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Abstract

Working in the modern hospitality industry is currently extremely challenging. During my placement, I saw first-hand how the sector struggles with severe staff shortages, rising operational costs, and unpredictable guest numbers. To survive this hostile economic environment, budget hotels have entirely abandoned traditional, bloated management hierarchies. For my placement research project, I decided to examine just one specific, highly concentrated phenomenon: the psychological and operational realities of the "Manager on Duty" MOD role at the Premier Inn Melton Mowbray. I used my time there as a real-world case study to understand the daily realities of this hyper-hybridised management style, moving far beyond the idealised theories taught in university classrooms to see how corporate strategies actually impact the cognitive load of frontline leaders. (Singal, 2015; CCTV, 2025).
The goal of my research is to observe how "Managerial Hybridity"—the blending of diverse administrative, logistical, and guest-facing duties into one role—functions in real life within a prominent hotel. During my time at the hotel, I noticed that the entire operation was kept afloat by a tight-knit core team of about five managers who rotate constantly. Whoever is scheduled as the MOD must do absolutely everything, from complex HR payroll tasks on digital platforms to managing physical stock, whilst simultaneously acting as the primary face of guest relations. I analysed how this intense concentration of duties helps Whitbread PLC achieve its corporate goal of "Everyday Efficiency" while simultaneously exposing the managers to severe psychological risks. (Atkinson, 1984; Hunter, 2025).
Methodologically, I used a qualitative case study approach, conducting participant observation and taking detailed daily notes while working my shifts. I rigorously compared my personal observations with academic journals regarding cognitive switching costs, emotional labour, and Transactive Memory Systems. What I found was that having five managers who rotate and cover every single operational facet brilliantly saves money and creates robust operational resilience. It completely breaks down traditional departmental walls and ensures the hotel never stops running, even if an unexpected surge in guests occurs due to local events like the Melton Mowbray food festivals. (Awad & Martín-Rojas, 2024).
However, I also witnessed the severe dark side of this relentless multi-skilling strategy. The cognitive switching costs of moving instantly from a back-office spreadsheet to an angry guest in the lobby places massive emotional stress on the MOD. These managers suffer from intense role conflict, role ambiguity, and emotional exhaustion, risking severe occupational burnout. Consequently, my recommendations focus entirely on safeguarding this critical core team. I suggest creating a formalised MOD cross-training playbook, implementing strict cognitive decompression periods during shifts, and formally mapping the team's Transactive Memory System to ensure that the pursuit of extreme corporate efficiency does not ultimately destroy the human capital required to sustain it. (Choi et al., 2019; Trisninawati & Supardin, 2025).
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Chapter 1: Introduction
The hospitality sector is a massive but inherently fragile pillar of the global economy. As a student entering this fast-paced field, it became abundantly clear during my placement that hotels constantly battle uncontrollable external forces. Since the COVID-19 pandemic, operators have faced a daunting "profitability paradox," where high occupancy rates do not necessarily translate into higher net profits due to skyrocketing electricity, food, and wage costs. To survive this ongoing turbulence, organisations have fundamentally restructured their operational models, pivoting away from traditional, siloed hierarchies toward highly agile, lean management configurations. (Goh & Lee, 2018; Kalleberg, 2003; Alam, 2024).
This urgency is compounded by imminent UK legislative changes, a topic the management team frequently discussed during my shifts. The Government recently announced that from April 2026, the National Living Wage will increase by 4.1% to £12.71 per hour. To successfully counter this immense financial pressure, Whitbread PLC, the parent company of Premier Inn, officially raised its cost efficiency savings target to between £75 million and £80 million for the current financial year. Consequently, the corporate "Everyday Efficiency" mandate is an immediate, daily operational necessity that forces local hotel managers to heavily scrutinise and consolidate every single leadership role within the building. (Low Pay Commission, 2025; PwC, 2026; Investing.com, 2026).
Beyond financial legislation, during my placement, I also became acutely aware of a new regulatory challenge looming over the sector that will fundamentally alter hotel operations: the Terrorism (Protection of Premises) Act 2025, commonly known as Martyn's Law. This legislation mandates that public premises significantly improve their protective security and organisational preparedness. The Act requires that staff in customer-facing roles undergo strict security training to ensure they can respond appropriately during an emergency. This creates a severe operational paradox for budget hotels relying on fractional workforces, ultimately pushing the entire burden of legal compliance and crisis management directly onto the shoulders of the shift manager. (Home Office, 2025; Institute of Licensing, 2025; UKHospitality, 2025).
[bookmark: _Hlk223643796][bookmark: _Hlk223643952]The Melton Mowbray location serves as a fascinating, highly specific example of a rural budget hotel attempting to execute this extreme managerial consolidation. Famous worldwide as the "Rural Capital of Food", the town attracts corporate guests during the week and massive influxes of leisure tourists on weekends. Major regional events, like the Great British Pie Awards (which draws over 900 pie entries to St. Mary's Church), create massive, sudden spikes in hotel occupancy. Delivering a premium, consistent experience on a budget price during these unpredictable tourist spikes requires a highly specific, heavily burdened leadership strategy. Furthermore, the local economy is shifting rapidly; the construction of the £49.5 million Melton Mowbray Distributor Road means the hotel fiercely competes for local workers, making the retention of its core management team an absolute existential priority. (Vegetarian Society, 2025; Visit Leicester, 2025; Department for Transport, 2023).
During my placement, I focused my attention entirely on one remarkable phenomenon: the intense, multifaceted reality of the "Manager on Duty" (MOD) role. There was no bloated hierarchy of directors or specialised department heads at this property. Instead, the entire daily operation was kept afloat by a highly skilled core team of just five rotating managers. General Manager Nicola was heavily involved in granular details like complex payroll processing, utilising advanced digital HR platforms like Personio. Second Manager Rihane controlled all physical stock, from perishable canteen food to high-volume guest room supplies. Crucially, due to the rotational schedule, whoever was designated as the MOD on any given day had to possess the hybrid skills to execute all of these tasks simultaneously while managing the front desk. (Whitbread PLC, 2024; Personio, 2025; Canary Technologies, 2024).
This complete reliance on a hyper-flexible MOD creates a fascinating operational paradox. On one hand, it represents the pinnacle of lean management, ensuring that the hotel operates with absolute minimal managerial overhead. On the other hand, as a student observing this dynamic daily, I realised that placing the entire cognitive, administrative, and emotional burden of a 24/7 hotel operation onto the shoulders of a single rotating individual creates an intensely stressful environment. The MOD must constantly switch between deep, analytical back-office work and highly performative, empathetic guest relations, whilst the peripheral housekeeping staff provide only physical labour with no cross-training relief (Dempsey, 2021).
Therefore, the sole focus of this research project is to critically evaluate the psychological and operational impacts of this specific management structure. By looking exclusively through the theoretical lenses of Managerial Hybridity, Cognitive Load Theory, and Emotional Labour, I aim to dissect the reality of the MOD role. My core research question is: How does the extreme functional flexibility and managerial hybridity required of the 'Manager on Duty' impact cognitive switching costs, emotional exhaustion, and overall operational resilience within a highly constrained budget hotel environment? (Atkinson, 1984; Atkinson & Meager, 1986; Whitbread PLC, 2025).
Chapter 2: Literature Review
To properly analyse my singular focus on the MOD role and elevate my observations from anecdotal experience to rigorous academic research, I conducted an extensive, deeply targeted review of existing literature. This review systematically breaks down the precise psychological and operational mechanisms that define hybrid management. The themes explored include the evolution of Managerial Hybridity, Cognitive Switching Costs, Transactive Memory Systems, Role Conflict, Emotional Labour, and the Conservation of Resources Theory. Reading these specific studies helped me connect the abstract psychological concepts from my university textbooks directly to the real-life stress I witnessed on the hotel floor. (Kabir, 2024; Braun & Clarke, 2024; Bunea et al., 2025).
2.1 The Evolution of Managerial Hybridity in Hospitality
The foundational concept required to understand the modern MOD role is "Managerial Hybridity." Historically, the hotel industry relied on rigid, Taylorist divisions of labour, where managers possessed singular, highly specialised domains—a Front Office Manager managed the desk, an HR Manager managed payroll, and an F&B Manager controlled the restaurant stock. However, modern management literature identifies that this siloed approach is financially unviable for contemporary budget hotels. Managerial hybridity occurs when professionals are forced to amalgamate distinctly different professional identities and skill sets into one fluid role. (Bagguley, 1990; Farnham, 2011; Kalleberg, 2003).
In the context of the modern budget hotel, hybridity means that a single individual must simultaneously embody the roles of a highly analytical data processor (managing complex software like Personio or executing revenue management strategies) and a highly empathetic host (handling distressed guests and leading a team). Academics note that this is not merely a matter of doing two jobs; it requires fundamentally different cognitive states. The hybrid manager must possess the profound "functional flexibility" necessary to seamlessly transition across vastly different operational paradigms at a moment's notice. (Campling et al., 2006; Berg et al., 2014; Chung, 2020).
Managerial hybridity is not merely a structural change; it fundamentally alters the psychological landscape of the workplace. When a manager is forced into a hybrid role, they face 'role accumulation,' where the sheer volume of disparate tasks overwhelms their cognitive capacity. This is particularly dangerous in hospitality, where the 'front-stage' performance of emotional labour cannot be paused to accommodate 'back-stage' administrative crises. The resulting cognitive dissonance accelerates emotional exhaustion, creating a fragile operational environment where a single unanticipated shock can cascade into systemic failure. (Castaño et al., 2025; Kim, 2025; Lee & Hwang, 2016).
This extreme level of functional flexibility is the ultimate goal of corporate strategies like Whitbread's "Everyday Efficiency." By cultivating a highly concentrated pool of hybrid managers, the organisation can seamlessly navigate staff absenteeism and operational bottlenecks without resorting to expensive external staffing hierarchies. However, literature warns that this intense concentration of responsibility inherently creates a psychological pressure cooker, as the boundaries between analytical administration and emotional service delivery completely dissolve. ( Handy, 1989; Stevenson, 2024).
2.2 Cognitive Switching Costs and Task Demands
To understand the daily reality of the MOD, one must examine "Cognitive Switching Costs." Cognitive psychology research demonstrates that human brains are not naturally designed for rapid, continuous multitasking between complex paradigms. When a manager is deeply engrossed in a highly analytical task—such as calculating payroll discrepancies or auditing perishable stock levels—and is suddenly interrupted to resolve a highly emotional guest complaint at the front desk, the brain incurs a severe "switching cost." (Chen et al., 2023; Oswald, 2024; Civak & Besler, 2022).
These switching costs manifest as a temporary drop in cognitive performance, slower reaction times, and an increased likelihood of making errors upon returning to the original task. In a busy hotel environment, particularly during peak seasons like the Melton Mowbray food festivals, the MOD experiences dozens, if not hundreds, of these forced cognitive switches per shift. Academic studies on service sector management highlight that this constant toggling between 'back-stage' analytical work and 'front-stage' performative work is one of the primary drivers of unseen mental fatigue. (Cleveland et al., 2007; QX Global Group, 2025; Lepak & Snell, 1999).
Furthermore, the integration of advanced digital systems, while intended to streamline operations, actually exacerbates these cognitive demands. The MOD must constantly monitor digital dashboards, respond to instantaneous online reviews, and manage automated booking platforms, while remaining physically present and hyper-vigilant to the immediate physical needs of the guests in the lobby. This intense duality creates an environment where cognitive overload is an ever-present operational hazard. (Appelbaum et al., 2000; Dhir et al., 2019; Guerrier & Lockwood, 1989).
2.3 Transactive Memory Systems in Small Management Teams
Given the massive cognitive demands placed on the rotating MOD, how does a small team of five managers actually sustain a 24/7 operation without catastrophic failure? The academic answer lies in the theory of "Transactive Memory Systems" (TMS). Developed by Daniel Wegner, a TMS is a psychological hypothesis detailing how groups collectively encode, store, and retrieve knowledge. In a highly functional team, individuals do not need to memorise every single piece of operational data; rather, they simply need to remember who holds that specific expertise. (Cabrera & Cabrera, 2005; Riley, 1992; Alexandrov et al., 2007).
In a rotating management structure, the development of a robust TMS is critical for survival. While every MOD possesses a baseline functional flexibility to run a shift, they rely heavily on the specialised deeper knowledge of their peers. For instance, if a rare payroll crisis occurs during a weekend shift, the MOD does not need to be a master of the software; they simply rely on the encoded knowledge that Nicola is the payroll expert, utilising the team's collective memory to navigate the issue. A strong TMS allows a hybrid management team to operate with far greater efficiency than the sum of its individual parts. (Astari & Pagalung, 2023; Mews, 2024; Hodgson et al., 2025).
However, organisational research warns that a TMS is highly fragile. Because the knowledge is deeply embedded in the specific individuals comprising the team (tacit knowledge), the sudden departure of a key manager can shatter the entire cognitive network. If the designated "stock expert" leaves, the remaining managers suddenly face a massive knowledge deficit, significantly increasing their individual cognitive loads until a new system of shared memory is painstakingly rebuilt. (Castaño et al., 2025; MacInnes, 1988; Heskett et al., 1994).
2.4 Role Conflict and Role Ambiguity
The concentration of diverse responsibilities within the MOD role inevitably breeds profound psychological stressors, primarily categorised as "Role Conflict" and "Role Ambiguity." Role conflict occurs when an individual is confronted with divergent, mutually exclusive expectations. For the hybrid hotel manager, this frequently manifests as the tension between corporate efficiency targets (minimising costs, strict inventory control) and the immediate demands of hospitality (providing generous, time-consuming service to an unhappy guest). (Coaley, 2021; Dolasinski & Reynolds, 2019; Slack et al., 2016).
When the MOD is simultaneously responsible for keeping labour costs ruthlessly low while ensuring that every guest receives a premium experience, they are caught in an impossible paradigm. Academic literature notes that this chronic state of conflict leaves employees feeling perpetually inadequate, as success in one metric often necessitates failure in another. Furthermore, "Role Ambiguity" arises when the boundaries of the job are continuously shifting. Because the MOD is expected to be the ultimate safety net for every conceivable issue within the building, the actual parameters of their job description are completely boundless. (Alam, 2024; Chen et al., 2023; Bunea et al., 2025).
This boundlessness is exacerbated by the 24/7 nature of the hospitality industry. Research highlights that managers working in continuous rotation systems frequently suffer from severe "work-family conflict." The inability to mentally disconnect from the boundless responsibilities of the hotel, coupled with the irregular scheduling required to maintain constant MOD coverage, deeply fractures the manager's personal life, serving as one of the highest predictors of managerial turnover in the sector. (Chambi et al., 2023; Jovanovic et al., 2023; Trisninawati & Supardin, 2025).
2.5 Emotional Labour and Surface Acting
Perhaps the most exhausting element of the MOD role is the requirement for relentless "Emotional Labour." Coined by sociologist Arlie Hochschild, emotional labour refers to the process of managing feelings and expressions to fulfil the emotional requirements of a job. In the hospitality sector, managers are contractually obligated to project warmth, patience, and absolute calm, regardless of their internal emotional state or the chaos occurring behind the scenes. (Perdomo-Verdecia et al., 2022; Barauskienė & Stasėnaitė, 2023; Rousseau, 1989).
Literature distinguishes between "deep acting" (attempting to genuinely align one's internal feelings with the required display) and "surface acting" (faking the required emotions while suppressing true feelings). For a hybrid MOD dealing with immense cognitive loads and role conflict, surface acting becomes the default survival mechanism. Faking a smile for a guest while internally panicking about a broken boiler or a missing payroll file requires an immense expenditure of psychological energy. (De Vos & Meganck, 2008; El Shafaki et al., 2024; Kokkranikal & Antony, 2015).
Furthermore, the MOD is highly susceptible to "Emotional Contagion"—the phenomenon where individuals unconsciously mimic and absorb the emotions of those around them. During high-stress periods, the MOD absorbs the anxiety of overworked fractional housekeepers and the frustration of delayed guests. Serving as the ultimate emotional shock absorber for the entire building leaves the manager deeply vulnerable to psychological depletion. (Anggraeni et al., 2017; Kim, 2025; Baquero et al., 2025).
2.6 The Conservation of Resources Theory and Occupational Burnout
To theoretically frame the ultimate consequence of these combined stressors, researchers rely on the "Conservation of Resources" (COR) theory. COR theory postulates that individuals possess a finite pool of psychological, emotional, and cognitive resources. Humans are inherently driven to acquire and protect these resources. When an individual's resources are chronically threatened, or when an individual invests massive resources without an adequate return, they enter a state of severe distress. (Lee & Hwang, 2016; Baber et al., 2022; Anand & Vohra, 2024).
For the hybrid MOD, cognitive switching costs, role conflict, and surface acting act as massive, continuous drains on their resource pool. If the corporate environment does not actively replenish these resources through robust support systems, adequate rest, or profound recognition, the manager's reserves are entirely depleted. This total depletion is the precise definition of occupational burnout. (Maslach & Leiter, 2016; Leo et al., 2023; Barsade et al., 2018).
According to Christina Maslach’s pioneering research, burnout is characterised by three distinct phases: emotional exhaustion, depersonalisation (developing a cynical, callous attitude towards guests and staff), and a severely reduced sense of personal accomplishment. When a hotel relies entirely on a small core of hybrid managers, the onset of burnout within this team is not merely a personal tragedy; it represents a catastrophic threat to the entire operational resilience of the business. (Boal & Hooijberg, 2000; Whitbread PLC, 2025; Borah et al., 2023).
2.7 Resilience Engineering and The Managerial Burden
Ultimately, the synthesis of multi-skilling and psychological support generates "Organisational Resilience" and ties into the emerging field of "Resilience Engineering." The hospitality industry can be viewed as a Complex Adaptive System. Resilience Engineering focuses on building systems that can proactively monitor, anticipate, respond, and learn from unexpected disruptions, allowing a business to bounce back transformed rather than simply surviving. (Duchek et al., 2020; Herrera & Praetorius, 2025; Mishra, 2025).
The Resource-Based View (RBV) theory argues that a firm's sustainable competitive advantage comes from leveraging its unique internal resources—in this case, its highly trained, adaptable human capital. By explicitly training managers to be functionally flexible, hotels successfully engineer resilience into their daily operations, ensuring they absorb sudden absences without catastrophic operational failure. However, this model only works if the human resources are protected from total depletion. (Khan, 2023; Hall & Safonov, 2022; Chavez, 2008).
Within this theoretical context, it is crucial to examine Whitbread PLC's corporate strategies. Their "Customer Heartbeat" model includes strategic pillars like "Winning Teams" and "Everyday Efficiency". The "Everyday Efficiency" pillar is their direct manifestation of Lean management, aiming to deliver £250m in cost efficiencies to counteract national wage inflation. My research investigates how the tension between extreme efficiency and supportive teams is reconciled by the MOD on the hotel floor. (Cockburn-Wootten & McIntosh, 2020; Whitbread PLC, 2024; Darcy, 2012).
Chapter 3: Methods
To move beyond theoretical abstraction and rigorously investigate how the burdens of managerial hybridity actually manifest on the hotel floor, I designed a highly focused qualitative "Case Study." Rather than deploying superficial quantitative surveys that fail to capture emotional nuance, a qualitative case study facilitates an intensive, deeply contextualised examination of a specific phenomenon in real-time. For a student embedded on a placement, this methodology was absolutely optimal, transforming my daily working environment into a primary academic laboratory to study the MOD experience. (Yin, 2018; Edwards et al., 2024; Fausett et al., 2024).
3.1 Rationale for the Case Study Approach and Epistemological Stance
My research is unapologetically grounded in an interpretivist epistemological stance. This means I firmly believe that the reality of the workplace is socially and emotionally constructed by the people experiencing it. The profound cognitive fatigue of executing a shift as the MOD cannot be captured by cold numerical metrics or corporate profit margins. To capture this human reality, I aligned with Robert Yin's structured case study framework, utilising it to directly link my qualitative, on-the-floor observations back to the theoretical propositions of Cognitive Load and Emotional Labour. (Fatima & Majeed, 2023; QX Global Group, 2025; Franco & Landini, 2022).
I deliberately selected the Premier Inn Melton Mowbray as my single case study subject because it represents the perfect microcosm of a massive corporate entity attempting to enforce strict "Everyday Efficiency" targets within a highly idiosyncratic local environment. By isolating this single property, I could meticulously trace how the abstract demands for extreme managerial hybridity, designed in London boardrooms, directly translate into the daily stress and operational triumphs of a small management team in Leicestershire. (Agina et al., 2023; Ahmed, 2022; Pink, 2015).
3.2 Participant Observation, Positionality, and Deep Reflexivity
The primary methodological technique I utilised to gather data was direct participant observation, conducted continuously throughout the entire duration of my placement. This highly immersive, ethnographic approach allowed me to document shift handovers, crisis management moments, and the visceral emotional toll of the MOD role in real-time. This method leans heavily into "participatory ethnography," where the researcher does not just watch from the sidelines with a clipboard, but actively engages in the physical and emotional labour of the hotel alongside the subjects of the study. (Caldwell et al., 2019; Bigby & Humphreys, 2024; Breen, 2007).
Given my total reliance on personal observation, addressing my "positionality" was absolutely vital for academic integrity. Positionality refers to the specific space an individual occupies within the workplace hierarchy, which inevitably shapes their biases and worldview. Rather than viewing myself simply as a static "insider" (just another stressed employee) or a detached "outsider" (an aloof academic), I consciously adopted the role of the "credible visitor." By wearing the Premier Inn uniform and working the gruelling shifts, I built genuine, empathetic trust with Nicola, Rihane, and the rest of the management team. This trust allowed me to access the raw, unfiltered truth behind the polished corporate façade without ever posing a threat to their authority. (Sidiq & Pasaribu, 2025; Anand & Vohra, 2024; Crossley, 2021).
To maintain extreme academic rigour, I practised what scholars term "deep reflexivity." I maintained extensive, daily reflexive journals to consciously separate my own personal feelings of physical fatigue from my objective, academic assessments of the hotel's lean management model. As a student, it is easy to initially romanticise the authority of the MOD role; however, deep reflexivity forced me to objectively document the emotional exhaustion I was witnessing rather than allowing my initial preconceptions to cloud the data. This deliberate, daily practice prevented my own anxieties from skewing the findings, ensuring that when I evaluated a specific MOD process as "cognitively overwhelming," the conclusion was based on structural evidence and observed behaviours. (Chau, 2019; Canary Technologies, 2024; Braun & Clarke, 2024).
3.3 Data Analysis via Reflexive Thematic Analysis
When my placement finally concluded, I possessed a massive, dense notebook full of unstructured observations, quotes, and reflections regarding the MOD experience. To process this raw qualitative data into a rigorous academic format, I utilised reflexive thematic analysis, strictly guided by the foundational six-phase framework established by Virginia Braun and Victoria Clarke. Thematic analysis is an exceptionally robust method for identifying, analysing, and reporting complex patterns of emotional and operational meaning within qualitative datasets. (Gagné & Deci, 2005; Giousmpasoglou et al., 2021; Braun & Clarke, 2021).
The analytical process involved six meticulous steps: (1) total familiarisation with the data by repeatedly reading my placement journals until the narratives became deeply internalised; (2) generating initial codes (e.g., tagging specific instances of "cognitive switching," "surface acting," or "transactive memory reliance"); (3) searching for overarching themes by grouping these codes into meaningful clusters; (4) rigorously reviewing these themes against the theoretical frameworks of Managerial Hybridity and COR theory; (5) defining and naming the final themes; and (6) producing this comprehensive report. I carefully avoided rigid "methodolatry"—the academic trap of following procedures blindly—ensuring instead that the themes emerged organically and authentically from the lived reality of the managers on the floor. (Salanova & Schaufeli, 2008; Choi et al., 2019; Coaley, 2021).
3.4 Data Triangulation and Secondary Analysis
To ensure absolute validity and reliability, I actively incorporated the principle of data triangulation. Relying solely on one student's participant observation introduces an unacceptably high risk of subjective bias. Therefore, my primary empirical data regarding the immense pressures of the MOD role was systematically cross-referenced against a robust array of secondary sources. (Stevenson, 2024; Denzin, 2017; Dempsey, 2021).
These secondary sources included an exhaustive analysis of Whitbread PLC's corporate documentation, encompassing their Annual Reports and strategic updates detailing the aggressive "Everyday Efficiency" targets. Additionally, I benchmarked my localised findings against vital macroeconomic data. I reviewed STEAM reports showing the £2.558 billion value of the local visitor economy, and evaluated industry reports predicting the massive financial impact of the April 2026 National Living Wage increase to £12.71. By synthesising my highly localised, emotional observations with macro-level corporate and economic data, I created a highly robust, multi-dimensional evidentiary foundation for my ultimate conclusions regarding the sustainability of the MOD role. 
(Khan, 2023; El Shafaki et al., 2024).
3.5 Limitations of the Methodology
While the single-site case study provides profound, unmatched analytical depth, its most prominent constraint is the absolute limit on broad generalisability. The specific psychological and operational dynamics observed at the Premier Inn Melton Mowbray are heavily shaped by highly localised factors. These include the unique demographic makeup of Melton Mowbray as a rural food capital, the intense local competition for labour from massive logistics warehouses, and the highly idiosyncratic, deeply personal leadership styles of Nicola and Rihane. Therefore, while my theoretical deductions regarding Cognitive Load and Emotional Labour are broadly applicable to the industry, the precise manifestations documented here cannot be universally generalised across all 850+ Premier Inn locations. Despite these limitations, the chosen methodology provides a rigorous, highly contextualised, and profoundly human foundation for this placement project. (Handy, 1989; Awad & Martín-Rojas, 2024; Farnham, 2011).
Chapter 4: Findings and Discussion
This chapter presents a detailed, highly focused synthesis of the empirical data I gathered specifically regarding the Manager on Duty (MOD) role at the Premier Inn Melton Mowbray. The discussion critically evaluates these observed realities through the theoretical frameworks of Managerial Hybridity, Cognitive Switching Costs, Emotional Labour, and Transactive Memory Systems. (Dhir et al., 2019; London Stock Exchange, 2025; Dolasinski & Reynolds, 2019).
4.1 Findings: The Reality of the Hybrid MOD Role
The fundamental management architecture at the Premier Inn Melton Mowbray completely abandons traditional departmental specialisation. Instead, the continuous administration, complex guest relations, financial oversight, and facility logistics of the entire hotel are executed by a highly concentrated team of approximately five managers operating on a dynamic rotational basis. (Alam, 2024; Personio, 2025; Chaulagain, 2024).
4.1.1 Extreme Functional Flexibility in Action
During my placement, I observed the breathtaking extent of the functional flexibility required of these individuals. General Manager Nicola, for instance, did not reside in a detached executive office. Her daily operational footprint extended deeply into the most granular back-office administration, taking primary, hands-on responsibility for complex payroll processing using advanced digital HR platforms like Personio. Similarly, Second Manager Rihane's portfolio encompassed absolutely vastly diverse inventory streams, managing the procurement of perishable canteen food directly alongside high-volume housekeeping necessities like toilet paper. (Slack et al., 2016; Franco & Landini, 2022; Jovanovic et al., 2023).
However, the most critical finding revolves around the rotational scheduling. The schedule dictates that any of the five managers must be fully capable of operating autonomously as the single "Manager on Duty" (MOD) for the entire property during their shift. When acting as the MOD, the individual becomes the ultimate, solitary decision-maker. They are responsible for resolving escalating guest disputes, executing flawless check-ins, handling immediate health and safety emergencies, and overseeing the physical security of the premises, all without the luxury of deferring to a specialised department head. (Barauskienė & Stasėnaitė, 2023; Castaño et al., 2025; Chambi et al., 2023).
4.1.2 The Isolation of the Hybrid Manager
To fully grasp the pressure on the MOD, one must understand the contrast with the rest of the staff. The housekeeping department operates on a highly fragmented, peripheral model. Cleaners are scheduled for exceptionally brief durations—often only a few hours a week—strictly to turn over rooms. Because this fractional workforce possesses no cross-training and holds no administrative responsibilities, the MOD is entirely isolated in their management capacity. If a sudden crisis occurs, the MOD cannot delegate cognitive tasks to the peripheral staff; they must absorb the entirety of the operational shock themselves. (Maslach & Leiter, 2016; Deloitte, 2022; Perdomo-Verdecia et al., 2022).
4.2 Discussion: The Psychological Toll of Extreme Efficiency
Looking at this setup through a critical academic lens reveals a profound tension. Whitbread's design perfectly executes Atkinson’s Flexible Firm Model to achieve massive financial savings under their "Everyday Efficiency" mandate. However, this financial triumph is purchased directly through the extreme cognitive and emotional taxation of the MOD. (El Shafaki et al., 2024; Rousseau, 1989; De Vos & Meganck, 2008).
4.2.1 Cognitive Switching Costs and Managerial Overload
My observations explicitly confirmed the severe academic warnings regarding cognitive switching costs. The hybrid nature of the MOD role forces the manager to constantly toggle between wildly different brain states. During my placement, I observed the tangible manifestation of this cognitive overload. An MOD might be deeply immersed in reconciling a complex payroll discrepancy on Personio—a task demanding high analytical focus—when a sudden queue forms at reception due to an unexpected coach arrival for the local cheese fair. The MOD must instantly abandon the spreadsheet, suppress any administrative frustration, and adopt a highly welcoming, empathetic persona to process the check-ins. (Anggraeni et al., 2017; Kim, 2025; Lee & Hwang, 2016).
This jarring transition exacts a severe cognitive switching cost. Once the guests are settled, the MOD returns to the payroll software, but their processing speed is markedly reduced, and the probability of administrative error spikes significantly. This constant, daily cognitive fragmentation is the hidden cost of the 'Everyday Efficiency' strategy. Cognitive Load Theory dictates that these constant interruptions severely degrade processing efficiency. I noted that during highly volatile shifts, the sheer volume of these forced cognitive switches visibly degraded the managers' focus, leading to a state of profound mental fatigue long before the shift officially ended. (Baber et al., 2022; Baquero et al., 2025; Leo et al., 2023).
4.2.2 The Burden of Emotional Labour and Surface Acting
Compounding the cognitive load is the relentless demand for emotional labour. Acting as the solitary MOD means serving as the ultimate emotional shock absorber for the entire building. When peripheral staff are stressed, or when guests are angry due to uncontrollable external factors, the MOD must absorb that negativity while strictly adhering to corporate display rules of warmth and confidence. (Boal & Hooijberg, 2000; Whitbread PLC, 2025; Borah et al., 2023).
I witnessed intense instances of "surface acting," where managers forced a calm, welcoming smile for a guest while I knew they were internally panicking about an impending stock shortage or a delayed housekeeping turnaround. Drawing on the Conservation of Resources (COR) theory, this constant emotional dissonance actively and aggressively depletes the managers' finite psychological resources. Furthermore, emotional contagion was rampant; the immense stress carried by the MOD often subtly infected the mood of the entire front-of-house team, creating a highly tense atmosphere during peak operational hours. (Duchek et al., 2020; Mishra, 2025; Khan, 2023).
4.2.3 Reliance on the Transactive Memory System
So how does the hotel survive this pressure cooker? The answer lies in the highly developed Transactive Memory System (TMS) shared among the core team of five. Because it is cognitively impossible for one MOD to hold the depth of knowledge required for every single hotel function, they rely implicitly on the expertise of their peers. (Chavez, 2008; Cockburn-Wootten & McIntosh, 2020; Darcy, 2012).
I observed that the team operates with a deep, tacit understanding of "who knows what." While Nicola possessed the deepest knowledge of the HR systems, Rihane held the master map of the physical inventory. During a shift, if an MOD encountered a highly specific crisis outside their primary expertise, they utilised the TMS—often via quick, informal text messages to off-duty colleagues—to instantly retrieve the necessary knowledge. This shared cognitive network is the invisible safety net that makes Managerial Hybridity possible at the Premier Inn Melton Mowbray. (Edwards et al., 2024; Williams, 2022; Breen, 2007).
However, this reliance also exposes a massive vulnerability in the hotel's operational resilience. A TMS built entirely on informal, tacit relationships is incredibly fragile. If one of these five managers were to resign, a massive segment of the hotel's encoded operational memory would vanish instantly. The remaining managers would face a catastrophic spike in their individual cognitive loads as they attempted to absorb the missing expertise, highlighting a severe flaw in relying on organic team dynamics rather than formalised corporate training structures. (Crossley, 2021; Fausett et al., 2024; Fatima & Majeed, 2023).
4.2.4 The Local Context: Volatility and the 2026 Wage Crisis
The psychological strain on the MOD is currently being pushed to its absolute breaking point by the local macroeconomic environment. As the "Rural Capital of Food", Melton Mowbray hosts massive events like the Great British Pie Awards. During these events, the hotel experiences extreme, chaotic peaks in occupancy. The MOD is forced to manage a fully booked hotel, coordinate a massive influx of fractional housekeepers, and handle intense guest demands simultaneously, creating a perfect storm for role conflict and burnout. (QX Global Group, 2025; Franco & Landini, 2022; Agina et al., 2023).
Crucially, the impending April 2026 National Living Wage increase to £12.71 per hour means that Whitbread is increasing pressure to extract even more "Everyday Efficiency" from its existing teams to offset the £1.4 billion sector-wide cost increase. The hotel cannot simply hire more managers to ease the burden. Therefore, the core team of five must continue to absorb ever-increasing cognitive and emotional loads to protect the corporate profit margins. This relentless squeeze fundamentally threatens the psychological contract between the managers and the corporation, setting the stage for inevitable burnout if structural interventions are not immediately implemented. (Ahmed, 2022; Caldwell et al., 2019; Bigby & Humphreys, 2024).
4.2.5 The Looming Challenge of Martyn's Law and Security Compliance
Furthermore, the impending implementation of Martyn’s Law adds an unprecedented layer of high-stakes responsibility to the hybrid MOD. They are no longer just hospitality hosts and financial administrators; they are now the primary on-site security coordinators. Given that the peripheral housekeeping workforce is highly transient and difficult to thoroughly train in counter-terrorism protocols, the MOD must maintain absolute, continuous situational awareness of the property's security. This legal burden intensifies the role ambiguity and role conflict, as the manager must constantly balance the welcoming, open nature of a hotel with the hyper-vigilance required of a security officer. (Sidiq & Pasaribu, 2025; Anand & Vohra, 2024; Chau, 2019).
Chapter 5: Conclusion and Recommendations
5.1 Conclusion
My placement at the Premier Inn Melton Mowbray provided a profound, deeply human insight into the realities of modern hotel management. By narrowing my focus exclusively to the "Manager on Duty" role, I uncovered the severe hidden costs of extreme corporate efficiency. The empirical findings validate that while Whitbread's execution of Managerial Hybridity successfully shatters traditional silos and optimises financial overhead, it fundamentally transforms the MOD role into a psychological pressure cooker. (Chen et al., 2023; Canary Technologies, 2024).
The core team of five rotating managers ensures continuous operations by fluidly absorbing a vast, complex array of administrative and guest-facing tasks. They survive this immense cognitive load through a highly fragile, informal Transactive Memory System. However, the constant barrage of cognitive switching costs, the intense demand for surface acting and emotional labour, and the boundless nature of role ambiguity place these managers at severe risk of occupational burnout. As the 2026 National Living Wage increase forces even tighter labour controls and new legal mandates emerge, the hotel must urgently recognise that pushing their core hybrid managers beyond their psychological limits will ultimately destroy the operational resilience of the entire property. (Personio, 2025; Gagné & Deci, 2005).
5.2 Recommendations and Practical Strategies
To safeguard the mental wellbeing of the core management team and ensure the long-term operational resilience of the Premier Inn Melton Mowbray, I forward the following highly targeted, practical recommendations: (Giousmpasoglou et al., 2021; Salanova & Schaufeli, 2008).
1. Formalise the Transactive Memory System via an MOD Playbook
The hotel must immediately transition away from relying on informal, tacit knowledge sharing. I recommend the creation of a formalised, digital "MOD Playbook." This resource should contain explicit, step-by-step Standard Operating Procedures (SOPs) for all highly specialised tasks (e.g., resolving Personio errors, executing emergency inventory orders). By externalising this knowledge, the cognitive load on any single MOD is drastically reduced, and the fragility of the team's memory system is protected against sudden staff turnover. (Choi et al., 2019; Kalleberg, 2003).
2. Institute "Cognitive Decompression" Periods During Shifts
To mitigate the severe mental fatigue caused by constant task switching, management scheduling must formally incorporate "cognitive decompression" periods. The MOD should be allocated specific, protected 30-minute blocks where they retreat from the front-of-house to execute complex administrative work without the threat of guest interruption. Another staff member must be designated to hold the front desk during this precise window, allowing the MOD to recover their cognitive focus and significantly reduce emotional dissonance. (Lee & Hwang, 2016; Mews, 2024).
3. Implement Structured, Overlapping Shift Handovers
Currently, shift changes can be chaotic, leading to role ambiguity for the incoming MOD. The hotel must mandate a strict, 15-minute overlapping handover period between the departing and incoming MOD. This time must be solely dedicated to transferring critical operational intelligence (e.g., VIP issues, stock shortages, staff morale warnings) using a standardised checklist. This practice instantly aligns the incoming manager's situational awareness, preventing the anxiety of walking blindly into a crisis. (Astari & Pagalung, 2023; Heskett et al., 1994; Coaley, 2021).
4. Provide Targeted Emotional Labour Support and Training
Whitbread’s "Winning Teams" initiative must be expanded to provide explicit psychological support for the realities of emotional labour. The core managers should receive targeted training on resilience engineering and techniques to transition from exhausting "surface acting" to more sustainable "deep acting." Regular, informal debriefing sessions should be held among the core five managers specifically to vent frustrations and prevent the build-up of emotional exhaustion. (Bagguley, 1990; Home Office, 2025).
5. Proactive Preparation for Martyn's Law Compliance
Given the severe legal responsibilities associated with the Terrorism (Protection of Premises) Act 2025, the hotel cannot wait for the 24-month implementation period to expire before taking action. Management should immediately begin creating a highly streamlined, tiered security training module specifically designed to be rapidly digested by fractional workers. This ensures that even staff working two hours a week possess the necessary emergency awareness, thereby protecting the core MODs from bearing the sole burden of crisis management and fulfilling Whitbread's overarching duty of care to its guests and staff alike. (Institute of Licensing, 2025; UKHospitality, 2025; Learning Disability Today, 2026).
By systematically integrating these targeted strategies, the Premier Inn Melton Mowbray can successfully protect its most vital asset—its core hybrid managers—ensuring long-term profitability and consistent service excellence in a highly demanding environment. (Trisninawati & Supardin, 2025; Braun & Clarke, 2024).
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