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[bookmark: _Toc223015086]Abstract
This research considers operations and staff experience challenges of handling homeless guests within the hotel setting of low cost which in this situation would be Ibis Swansea. The study will also strive to evaluate the difficulties faced by the hotel staff when handling homeless guests who may require special attention with different features. The research talks about the impact on the work of the hotel, ethical concerns of the personnel, and how to make sure that the quality of the services offered will not be deteriorated, and at the same time retain employees in good health. On of the particular importance to the study is the attention given to the fact that the budget hotels and those with limited resources in most cases find it hard to balance the moral requirements with management effectiveness.
Moreover, the research uses qualitative research method, which is based on secondary research and a thematic analysis of the existing literature to reveal the relevance issues of operational problems, emotional work, and ethical decision-making. The findings indicate that the personnel of Ibis Swansea are experiencing high levels of operational pressure within various areas particularly the front office, housekeeping and the management department. Such pressures are also compounded by the lack of special training and resources, which leads to the high levels of stress, emotional burnout, and staff burnout. Further, the findings of the research that the employees in most instances are placed in ethically demanding situations, where organisational ethics do not apply to their own ethical standards, especially when they cannot provide adequate support to homeless guests.
In addition to this, among the research results, there is an existing trade-off between the marketing of high quality of services and employee welfare. The psychological stress that the workers experience due to the increased demands of personalised care tends to lead to a decline in job satisfaction and turnover desires. Furthermore, a significant lack of staff training, in particular, the mental health awareness, de-escalation techniques, and trauma-informed care, is also noted in the study. The existence of such knowledge gaps prevents the effective employees to work effectively on behalf of homeless guests and it causes the overall degradation of the service provision.
Furthermore, the study assigns by providing a number of recommendations on how the operational efficiency and employee welfare at Ibis Swansea can be improved. These include development of clear vulnerability management policies, specific training sessions and development of a well-structured support system to the employees which could be in the form of managerial support and peer support. The hotel, likewise, should formalise relationships with local governments and other organisations that would give vulnerable clients the needed attention, which would not hinder the hotel staff too much. Once these issues are addressed and these suggestions are done, Ibis Swansea and other cheap hotels chains will be in a better position to create more favourable and sustainable environment to the vulnerable population of both guests and employees. The changes will lead to higher service delivery, retention of employees and overall effectiveness in operations.
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[bookmark: _Toc223015087]Chapter 1: Introduction
[bookmark: _Toc223015088]1.1 Background
Chung et al. (2024) found that hotel employees face significant emotional and practical problems when servicing guests with disabilities, including overcoming the restrictions of the reservation system in cases related to special needs, managing service animals, the emotional burden of delivering accommodation in the absence of appropriate support, and the overall emotional cost of serving a customer without providing necessary assistance (Voorhees et al., 2017). Although homelessness and disability are distinct social categories, both represent vulnerable guest groups whose complex needs expose operational gaps within low-cost hotel environments. According to Gröschl (2011), disabled people are faced with the barriers of employment are shown that homeless guests present unique challenges for staff, such as managing complex social and mental health needs, addressing trauma, and providing emergency accommodation without sufficient external support (Wilson, 2025). According to Sahari et al. (2025), operational barriers were identified to be the lack of consistency in the implementation of available features, physical adaptations being limited because of the lack of financial resources, and the lack of staff readiness to support the needs of various categories such as mobility aids or sensory aids that are included in homeless guests (Nain, 2018; Saito et al., 2025). The employees often face the challenge of providing daily services due to insufficient recommendations, time crises at busiest times, and lack of specialised training which leads to the heterogeneous experiences of guests and additional workload (Chimucheka, 2025; Lee et al., 2023). 
[bookmark: _Toc223015089]1.2 Research Aim
The study aims to critically assess and investigate operation and ethical issues related to accommodating homeless guests in a low-cost hotel setting within the context of a professional hotel placement environment to further research and develop knowledge regarding service delivery, protection, and ethical accountability.
[bookmark: _Toc223015090]1.3 Research Objectives
The research objectives are as follows: 
· To investigate and analyse the operational impacts of accommodating homeless guests on different hotel departments. 
· To evaluate staff experiences, ethical concerns, and the effectiveness of existing policies and training. 
· To identify and evaluate best-practice strategies that support vulnerable guests and hotel operations, while maintaining service quality, safeguarding standards, and staff wellbeing.
[bookmark: _Toc223015091]1.4 Hotel – Overview 
[bookmark: _Toc223015092]1.4.1 Brand
The hotel is a budget-friendly, modern 2-star hotel located in the SA1 waterfront redevelopment area. Furthermore, the hotel has 99–110 modern, non-smoking, ensuite rooms. These rooms are equipped with comfortable beds (often praised for soft mattresses and toppers), satellite TV, free Wi-Fi, and hot drink facilities (Accor, 2026). It is a leading global budget hotel brand. The hotel is owned by Accor, which was launched in 1974, France (Accor, 2026).
[bookmark: _Toc223015093]1.4.2 Location
The hotel is situated at Port Tennant on the redeveloped SA1 waterfront east of the Swansea city centre of South Wales. It is a short distance off the major road, the A483. The site is also accessible to significant highways like the M4 motorway (about ten minutes by road), local attractions, including the Swansea Marina, Liberty stadium, the National Waterfront Museum, the Dylan Thomas Centre, and coastal destinations, including The Mumbles and the Gower Peninsula beaches, just a bit further along the road.
[bookmark: _Toc223015094]1.4.3 Theme
 The main research study will discuss Ibis in regard to Swansea with evaluating staff experiences and operational challenges in accommodating homeless guests. 

[bookmark: _Toc223015095]Chapter 2: Literature Review

[bookmark: _Toc223015096]2.1 Introduction 
This part of the research will provide any hotel done on the topic related to staff and their services to operation in regard to homeless guests. Therefore, this part will be called literature review, quoting old and previous research articles in regard to this topic. Furthermore, employees, guests and hotels will be discussed properly. 
[bookmark: _Toc223015097]2.2 Staff Experiences in Hotels 
Saito et al. (2025) have reported that organisational, group, and individual stressors, resources, and practises are factors that affect the well-being of employees in the hospitality sector. Wong and Ko (2009) posited that the most critical contributor to employee retention is to provide more discretionary time to change the perception of employees with regard to a lack of work-home time. Other contributory factors involve organisational support of family issues, identification with the organisation, flexibility in work hours, life orientation, willingly reducing the number of contracted hours to suit the personal needs, and sustaining work and career. The career advancement in hotels is based on complex interplay between individual intentions, industry factors and cultural backgrounds and often leads to disjointed career patterns and high turnover rates. The problem of retention is a central one which is promoted by poor organisational culture, insufficient compensation, and inadequate career growth prospects; however, sustainable human resource practises, including the creation of positive working environments, promotion of effective communication, targeted training, and the establishment of effective recruitment models, can address it (Ghani et al., 2022; Heydkamp et al., 2025).
[bookmark: _Toc223015098]2.3 Operational Challenges in Hotels
One of the primary themes that come out of the literature reviews is that labour-related issues have a major impact, including workforce shortage, high employee turnover, a lack of staff well-being, and stress related to irregular working hours and high employee turnover and work-related stress, which have an impact on disrupted operation performance and increased inconsistencies in services (Saito et al., 2025). Japutra and Situmorang (2021) argued that the problem of the supply chain is based on the introduction of closed borders. Hotels that did not furlough used an alternative regime, a blanket salary-reduction regime. This method caused panic and tension among the employees, who stated that the reduction should not be made equally among all the people; the board members and the top management (Saleh et al., 2010) should carry the larger percentage.
[bookmark: _Toc223015099]2.4 Hotel’s Staff Experiences in Managing Homeless Guests
Employees of hotels must regularly deal with the homeless guests; whose specific issues pose unique problems that require service delivery models beyond the traditional hospitality paradigm. The conceptualisation of homelessness in hospitality field is multifaceted in nature and includes the vulnerability of guests, who are affected by different situations such as lack of finances, disaster or crisis and find themselves in a situational vulnerability, individuals with cognitive impairments, people facing homelessness and those facing mental health problems (Lagiewski and Perotti, 2023). Quarantine hotels, among others, have highlighted the critical importance of caring service offered by hotel staff as one of the key aspects of quality service. This aspect is placed next to food service and comfort in the room as supported by a semantic network analysis of online reviews (Lee et al., 2023). Customer impoliteness is encountered every day by frontline employees and has a negative impact on their psychological state and working effectiveness (Baker and Kim, 2024). Another group of tourists who have visual disabilities (that is included in homeless guests that can come from other country through various means); however, the physical layout of the environment in question may negatively influence their experiences or even the behaviour of staff members. Similarly, clients in the early-stage disability segment have a leisure travelling need that is underexplored, thus shedding light on a research gap that is important to fill in terms of how the hotels can best cater to this group of customers (Wen et al., 2023). 
[bookmark: _Toc223015100]2.5 Operational Challenges in Accommodating Homeless Guests in Hotels 
Jamin et al., (2024) stated that inclusion in hotels is present in many hotels but new in some countries. The intrinsic and environmental factors positively and significantly influenced travelers with disability’s’ travel decisions. For instance, individuals with dementia have specific needs related to communication, safety, and cognitive support, which hotel operators may not be equipped to address without specialised training and can be considered as homeless (Wen et al., 2023; Lai et al., 2023). A significant operational challenge is ensuring accessibility, which goes beyond physical infrastructure. Accessibility is not just about physical structures like ramps and doorway widths, but also about process barriers, such as staff assistance policies that might not extend beyond business hours (Drinkwater, 2023; Milton et al., 2023). The integration of advanced technologies, such as Generative AI, presents both opportunities and challenges for accommodating homeless guests, including vulnerable ones. While AI can personalise guest experiences, it also raises significant concerns about privacy and data security, especially when handling sensitive personal information from homeless individuals. The perceived power of AI can even heighten privacy concerns among consumers (Shuqair et al., 2024). Data privacy and security pose additional operational burdens, especially when handling sensitive information from vulnerable groups. The sector's increasing digitisation heightens cyber risks, potentially eroding trust and inviting legal consequences (Fakfare et al., 2024). During emergencies, these vulnerabilities intensify; hotels often lack specialised evacuation protocols for guests with disabilities, increasing risks in events like hurricanes or pandemics (Wu et al., 2021). In high-risk regions, security vulnerabilities demand extra measures (e.g., preventing threats or collusion), raising costs and requiring vigilant staff training to keep homeless people out (Maranga et al, 2021; Radwan and Radwan, 2017).
[bookmark: _Toc223015101]2.6 Theoretical Framework
[bookmark: _Toc223015102]2.6.1 Stakeholder Theory
Stakeholder theory posits that the success of a company depends on the success with which the corporation manages its relationship with all entities with an interest in the operations of that corporation, which includes customers, employees, suppliers, the local community, other groups, etc. Therefore, it will require a proportional consideration of these various interests to create long-term value, stepping beyond the conventional paradigm of shareholder primacy and to a broader view of business ethics and social responsibility. The corporations operate in a highly interdependent ecosystem where the needs of different stakeholders, such as customers, employees, suppliers, financiers, local communities, and government agencies are interwoven (Mahajan and al., 2023 Freeman et al., 2012).
[bookmark: _Toc223015103]2.6.2 Research Gap
There is limited research on how hotel staff experience the process of accommodating homeless guests. Most studies focus on guest satisfaction, service quality, and general operations (Wu et al., 2021). Few studies look at the frontline perspectives of staff working with homeless populations. This includes people with disabilities, older adults, or those with social or health needs. Existing literature highlights the importance of accessibility and inclusive services in hospitality. Yet, studies often treat homeless people as vulnerable as a checklist of physical features or policies. They do not capture lived experiences of staff who deal with unpredictable situations (Saito et al., 2025; Bahja et al., 2024). There is a gap in understanding how staff perceive their preparedness, confidence, and support systems when serving vulnerable guests. 
[bookmark: _Toc223015104]2.6.3 Chapter Summary 
This chapter reviewed existing literature related to staff experiences and operational challenges in hotels, with a specific focus on accommodating homeless guests. The review established that employees play a critical role in service delivery, yet they face significant stress due to workload, emotional labour, limited resources, and organisational constraints. Prior studies highlight that staff well-being, retention, and career progression are closely linked to supportive workplace practices, effective leadership, and flexible human resource strategies. 


[bookmark: _Toc223015105]Chapter 3: Research Methodology
[bookmark: _Toc220941338][bookmark: _Toc223015106]3.1 Introduction
This chapter defines the methodological paradigm that was utilised to examine the operational and ethical issues of accommodating homeless individuals in low cost hotels. The chapter is based on the research onion model by Saunders, Lewis and Thornhill that offers a step-by-step approach to harmonising the research decisions.
3.2 [bookmark: _Toc220941339][bookmark: _Toc223015107] Research Philosophy
Research philosophy is defined as the beliefs about what the reality is and how knowledge about the same reality may be produced and perceived. Pragmatism is practical, outcome and problem-oriented, offers flexibility and practical relevance.
The research is directed by an interpretivism philosophy, Operational and ethical issues related to accepting homeless guests are not strictly technical issues. An interpretivism position enables the study to be interested in generating insights that can be applied in the hospitality operations and ethical decision-making in real-world settings of budget hotels, instead of being confined to a theoretical perspective (Saunders et al., 2023).
3.3 [bookmark: _Toc220941340][bookmark: _Toc223015108] Research Approach
Research methodology defines the rational association of data and theory. Deductive methods examine the existing theories. Inductive methods derive ideas and descriptions out of data and permit new information. Abductive methods take alternate steps between data and theory and integrate exploration with the concept sharpening, but they require transparency to ensure consistency.
This study is an inductive one, which is backed up by abductive reasoning. Because of the dynamic and context-driven character of homelessness accommodation in low-cost hotels, especially in the post-pandemic settings, it is worth letting the themes come out of the literature, as opposed to pre-established theoretical labels (Cheong et al., 2023; Collis and Hussey, 2014).
3.4 [bookmark: _Toc220941341][bookmark: _Toc223015109]Methodological Choice
Methodological choice is the aspect of the study to take either qualitative methods or quantitative methods or a combination of both. The qualitative methods offer depth and contextual insights, whereas the quantitative methods can be measured and compared. Mixed-methods designs are comprehensive and triangulated.
The method of the present study is a qualitative mono-method study which is founded on secondary data. The secondary qualitative research method is especially appropriate when addressing homelessness. The approach also enables the study to tap into various geographical and policy locations, which would have been hard to accomplish with primary data collection only (Morgan, 2022).
3.5 [bookmark: _Toc220941342][bookmark: _Toc223015110]Research Strategy
Research strategy is the general plan of how data should be obtained and analysed in order to address the research question. Mostly used strategies include: surveys, experiments and ethnography, although documentary and secondary analysis strategies are also becoming recognised as rigorous qualitative methods.
A qualitative document analysis strategy with the principles of secondary qualitative analysis will be used in this research. Nevertheless, this plan is suitable for documented and, therefore, both relevant and information-rich sources (Stambea et al., 2024; Cottrell, 2017).
3.6 [bookmark: _Toc220941343][bookmark: _Toc223015111]Methods of Data Collection and Analysis
The secondary qualitative data collection is the process of systematic selection and interpretation of the existing qualitative materials. Thematic analysis provides transparency and structure with the need to have reflexivity to prevent superficial coding or selective interpretation (Braun and Clarke, 2022).
The thematic analysis in the current research is implemented via familiarisation with the documents, systematic code of the operational and ethical issues, formulation and improvement of the themes, and interpretive synthesis of relating the themes to the research questions (Ahmed et al., 2025; Veal, 2017).
3.7 [bookmark: _Toc220941344][bookmark: _Toc223015112]Ethical Considerations
The use of ethical considerations is not unethical in secondary forms of qualitative research especially when there is the involvement of homeless groups e.g. the homeless people. The practices comply with UK research ethics guidance for secondary qualitative research (UKRI, 2024).
3.8 [bookmark: _Toc220941345][bookmark: _Toc223015113]Chapter summary
This chapter has presented a qualitative and secondary research design that will be based on a research onion provided by Saunders. A combination of these methodological decisions offers a clear and ethically acceptable system of analysing the operational and ethical issues of hosting homeless people in cheap hotels.


[bookmark: _Toc223015114]Chapter 4: Findings and Discutions
[bookmark: _Toc223015115]4.1 Introduction to Chapter
The chapter contains the results of a secondary qualitative thematic examination of current scholarly articles, industry publications, and research focused on policy-making in connexion to the provision of services to homeless guests in the context of budget hotels. Following the research purpose, i.e., assessing the staff experience and operational issues associated with serving homeless clients in a low-cost hotel, the results are organised into the pattern of emerging themes as inferred out of the analysed documents. These themes directly indicate the study aims, i.e., to: assess the effects of operations in the hotel departments, assess the experiences of the staff, and ethical issues, as well as finding the methods used to sustain the quality of service and employee wellbeing. The results are devoted to frontline hotel activities as per the case background of Ibis Swansea, specifically the issue of homelessness accommodation, inclusive of disability, and mental-health-related vulnerabilities. It is a deliberately evidence-based, descriptive section, which gives what the literature is showing but not through critical analysis. The further analytical involvement with the theory and previous studies is elaborated in the next discussion chapter.
[bookmark: _Toc223015116]4.2 Findings
[bookmark: _Toc223015117]4.2.1 Overview of Themes Identified
The thematic analysis revealed four common themes which applied to staff experience and operational issues as they accommodate the weak guests in low end hotels. First, it was always stressed that operational pressures in each department within the hotel were observed, especially in front office, housekeeping, and management functions. Second, emotional labour, ethical tension, and the perception of safety influenced the experiences of staff. Third, training, preparedness, and organisational support structures were discovered to have very great gaps. Lastly, there was a consistent trade-off between ensuring quality of service delivery and the welfare of the staff. In the literature reviewed, vulnerability was conceptualised as a multidimensional concept, including homelessness, mental health and disability, and displacement caused by a crisis (Farmaki et al., 2022). The results indicate that budget hotels because of financial and staffing reasons are increasingly faced with the challenge of being able to respond to these needs uniformly. These themes are used to offer a systematic basis of knowing how operational realities can interact with ethical responsibility within modern hospitality contexts (Rhou et al., 2023).
[bookmark: _Toc223015118]4.2.2 Hotel Impact on Operation in Hotel Departments
One of the main conclusions that can be drawn on the basis of the examined literature is that the key hotel departments have a disproportionately high operational load in case of hosting homeless guests. Front office teams were also often cited as the key source of tension because employees are the ones who have to work with cheque-in processes, verify identities, and address guest complaints and organise with outside agencies in time-constrained scenarios (Kang et al., 2024). The existence of low staff forces in budget hotels aggravates these strains, heightening the intensity of tasks and diminishing flexibility in responding. The housekeeping departments are also affected by the disruption in operations especially in the occurrence of extended stays, room damages, hygienic issues or behavioural occurrences. Research has indicated that housekeeping employees have more time to clean, more costs to maintain, and greater emotional stress when they do not have authority but are exposed firsthand to problematic situations (Baum et al., 2023). Such practical effects usually result in time-based delays and service gaps on other guests.
The same applies to management teams, whereby they have to strike a balance between commercial performance, brand reputation and ethical responsibility. Studies point out that the managers have often been working with no distinct organisational models on vulnerability management, resulting in a reactive decision-making process and interdepartmental inconsistencies (Pizam et al., 2022). The accessibility of specialised support services or crisis-management infrastructure is low in, especially, budget hotels. Also, inter-agency liaison with local governments and the third-sector organisations brings in administrative complexity. Although partnerships may offer crucial support, the absence of standardised communication protocols tends to create additional work to the managers instead of reducing the workload (Pradhan, 2022). On the whole, the evidence shows that the accommodation of homeless guests dramatically changes the usual operating processes, which exerts a long-lasting pressure on hotel sections that have not been reinforced in terms of structural changes.
[bookmark: _Toc223015119]4.2.3 Staff Accomplishment and Ethical Issues
The result indicates that emotional labour and ethical complexity play a major role in determining the experiences of the staff accommodating homeless guests. Frontline staff members often experience emotion of empathy and anxiety, frustration, and moral distress, especially when they are not allowed by organisational policies to offer appropriate support (Soltani Nejad et al., 2025). This emotional strain is further exacerbated in the low-end hotels where employees have to balance hospitality standards with safety and resource constraints. The theme of ethical tension arises prominently in the case of homelessness or vulnerability to mental illness. Employees are frequently put in ethical grey situations, where they have to apply rules of behaviour or service limits that do not align with individual principles of care and compassion (Gjerald et al., 2023). According to the literature, this ethical strain is a cause of emotional exhaustion and decreased job satisfaction.
There were also safety concerns that were regularly reported especially amongst the night staffs and lone workers. The employees reported that they were unsure of how to handle uncontrollable behaviour, substance abuse, or crisis cases without proper training or security assistance (Brewster et al., 2024). This operational vulnerability can be illustrated through a typical frontline scenario in which, during a busy check-in period, an intoxicated homeless guest persistently interrupted the payment process with disruptive questioning, creating additional pressure at the front desk. In such situations, professional composure must be maintained despite rising operational strain. This reflects how emotional regulation is structurally embedded within frontline hospitality roles rather than being an individual choice., The experiences lead to the increased perception of risk and may adversely impact on staff confidence and engagement. Notably, the results indicate that ethical stress is mediated through the perception of organisational support among the staff to a significant degree. Ethical issues are seen as something that can be addressed where the workers feel supported by the management and they are given effective escalation channels. On the other hand, vague policies and inconsistent reactions of leadership increase emotional load and lead to turnover intentions (Ghosh, 2022). Over time, repeated exposure to ethically and emotionally complex situations may contribute to cumulative burnout, particularly in environments characterised by limited structural support
[bookmark: _Toc223015120]4.2.4 Training, Preparedness and Organisational Support
One of the recurring factors in the literature is the insufficiency of training and preparedness models of accommodating homeless guests. Informal learning or on-the-job adjustments are common in many hospitality organisations, and the employees are expected to devise strategies to cope on their own (García-Buades et al., 2025). This is especially true of budget hotels because budgets on training are minimal and staff turnover is high.
The most notable training deficiencies include the aspects regarding mental health awareness, de-escalation skills, and service delivery based on trauma. Research has shown that employees usually feel unprepared in identifying a sign of vulnerability or responding to crisis situations, exposing them to operational risk and personal stress (Hameli and Bela, 2025). Lack of specialised instructions leads to poor service provision and use of personal discretion. Enabling factors that were found to be important in facilitating staff confidence included organisational support mechanisms, which comprised of clear policies, managerial presence, and access to external expertise. Nevertheless, it has been discovered that such supports are not evenly spread throughout the sector. Employees working in the budget hotels often claim that they have minimal access to counselling, supervision, or reflective areas to manage emotionally challenging experiences (Qiaoling et al., 2024). Therefore, the data presented show that the lack of training and support facilities deteriorate the wellbeing of the staff and efficacy of services provided and proves the necessity to invest systematically in an organisation despite any financial limitations.
[bookmark: _Toc223015121]4.2.5 Trade-offs between Service Quality and Wellbeing of Staff
The last theme reveals a continuous trade-off between the quality of service and the wellbeing of the staff. According to the literature, the accommodations of homeless guests may take more time, emotional efforts, and flexibility that may impact service consistency among other guests (Rhou et al., 2023). Employees are often forced to focus on short-term risks management instead of the usual service guidelines. Prolonged periods of working in emotionally stressful settings also lead to burnout, absenteeism, and lack of enthusiasm, especially in situations where there is a lack of time to rest and managerial appreciation (Liu-Lastres et al., 2023). Environment in budget hotel makes this trade-off worse because of lean staffing models and performance-based metrics.
However, other papers draw attention to adaptive coping strategies, including peer support, informal teamwork, and compassionate leadership, which can be used to reduce negative effects (Grimmond et al., 2024). Although these practises are great, they are not formal and are prone to interference. The results indicate that the maintenance of the balance between service quality and staff wellbeing is weak in the absence of a conscious organisational response and endangers both the employee and potentially frail guests (Wallace and Coughlan, 2023).
[bookmark: _Toc223015122]4.3 Discussion
[bookmark: _Toc223015123]4.3.1 Findings Interpretation with regard to the literature
The results of the current research support and build on the literature of the hospitality industry by anticipating the operational and ethical challenges that hotel employees encounter in hosting at-risk consumers, especially in low-cost hotel settings. In line with the recent hospitality workforce research, the results showed the operational pressures are increased when hotels accommodate guests with homelessness, mental health issues, or disability vulnerability (Pradhan, 2022). The present paper, however, brings a new perspective to the topic, as it indicates the disproportionate distribution of these pressures among the departments, in which the frontline and housekeeping staff are disproportionately charged (Al Halbusi et al., 2023). Although the literature review of the previous studies has focused on the stress levels of employees and emotional labour in the general service encounter, the current results indicate that vulnerability-related accommodation intensifies these requirements by increasing unpredictability and ethical conflict (Blešić et al., 2023). This is consistent with the new studies that characterise hospitality labour as a morally focused work, in which employees are forced to negotiate between the organisational regulations and their personal principles of care (Anasori et al., 2024). Notably, the results build on the previous literature by demonstrating how limited budgets of these hotels including lean staffing strategies, low training funds, and performance-related measures exacerbate these issues. 
Although much of the literature in hospitality is often dedicated to full-service or luxurious settings, this paper contributes to the fact that lower-level hotel activities should receive more scholarly attention, as they have less structural ability to accommodate homeless-related needs (Goh and Okumus, 2022). Besides, the results support the studies indicating that inadequate organisational leadership contributes to the stress and ethical ambiguity among staff. It has been demonstrated that unpredictability of policies against homeless guests leads to more reliance on discretionary decisions that put staff at risk of emotional burnout and role conflicts (Amissah et al., 2022). The current research is valuable in that it shows how such vagueness destroys uniformity in service delivery as well as employee trust especially in crisis-prone scenarios. Comprehensively, the discussion supports the fact that the issue of accommodating homeless guests is not only an operation problem, but a system problem that is inherent in the organisational design, resource allocation and ethical governance of the hospitality organisations. Also, the results reveal the increased relational pressure on hotel workers in accommodating homeless guests, which confirms the recent academic sources that conceptualise hospitality work as a relational and care-based labour, but not as a transactional one. Modern literature states that low-level hospitality jobs are becoming more of dealing with social complexity, emotional sensitivity, and behaviour unpredictability, especially when hotels are temporary welfare environments (Kensbock et al., 2022; Robinson et al., 2024). This change is reflected in the findings of this study, which reveal that the staff must read the vulnerability of the guests, negotiate the boundaries of service, and handle the ambiguity of ethics in situ. This supports the argument that conventional frameworks of service quality are inadequate when it comes to the representation of existence of hospitality work under circumstances that involve homeless groups (Yoo, 2023).
Additionally, the results are relevant to the idea of job design and role overload in the hospitality industry because they demonstrate how the responsibilities of vulnerability are frequently added to the already existing ones without balancing the workload, power, or assistance (Albrecht et al., 2022). Although the previous studies revealed role ambiguity as one of the leading causes of stress in the hospitality setting, the current results indicate that vulnerability accommodation produces a certain kind of role expansion, which implies that employees are assigned quasi-social care roles despite the lack of explicit recognition and training (Al Halbusi et al., 2023). This result adds to the literature by demonstrating how role overload is not just quantitative, that is, in terms of task volume, but also qualitative, that is, emotionally complicated and ethically charged interactions which increase cognitive and emotional demands on personnel.
Lastly, the results are consistent with the current body of research on the topic of hospitality that challenges organisational resilience discourse that overburdens individual employees with the responsibility of having to cope with systemic failures (McCarthy et al., 2023). This criticism can be substantiated with the help of the current research which proves that coping mechanisms of staffs, e.g. peer support and emotional suppression, are usually compensatory mechanisms to organisational voids, not long-term solutions. This implies that the current literature can be underscoring the degree to which vulnerability accommodation can reveal the structural weaknesses in the budget hotel operations, which supports the necessity of organisational-level interventions as opposed to individual adaptability (Nguyen et al., 2024).
[bookmark: _Toc223015124]4.3.2 Stakeholder Theory and Vulnerability (Regard Homeless People) in Hotel operation of Low cost hotels.
The findings of this study could be discussed in the context of Stakeholder Theory that serves as a good qualitative tool. The accommodation of homeless guests creates competing needs across various stakeholder groups such as the employees, guests, hotel management, the local authorities, and the community. The results show that frontline employees find themselves in a very important but dangerous role in this stakeholder network as they are supposed to balance the commercial interests with ethical accountability in order to deal with homeless people. Regarding stakeholders, vulnerable guests are a high-need stakeholder group whose well-being has moral importance in addition to direct financial benefit (Harrison et al., 2023). The results, however, show that internal stakeholders such as employees usually feel that their needs are given second priority especially in low end hotels where cost control is a major drive. This asymmetry is incompatible with the mutual value creation that was central to the stakeholder theory and outlines a conflict between the will to do what is ethical and what is realistic in the operation with regard to homeless people. 
The research also demonstrates the role of managerial decision-making in the mediation of the stakeholder relationships. With effective leadership through clear direction, training and emotional encouragement, employees will be in better positions to handle activities related to vulnerability to promote the wellbeing of guests and organisational sustainability (Castano et al., 2025). On the other hand, ineffective governance systems push ethical accountability downwards and frontline employees assume the moral and emotional risk. These results indicate that the theory of stakeholders should be operationalised, but not adopted rhetorically in the management of hospitality organisations. The moral accommodation of homeless guests is not just to make the policy reflective of the external stakeholders, but also invest in the wellbeing of employees as their key stake.
[bookmark: _Toc223015125]4.3.3 Operational and Managerial Implications to Ibis Swansea
The results have significant operational implications on Ibis Swansea and other business of the budget hotels. To begin with, there is an indication that there should be more apparent configurations of vulnerability management regulations that outline the duties, escalation procedures, and accountability lines of the staff. In the absence of them, employees have to figure out how to respond on the spot, which adds more operational risk and emotional burden (Cau Ngoc et al., 2023). Second, the targeted training interventions become one of the most important issues. Budget hotels instead of general customer service training would gain access to specialised mental health awareness and de-escalation methods and trauma-informed service delivery modules. It was found that even low-cost, short-format training can have a major effect on raising staff confidence and decreasing ethical stress (Bekele et al., 2023). 
Third, the element of the managerial presence and communication is the key aspect to shape the experiences of the staff. In the case of Ibis Swansea, wellbeing cheque-ins and peer-support systems are potentially ways of reducing burnout without heavy investment. Lastly, the cooperation with other agencies must be institutionalised as opposed to informal. Formal collaboration with local councils or support organisations will lessen the workload of hotel staff and enhance the results of homeless guests (Abdou et al., 2024). All of them together emphasise the fact that it is possible to achieve or realise ethical accommodation within budget hotels, although the process needs to be strategically aligned rather than reactive.
[bookmark: _Toc223015126]4.3.4 Limitations of the Study
Although this research can be a good insight, some limitations have to be considered. To begin with, the use of secondary qualitative data does not allow the ability to document real-time staff experiences, or organisation-specific practises at Ibis Swansea. Even though the analysis of documents permits the global synthesis of themes, the analysis cannot be as deep as primary interviews. Second, the research has concentrated on one budget hotel environment, which might not be useful in generalising the results to other hospitality markets. In hotels or alternative accommodation models, the higher tier of hospitality challenges in operation might vary and be of different magnitude. Third, availability and framing of existing literature influence the way findings are interpreted and this can be biased to some point, favouring some of the perspectives. Naturally, these limitations do not diminish the fact that the study has a solid exploratory background to the experience of the staff and operational issues associated with accommodating homeless guests.
[bookmark: _Toc223015127]4.3.5 Areas for Future Research
The main research focus in future should be on primary qualitative research with frontline staff in the hotel industry to obtain the lived experiences, coping mechanisms, and processes of making ethical decisions. There could be further comparative analysis of budget and full service hotels to understand how the organisational resources influence the vulnerability management. Also, longitudinal study might be a method to determine the long term effects of accommodating homeless guests on retention of staff, staff wellbeing and organisational culture. Incorporating the views of the guests with the experiences of the staff would be a more rounded perception of the dynamics of service. Lastly, future research needs to address the effectiveness of certain training and policy intervention, as a way of providing evidence-based advice to practitioners in the hospitality sector who wish to strike a balance between ethical accountability and the sustainability of operations.

[bookmark: _Toc221288078][bookmark: _Toc223015128]5. Conclusion
This Placement Research Project aimed to compare staff experiences and operational issues regarding the hosting of homeless guests in a budget hotel setting based on Ibis Swansea as the main case study. The study was driven by the increasing use of low-cost hotels as interim facilities of care to homeless guests such homeless people, those who have mental and health issues, and those who have disability needs. The research used a qualitative and secondary-data-based method of the case study approach, and these three main goals were accomplished: to examine the effects of operations on the work of the hotel departments, to estimate the experiences of staff members and their ethical issues, and to figure out the ways of walking the fine line between the service quality and the wellbeing of staff members. The results entail a full-fledged and evidence-based knowledge of the accommodation of vulnerability into the hotel operations, labour expectations, and ethical requirements in a limited budget hotel set up.
The study findings indicate that the provision of homeless guests has extensive implications on the normal operations of hotels, especially at the front office, housekeeping, and management departments. Employees working on the front line have more complex tasks because of long cheque-in, behavioural in the form of incidents, communication with outside agencies and more monitoring of the guests. Extended stay, room wear, hygiene- related demands also put extra pressure on the housekeeping departments, who frequently have no extra time and power to resolve the root of the problem. In the absence of formalised vulnerability management structures, management teams are also expected to strike balances between brand standards, financial sustainability, and ethical accountability. These operational pressures can assure that vulnerability accommodation is not a single incident problem but a systemic operational problem that cuts across various areas within the hotel and interferes with the routine service delivery procedures.
Simultaneously, the research points out that emotional labour, ethical tension, and perceived safety risks have critical influence on staff experiences. Morally complex situations where organisational rules are in conflict with personal values of compassion and care are common situations that employees have to deal with. The results reveal that such ethical ambiguity is one of the causes of emotional exhaustion, diminished job satisfaction, and high turnover intentions, especially in frontline and lone-working employees. Safety issues particularly working in the night shifts add to stress levels further because workers are not trained or supported by security measures to handle the unforeseen behaviour or crisis. Notably, the study indicates that perceptions of organisational support mediate the staff experiences in a great manner. In the case of ambiguous or inconsistent policies in managerial responses, the ethical tension and emotional weight are increased, fuelling the association between governing structures and the wellbeing of employees.
The gaps that were identified as key in the reviewed literature were training, preparedness, and organisational support. Inexpensive hotels like Ibis Swansea do not always use formal training programmes to equip employees with skills in identifying any vulnerability signs or acting appropriately in response to a mental health crisis or traumatic behaviour, which is why they tend to resort to informal and experiential learning. The lack of awareness training on mental health, the skills of de-escalation, and the concept of trauma-informed service models weakens the quality of provided services and puts employees at increased emotional and operational risk. The results highlight the fact that inadequate investment in training and staff support is not an activity that is a neutral cost-saving tool, but direct implications on the wellbeing of the employees, service quality, and organisational stability.
One of the key findings of this study is that trade-off between the quality of service and staff wellbeing in the activities of the low-end hotel is persistent. Weak guest accommodation requires more time, emotional work, and flexibility, which often distracts employees in their regular service requirements and influences the experience of the other guests. Excessive stresses of emotionally challenging situations, with a lack of proper recovery mechanisms, leads to burnout, absenteeism, and disengagement. Although the informal coping mechanisms (e.g. peer support and compassionate leadership) can somewhat alleviate such pressures, the paper affirms the fact that these strategies are delicate and cannot be implemented in a sustained manner unless they are supported by an institution.
This study contributes to hospitality research by shifting the focus from guest satisfaction metrics to frontline ethical strain within budget hotel environments accommodating homeless populations. It demonstrates that vulnerability accommodation is not solely a social responsibility issue but a structural operational challenge embedded in low-cost business models.



[bookmark: _Toc223015129]6. Recommendations
Following the results of this study, which indicate enormous operational stress, moral stress, and lack of training at Ibis Swansea, it is offered that the following should be implemented to enhance staff wellbeing and service delivery.
[bookmark: _Toc223015130]6.1 Implementation of Trauma-Informed and De-escalation Training
The study found a serious gap in employee readiness in terms of behavioural unpredictability. Ibis Swansea needs to deploy a systemic training intervention based on trauma-informed care and de-escalation. Marshall et al. (2024) note that trauma-informed training has considerable benefits regarding professionals' capacity to deal with complex social needs by decreasing secondary traumatic stress and promoting empathy. Moreover, specialised de-escalation training will be necessary to mitigate violent or aggressive events, especially that of front-office employees and night workers who have to work in high-risk situations (Brenig et al., 2023). Armed with these psychological instruments, the hotel would be in a position to change its reactive management approach to a proactive one hence lessening the operational burden of the housekeeping and front-line departments.
[bookmark: _Toc223015131]6.2 Therapeutic Strategies to Combat Burnout and Emotional Exhaustion
Since emotional labour is high, Ibis Swansea will have to go beyond informal support and implement formalised therapeutic measures for homeless guests. Some of the interventions suggested by McFarland & Hlubocky (2021) to address burnout and emotional exhaustion in frontline workers include mindfulness, cognitive-behavioural skills, and routine de-platforming sessions. The management can create reflective spaces that employees can use to think over situations that are ethically demanding. This is in line with the requirement of psychological capital, namely resilience and hope, which has been reported to alleviate the ill effects of the stress at work in the hospitality sector (Elshaer et al., 2024). By improving the social capital in the team by using peer-support networks a buffer against the individual stressors for homeless guests will be available.
[bookmark: _Toc223015132]6.3 Adoption of Mental Health First Aid (MHFA) Protocols
In order to bridge the gap of specific knowledge of managing homeless guests with mental illness challenges, the hotel ought to invest in Mental Health First Aid (MHFA) certification of key people. According to Robertson-Hart (2020), MHFA at work also raises the confidence of the staff with relation to the realisation of the first signs of mental distress and offers a clear outline of the provision of the initial support and professional signposting. With a low-cost hotel such as Ibis Swansea, the presence of MHFA-trained employees guarantees that the emergency of their guests is managed professionally, eliminating the ethical conflict experienced by hospitality workers, who otherwise believe that they are not qualified to provide the appropriate service (Robertson-Hart, 2020).
[bookmark: _Toc223015133]6.4 Development of a Standardised Crisis Management Framework
The research found out that reactive decision making is likely to cause departmental inconsistency. Ibis Swansea ought to come up with a thorough crisis management model depending on vulnerability. According to a meta-analysis by Casal-Ribeiro et al. (2023), in successful hospitality organisations, a well-implemented framework that incorporates risk assessment and precise communication guidelines is used. This structure must establish red lines as to the conduct of the guests, provoking factors to call emergency services, and the definition of roles to avoid the role overload that was found in the findings. Such processes are standardised, and this keeps the brand reputation intact and staff is not in danger.
[bookmark: _Toc223015134]6.5 Strengthening Compassionate Leadership and Governance
The leaders at Ibis Swansea can embrace the concept of compassionate governance to ensure that the objectives of an organisation are balanced with the welfare of its employees. According to Berkelly (2020), providing city leadership and organisational planning with the blend of kind objectives and sustainable development is the most efficient approach. Management can minimise turnover intentions by encouraging a culture in which care of staff is considered one of the primary stakeholder interests as opposed to a byproduct. The leaders should be on the frontline and be part of the emotional labour of the hotel and ethical responsibility should not be imposed on lowly workers instead it should be dispersed among the hierarchy.
[bookmark: _Toc223015135]6.6 Formalising Public-Private Partnerships (PPP)
Lastly, Ibis Swansea ought to legitimise its ties with local governments and non-governmental organisations. The existing informal system gives an unnecessary administrative and emotional strain on hotel managers. According to Canelas & Alves (2024), affordable and crisis housing is better governed by a public-private partnership (PPP). The hotel can enter into formal service-level contracts with Swansea Council or mental health charities to make sure that homeless guests enjoy external professional assistance (e.g. social workers or health visitors) within the hotel premises. This interdependent model reassigns the labour of care, and thus the hotel employees concentrate on hospitality, and specialists provide care to the guests regarding social and medical aspects (Canelas & Alves, 2024). This is a crucial strategic fit towards long-term sustainability of accommodating homeless groups within a low budget hotel environment.
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