsistent scheduling, aggressive customers, lack of recognition, and inadequate rest breaks-issues commonly acknowledged within the industry (HR News, 2024). For example, UKHospitality (2024) suggests implementing standardised scheduling practices, providing access to mental health resources, and offering training for managers on emotional intelligence and conflict resolution. Likewise, the Health and Safety Executive (HSE) emphasises the need to address mental health risks with the same seriousness as physical hazards. According to the HSE's summary statistics for Great Britain 2024, report highlighted that workplace stress, anxiety, and depression continue to dominate health-related workplace issues. The cost to individuals, employers, and the government has increased to £21.6 billion, up from £18 billion in 2022/2023 (Health and Safety Executive (HSE), 2024).
In conclusion, the well-being of hospitality employees is not just an HR concern; it is a fundamental operational matter (Kim et al., 2018). For smaller hotels like The White Hart, affordable measures such as organised schedules, wellness check-ins, and quiet break areas can greatly improve both employee experience and guest satisfaction.
[bookmark: _Toc200242004]4.3 Discussion of Findings
This section critically interprets the key research findings concerning staff professionalism and behavioural issues at The White Hart Hotel, evaluating them against established academic literature, theoretical frameworks, and relevant industry case studies. The analysis addresses the central research aim: to provide evidence-based recommendations for enhancing workplace behaviour and professionalism in a small, independent hotel context. It also explores the implications for operations and management, acknowledges methodological limitations, and highlights transferable practices illustrated by the Fairlawns Hotel and Spa case study.
[bookmark: _Toc200242005]4.3.1 Critical Analysis 
Research findings clearly point to absenteeism as a major operational issue at The White Hart Hotel. Guest reviews indicate that understaffed shifts, long wait times, and inconsistent service have disrupted operations, reflecting broader challenges within the UK hospitality sector. Supporting data reveals this is a widespread problem, especially among younger or part-time workers (ONS, 2025; Čikeš, 2024).
Herzberg’s Two-Factor Theory helps shed light on the root causes of absenteeism. The research suggests that younger staff feel under-supported and disengaged, potentially leading to absenteeism as a passive response to workplace dissatisfaction (Holston-Okae and Mushi, 2018).
These findings align with Mukwevho’s (2020) assertion that, in under-resourced hotels, absenteeism often results from disillusionment and burnout. Consequently, absenteeism serves as both a symptom and a contributor to operational instability, adversely impacting team morale, heightening stress on remaining employees, and diminishing guest satisfaction. To tackle this issue, prioritising preventative strategies is essential. Industry literature suggests implementing tools such as digital rota systems, flexible shifts, and proactive measures for attendance issues approaches particularly beneficial for small hotels with flat organisational structures. Additionally, fostering transparent communication and establishing formal absence tracking can alleviate misunderstandings, which frequently occur in informal, family-operated settings like The White Hart.
A particularly alarming discovery is the normalisation of unprofessional conduct at all levels within the hotel, including among leadership. For instance, a manager's aggressive communication with a guest concerning a food allergy highlights a lack of emotional intelligence and accountability behaviours that contradict hospitality principles and undermine guest trust. Studies by Amatulli et al. (2019) and Mitsakis et al. (2025) demonstrate that poor etiquette and misconduct are prevalent in the industry, especially in businesses without formal HR structures.
Bandura’s Social Learning Theory plays a key role in this scenario. It explains how negative behaviours, particularly those displayed by senior staff, are mirrored by junior employees (Xiao and Mao, 2022). The case of The White Hart Hotel clearly illustrates this issue. In the absence of structured training, onboarding, or professional role models, behavioural norms are learnt through peer observation. Consequently, casual misconduct becomes ingrained in the culture.
The consequences are dire. If these trends remain unaddressed, they threaten to damage the hotel’s reputation, increase staff turnover, and create a toxic internal culture. As literature indicates, punitive actions alone are ineffective (Tresidder and Martin, 2018). Instead, professionalism should be nurtured through proactive, values-driven leadership, training, and mentorship. This essential transformation rests on management, who must embody the standards they aim to promote.
Staff stress is a persistent issue, closely connected to absenteeism and misconduct. According to the Quinyx UK Frontline Workforce Report (2024), 60% of hospitality workers report symptoms of stress, and nearly 90% find it challenging to mentally detach from work, often due to excessive communication outside of working hours. This trend is reflected in the feedback from staff at The White Hart, as indicated by online reviews and academic comparisons.
The Service-Profit Chain model (Alam, 2024) offers an insightful framework for understanding this data. It asserts that employee well-being is closely linked to service quality, guest satisfaction, and financial outcomes. When frontline staff feel overwhelmed, disrespected, or unsupported as seen at The White Hart it leads to negative guest experiences, poor reviews, and weakened brand loyalty.
This challenge is further complicated by informal communication methods (like WhatsApp), inconsistent shift patterns, and a lack of managerial empathy. These factors are recognised contributors to stress and burnout (HR News, 2024; HSE, 2024). Additionally, the lack of mental health resources or well-structured well-being policies highlights a reactive rather than proactive management approach.
These insights necessitate a change in management focus. Mental health and stress management should be integrated into operational planning, rather than considered secondary HR issues. Strategies such as organised rotas, regular check-ins, and designated quiet areas are low-cost solutions that can significantly enhance morale. 
[bookmark: _Toc200242006]4.3.2 Case Study Comparison: Fairlawns Hotel and Spa
The case study illustrates how Fairlawns Hotel & Spa (see Appendix 6), a family-operated four-star independent hotel, has collaborated with Walsall College (2021) to enhance the development and motivation of its workforce.
As part of this partnership, Fairlawns frequently organises masterclasses conducted by professional chefs for hospitality and catering students, and provides industry placements in essential areas such as restaurants, food service, and front-of-house operations. These opportunities allow existing staff to impart their knowledge in innovative ways, showcasing techniques, mentoring students, and assisting newcomers in understanding the demands and standards of a professional kitchen.
John Pette, the General Manager, states that these engagements foster collaborative work among staff across teams, improve their leadership capabilities, and strengthen their loyalty to the organisation. He also highlights that collaborating with the college introduces fresh ideas and enthusiasm, which lead to ongoing improvements in service and menu offerings.
A notable example is Chris, the Head Chef at the hotel and a former Walsall College student. He began his career as a commis chef and worked his way up, now mentoring students and apprentices in crucial skills like time management and teamwork, essential for thriving in the hospitality sector.
Fairlawns distinguishes itself by rejecting exploitative industry practices, such as excessive working hours and zero-hour contracts. The hotel prioritises employee well-being, ensuring that they meet client expectations without overburdening their staff.
The case study highlights that the collaboration with Walsall College has been crucial for motivating and retaining employees, while also creating clear paths for career advancement and fostering transferable skills that are beneficial in various fields.
By empowering staff through mentoring and actively involving them in the hotel’s mission, Fairlawns nurtures a culture of accountability and pride. While these practices may require an initial investment, they ultimately lower costs related to high employee turnover, complaints, and reputation management.
The Fairlawns approach serves as an inspiration for The White Hart Hotel, demonstrating that professionalism and behavioural excellence can be achieved even on a limited budget, provided there is a clear strategic intent and commitment from leadership.
[bookmark: _Toc200242007]4.3.3 Implications for The White Hart Hotel
The collective insights from this research indicate that The White Hart Hotel must urgently implement coordinated measures to rectify behavioural and operational inefficiencies. The implications encompass both strategic and cultural aspects:
· Leadership Development: Senior personnel should receive training in ethics, emotional intelligence, and guest interaction, with managers acting as exemplary role models.
· Comprehensive Onboarding: Every new employee needs a formal introduction to behavioural expectations, workplace etiquette, and communication protocols.
· Attendance Monitoring: The hotel ought to utilise digital tracking solutions to oversee attendance, minimise absenteeism, and facilitate fair scheduling.
· Continuous Training and Mentorship: Skill enhancement should be ingrained in the culture, with seasoned employees guiding less experienced colleagues.
· Wellness Initiatives: Implement effective, budget-friendly wellness practices, such as guaranteed break times and transparent scheduling, within the organisation.
· Firm Policies: Establishing a clear position on harassment, unprofessional conduct, and financial misconduct is crucial for restoring accountability.
[bookmark: _Toc200242008]4.3.4 Limitations and Opportunities for Further Research
A significant limitation of this study lies in its dependence on secondary data. Although industry reports, literature, and guest reviews provide useful insights, they fall short in fully capturing the specific attitudes, motivations, or interpersonal relationships within the hotel. Conducting primary research, such as staff interviews, focus groups, or observations, would yield a more in-depth context.
Moreover, netnographic sources like Google Reviews tend to showcase extreme opinions, necessitating careful interpretation. Nevertheless, combining these with academic sources and theoretical frameworks strengthens the reliability of the interpretations.
Subsequent research might take a mixed-methods approach to evaluate the effects of specific interventions—such as mentoring or ethics training, at The White Hart or similar hotels. Longitudinal studies would further aid in understanding how sustained policy changes affect professionalism and performance over time.
This chapter critically analyses the research findings in relation to the main objectives and hospitality theories. The evidence indicates that The White Hart Hotel is facing systemic issues with absenteeism, unprofessional conduct, and employee stress, each of which adversely impacts service delivery, team morale, and the guest experience.
The theoretical frameworks of Herzberg, Bandura, and the Service-Profit Chain have been crucial in interpreting these trends. Additionally, the Fairlawns Hotel & Spa case study demonstrates that even small, independent hotels can successfully tackle similar issues through strategic training, leadership changes, and well-being initiatives.
Ultimately, this study posits that professionalism is essential for sustainable hospitality operations, not merely a luxury. By embracing a proactive, employee-centred approach, The White Hart Hotel can cultivate a more resilient, motivated, and guest-oriented workforce, benefiting not only its staff and customers, but also its long-term business success.



















[bookmark: _Toc200242009]Chapter 5 Conclusion and Recommendations:
[bookmark: _Toc200242010]5.1 Conclusion
This study aimed to examine the important topic of staff professionalism and workplace behaviour at The White Hart Hotel, a small, family-run independent property situated in Witham, Essex. The research sought to understand how unprofessional staff behaviour, exhibited through absenteeism, poor etiquette, misconduct, and a lack of accountability, impacts operational efficiency, guest satisfaction, and the long-term sustainability of the organisation. Utilising a qualitative, interpretive case study approach based solely on secondary data, the research integrated academic theories, industry insights, and netnographic evidence to develop practical recommendations suited to the realities of small hospitality businesses. The findings indicate that the behavioural issues at The White Hart Hotel are not isolated cases; instead, they reflect wider systemic problems related to inadequate training, inconsistent leadership, and a lack of effective staff engagement strategies.
One of the most critical and recurring issues identified was staff absenteeism, which acted as both a cause and an effect of service breakdowns. This issue, particularly prevalent among younger, part-time employees, led to understaffed shifts, disrupted team dynamics, and uneven guest experiences. The analysis showed that many absences were unplanned and often reported with little notice, which hindered managers' ability to ensure consistent service coverage. These operational difficulties reflect wider industry patterns in the UK, where hospitality-related absenteeism has been linked to job dissatisfaction, emotional burnout, irregular shift schedules, and low pay (Mukwevho, 2020; Croes et al., 2025). Additionally, data from the Office for National Statistics (2025) points to ongoing disparities in absence rates among hospitality workers, especially in frontline, high-pressure positions.

Herzberg’s Two-Factor Theory provides valuable insights into the fundamental reasons for absenteeism in this scenario. When essential hygiene factors, like predictable schedules, supportive supervision, basic recognition, and fairness in the workplace, are absent, it often results in employee disengagement and withdrawal behaviours, including absenteeism. The informal management structure and the lack of formal HR policies at the White Hart Hotel likely exacerbate this issue, leaving employees without the motivational incentives and workplace protections essential for long-term commitment and reliability. To remedy this situation, the hotel should establish structured attendance monitoring and scheduling protocols that emphasise fairness, transparency, and attentiveness to staff needs.
A significant concern that emerged was the widespread occurrence of unprofessional conduct among both junior staff and supervisors. Insights from online guest reviews and netnographic data revealed a distressing pattern, with guests sharing experiences of rudeness, dismissiveness, and poor manners. Particularly alarming were reports of senior personnel, including managers, engaging in aggressive or disrespectful behaviour towards guests, indicating a leadership culture that seems either unaware of or apathetic towards standards of professional conduct. Such behaviours are in stark opposition to the hospitality industry's core principles, which emphasise emotional intelligence, effective communication, and empathy towards guests.
Bandura’s Social Learning Theory provides a valuable perspective for understanding this issue. In settings where supervisors exhibit unprofessional behaviour, junior employees tend to adopt and imitate these actions, thereby normalising them within the workplace culture. The White Hart Hotel’s absence of formal onboarding, behavioural training, and appropriate role models has fostered an organisational atmosphere where professional standards are often inconsistently upheld or overlooked. This challenge is frequently encountered in small, independently operated hotels that do not have the structured HR systems and leadership development initiatives found in larger hotel chains.
The impacts of these behavioural deficits extend widely. When professional expectations lack clarity or enforcement, it leads to diminished team cohesion, declining morale, and reduced guest satisfaction. Additionally, if guests frequently experience inconsistent service or disrespectful interactions, it undermines brand loyalty and negatively affects the hotel’s online reputation, an essential factor in the current digital hospitality environment.
Staff well-being and occupational stress are closely linked issues. The Quinyx UK Frontline Workforce Report (2024) and industry analyses indicate that hospitality employees, particularly in smaller, under-resourced venues, are facing escalating mental and emotional challenges. At The White Hart Hotel, factors such as extended working hours, insufficient break coverage, inconsistent schedules, and excessive communication through mobile messaging apps were recognised as stressors that contribute to employee burnout. This reflects a national trend, with an increasing number of hospitality workers expressing feelings of being overwhelmed and unsupported in their positions.
The Service-Profit Chain model is valuable for grasping the operational consequences of these insights. It posits a direct connection between employee satisfaction and well-being, guest satisfaction, loyalty, and financial success. In loosely structured, family-run hotels, when employees feel overlooked, overwhelmed, or unappreciated, their ability to provide excellent service declines, negatively impacting the guest experience. This situation not only harms immediate revenue but also jeopardises the business's long-term viability.
Encouragingly, the Fairlawns Hotel & Spa case study shows that these challenges can be successfully tackled, even in small, independent hospitality environments. The hotel’s focus on mentorship, training, and employee empowerment fostered a culture of professionalism, accountability, and ongoing learning. Through collaborations with local educational institutions, providing leadership roles for junior staff, and steering clear of exploitative practices like zero-hour contracts, Fairlawns has cultivated a motivated and high-performing team. This approach provides valuable lessons for The White Hart Hotel, which could implement similar initiatives suited to its own resources and context.
This study's findings clearly indicate that The White Hart Hotel needs to strategically develop professionalism rather than simply assume it. The hotel should transition from reactive and random tactics for handling behavioural issues to a more proactive and systematic methodology. This involves implementing structured onboarding and training programmes, clear disciplinary policies, digital tools for attendance tracking, frequent mentoring sessions, and strong managerial leadership by example. Failure to adopt these strategies may result in ongoing reputational harm, high staff turnover, and operational inefficiencies.
Although the research was based solely on secondary data, the consistent themes identified in literature, industry reports, and netnographic sources establish a solid foundation for the conclusions made. Future research could further deepen the understanding of these matters by incorporating primary data collection methods, such as staff interviews, observational fieldwork, and guest satisfaction surveys. Additionally, conducting a longitudinal study to measure the outcomes of interventions like mentorship or ethics training could yield significant evidence of long-term improvements within the organisation.
This research shows that improving professionalism and workplace behaviour goes beyond being just a human resources issue; it is essential for achieving operational excellence and sustaining effective hospitality management. For The White Hart Hotel, implementing evidence-based, practical strategies focused on leadership development, behavioural modelling, and employee well-being paves the way for a cultural shift. By integrating professionalism into everyday practices and the long-term vision, the hotel can provide more reliable service, enhance staff morale, and restore its reputation, ultimately benefiting guests, employees, and the overall business.
[bookmark: _Toc200242011]5.2 Recommendations and Practical Strategies
Based on the insights and theoretical frameworks presented in this research, several crucial recommendations arise to help The White Hart Hotel enhance staff professionalism and workplace behaviour. These strategies are categorised into five main areas: leadership development, structured onboarding, staff engagement and mentorship, performance accountability, and employee well-being. Each recommendation is rooted in evidence from the literature and tailored to the resource constraints and organisational structure of a small, family-run hotel.
[bookmark: _Toc200242012]5.2.1 Leadership Development and Role Modelling
At the heart of behavioural change lies ethical, emotionally intelligent leadership. Bandura’s Social Learning Theory highlights that employee behaviour is greatly influenced by what they observe, especially from management. When leaders display unprofessionalism, they inadvertently encourage similar behaviours in their junior staff.
Recommendation: Prioritise leadership development workshops that concentrate on emotional intelligence, ethical communication, and conflict resolution. These can be offered via affordable online courses or brief in-person workshops led by local training organisations or colleges (as demonstrated by Fairlawns Hotel & Spa’s collaboration with Walsall College).
Strategy: Designate experienced team members as “Professionalism Ambassadors,” responsible for setting a positive example, guiding new employees, and tactfully correcting inappropriate behaviour when it arises.
[bookmark: _Toc200242013]5.2.2 Structured Staff Orientation and Behavioural Onboarding
Academic sources consistently point out that young and inexperienced employees in the hospitality sector frequently lack basic professional etiquette and appropriate behavioural norms required for guest-facing roles (CIPD, 2024). At The White Hart Hotel, the onboarding process seems to be unstructured or irregular, leading new staff to learn workplace behaviours by observing others, regardless of whether those behaviours reflect best practice.
Recommendation: Develop and introduce a compulsory, well-organised induction programme for all newly hired staff, irrespective of their role or prior experience
Strategy: This onboarding should include:
· A clear code of conduct that sets expectations for timekeeping, professional appearance, communication, and guest service behaviour.
· A short video or visual guide illustrating best practices in delivering excellent service.
· A buddy system that matches newcomers with experienced staff members for their first two weeks to support integration.
· All resources can be produced internally and improved over time based on staff feedback, keeping expenses low.
[bookmark: _Toc200242014]5.2.3 Enhancing Staff Commitment via Mentoring and Training
An unmotivated workforce is more likely to exhibit frequent absences, unprofessional conduct, and inconsistent service standards (Holston-Okae and Mushi, 2018). The example of Fairlawns demonstrates that engaging employees through mentorship and training participation can strengthen both responsibility and team morale.
Recommendation: Introduce a Peer Mentoring System to boost employee motivation, encourage knowledge exchange, and strengthen team collaboration.
Strategy: Choose experienced and capable staff members to serve as mentors. Encourage their participation by offering small incentives, such as preferred shift choices or public recognition. Mentors should help support new employees, exemplify professional behaviour, and reinforce workplace standards in an informal but consistent way. 
Additionally, make use of quieter periods to run short training sessions (10–15 minutes) for all staff, covering practical topics such as allergen management, handling guest complaints, or effective upselling techniques.
[bookmark: _Toc200242015]5.2.4 Monitoring Staff Attendance and Promoting Accountability
Absenteeism has emerged as one of the most challenging issues at The White Hart Hotel, having a direct impact on both service standards and guest satisfaction. Although certain absences are inevitable, recurring poor attendance frequently indicates underlying problems related to staff engagement or managerial practices.
Recommendation: Introduce a transparent, non-punitive Attendance Tracking System to monitoring attendance, including records of lateness, absences, and shift changes.
Strategy: Utilise free or low-cost digital platforms such as Google Sheets, Homebase, or Clockify to record staff attendance. Supplement this with monthly one-to-one meetings between employees and their line manager to review performance, discuss well-being, and identify any factors affecting attendance.
Ensure that any disciplinary actions are guided by a transparent and well-communicated policy, and applied consistently across the team to prevent feelings of unfairness or favouritism.
[bookmark: _Toc200242016]5.2.5 Staff Well-being and Psychological Support
Work-related stress and burnout not only undermine employee morale but also negatively affect the guest experience and the overall operational stability of the hotel (Service-Profit Chain model; Alam, 2024). Given that 60% of hospitality employees in the UK report experiencing work-related stress (Quinyx, 2024), even minor improvements can lead to meaningful positive outcomes.
Recommendation: Incorporate well-being measures into the hotel’s daily operations without the need for significant financial investment.
Strategy:
· Ensure that each employee receives at least one uninterrupted break during their shift.
· Designate a quiet area within the hotel, exclusively for staff, where team members can briefly rest during busy periods.
· Reassess and simplify the use of WhatsApp or other informal communication methods to minimise messages outside of working hours.
· Promote the use of anonymous suggestion channels, such as a drop-box or online form, to allow staff to share concerns without fear of criticism.
· Explore the possibility of collaborating with a local charity or mental health organisation to offer annual stress management workshops or distribute informational leaflets on coping techniques.
These integrated approaches constitute a comprehensive framework for enhancing professionalism and staff behaviour at The White Hart Hotel (refer to Appendix 7). By placing these interventions at the forefront, The White Hart Hotel can cultivate a workforce that is more professional, respectful, and resilient. In doing so, it stands to strengthen not only its internal culture but also its public image and long-term viability. Crucially, these strategies are achievable within the constraints of a small, independently run hotel and are consistent with current best practices in hospitality management.
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	Focus Area
	Recommendation
	Benefit

	Leadership
	Emotional intelligence training for managers
	Improved role modelling and ethical behaviour

	Onboarding
	Structured induction and buddy system
	Clear expectations and better integration of new hires

	Mentorship
	Peer-led guidance and micro-training sessions
	Increased engagement and skill development

	Accountability
	Digital attendance tracking + monthly check-ins
	Reduced absenteeism and improved communication

	Well-being
	Breaks, quiet spaces, and respectful communication culture
	Enhanced morale, reduced burnout, and service consistency


Source: Developed by Author
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Perfect for a business trip or the solo traveler. Clean, well-presented rooms with everything youll A great way to stretch your budget if there are

Limited availability due to high demand. need for a comfortable stay. three of you and you don't mind sharing.

Keeping tabs on the children and saving at the same  There's something special about  4-poster bed. Make your stay even more special with our most

time. What could make more sense?! We're confident you'l think so too. requested room. It doesn't disappoint!
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We have stayed here and eaten at the restaurant on 3 occasions. The rooms are very clean and
have everything you need, the menu has plenty to choose from and they also have weekly
specials, we have thoroughly enjoyed every meal. We will definitely be back.
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Freedom21138643421
wrote a review

1contribution

Date visited  Apr 2025
Triptype  Couples

®
lovely Stay, will go back

Stayed at the White Hart Hotel on Sunday 25th May 2025, since we
were joining friends for a retirement do at a local restaurant.
Decided to book the classic 4 poster (room 16). Thoroughly
enjoyed our stay. Room was grand, as the Irish like to say’ and the
staff were friendly and helpful. Special mention for Tia, who served
us breakfast. Service was great, again with a friendly smile. Will go
back when we are next in the area. Thoroughly recommend the
place. Well done to all the staff.

Read less A

T Tweekago e

@ Tip: Bit noisy at the front, but didn't affect me.

Value Rooms Location
aEEEES 0 IS 0GR 50

Cleanliness Service Sleep Quality
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StellaM
wrote a review

27 contributions

Malmesbury, United
Kingdom

Date visited  Apr 2025
Triptype  Solo

00000 Tmonthago  see
Great hotel

Our room was super clean. The hotel had clearly been recently
renovated to high standard.

Great experience from check in and out by Victoria.
Congratulations to the chef for dinner served by Kristina and
breakfast by Syan

Great food, Great Staff, if in the area again would definitely stay
again. Thank you

@ Tip: Very comfy bed, super clean room, | found the quilt
was maybe a winter weight, so | got felt quite in the
night.

Value Rooms Location
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Cleanliness Service Sleep Quality
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Maidstone, United Kingdom

Datevisited  Apr 2025
Triptype  Family

00000 Tmonthago  ees

Do not come here if you use a wheelchair or mobility
scooter!

1 Along with my disabled wheelchair bound partner visited this
premises last saturday(25th April).

We had a couple of drinks and some food. | have no issues at all in
regards this however the point of this review is to mention there is
no disabled toilet in the premises and | was told that a wheelchair
user would not be able to use the ladies toilet due to the narrow
entrance.

My partner asked about a disabled toilet and was bluntly told no.
Why is this in any way acceptable?

As aresult of no disabled facilities i had to take my partner to a
nearby supermarket however had this been later in the evening I'd
have had to take my partner home.

Ifind it totally unacceptable that in this day and age there are still
places without disabled facilities.

Surely as @ public house/hotel that is there to service people then
why are you discriminating against wheelchair users?

Hopefully someone will address this and explain why disabled
people are not considered welcome.

Read less ~
Value Service Food

L] 30 CEE—— 30 CEES 30
Atmosphere
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Date visited Jan 2025
Triptype  Family

00000 Jan26  ees
Disappointing stay

We stayed at The White Hart last night, and it was an incredibly
disappointing experience from start to finish. The staff made it
very clear that children were not welcome. Our child was fast
asleep in a buggy, and we were told we couldn’t have her
downstairs and had to take her upstairs, which was completely
unnecessary and made us feel incredibly unwelcome.

The whole pub and the rooms stank so badly that the manager
was spraying air freshener to try to cover it up, but it didn’t help at
all—it was awful. On top of that, there was no hot water, which is
completely unacceptable, and the walls were so thin that we were
kept awake all night by noise from other rooms. It was impossible
to get any proper rest.

Breakfast was the final insult. We were served what was supposed
to be smashed avocado, but it turned out to be mushy peas. Did
they really think we wouldn’t notice? The lack of care and
attention to detail was shocking.

Overall, this was one of the worst stays we've ever had. | wouldn’t
recommend this place to anyone, especially families.
Read less ~
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Business | Solo

In short, a pleasant experience. | had no negative moments during my stay. The staff were very
nice and accommodating. The food was impeccable.

Rooms 4.0 Service 50 Location 5.0
Hotel highlights Quiet
Food and drinks  the food was impeccable .
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Peter Belcher
4 weeks ago on G Google 5/5
Holiday | Family

Polite and very friendly staff food is excellent

Rooms 5.0 Service 5.0 Location 5.0
Hotel highlights Great value
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‘Alexandra Cameron
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Business | Couple

Really noisy rooms. You can hear people talking downstairs in the bar and once the pub closes
you can hear people talking in their rooms

Rooms 1.0 Service 4.0 Location 4.0
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Solo

Had to wait over 45mins to get 1 portion of chips. It wasn't a rush period. | never would
have received my order if | didn't go back to the bar to ask for a refund. They then almost
gave me the wrong order, finally received my chips 50 mins later.

Service 1.0 .
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stacey stimson
2months ago on G Google 1/5
Friends

Visited for drinks last night, went to order a second round of drinks which would've come to
about £40 but just asked to have pineapple juice from a big carton rather than the glass

bottles as a friend has allergies which | do not know the specifics of. | would've happily

paid for a bottle of pineapple juice but the manager wouldn't let me. She actually got quite
aggressive and was shouting at me over the bar so we went elsewhere.

Shouldn't have drinks on display that aren't for sale and regardiess of whether it was

allergies or preference the person in question could have had a preference due to being
neurodivergent. Crazy that a simple request was responded to with such hostility to be

honest. I'm a very polite person and was in high spirits until that interaction.

In response to the owners response (which explains a lot if they are setting the standard to
their managers) | did explain at the bar that | didn't know the reason for not being able to

drink pineapple juice from a can or bottle and was just trying to get my friend something |

knew she would be able to drink, which | know she can drink pineapple juice from a carton.

The manager might not have heard me explain this because she wasn't allowing me to talk

and was just aggressively talking over me.

You couldn't pay me to step oot in this pub again tbh and Il be leaving a review on trip

advisor now t0o. Good luck and all the best for the future x
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