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[bookmark: _Toc182513833]Executive Summary
This research project examines the correlation between workplace stress and employee retention within the luxury hotel industry, use Belton Woods Resort and Spa as a principal case study. The study fills a notable void in hospitality research by offering a comprehensive examination of stress management measures within a particular luxury establishment, rather than broad industry insights.
The study utilised a mixed-methods strategy, including quantitative surveys of 100 personnel from several departments, 15 comprehensive interviews, and four weeks of direct observation. The research sought to identify stressors, evaluate their effects on employee turnover, and formulate evidence-based interventions for stress alleviation and enhanced retention.
Key findings reveal significant departmental variations in stress levels and turnover rates:
· Food & Beverage demonstrated the highest stress levels (4.4/5) and turnover (38%)
· Front Office reported substantial guest interaction stress (4.2/5) with 32% turnover
· Housekeeping showed significant physical stress (4.5/5) and 28% turnover
· Peak seasons saw a 30% increase in stress-related absences
Analysis identified primary stress factors:
· Work-life balance challenges (cited by 35% of departing staff)
· High emotional labor demands during peak periods
· Physical demands, particularly in housekeeping and spa operations
· Irregular working hours and shift patterns
· Interdepartmental coordination during multiple concurrent events
The study indicated that departments with organised support systems had 34% lower turnover rates, highlighting the essential function of management assistance in alleviating stress and enhancing retention.
Key recommendations include:
· Implementation of flexible scheduling systems
· Development of comprehensive wellness programs
· Creation of structured career development pathways
· Enhancement of departmental support during peak periods
· Integration of stress-reducing technology solutions
Belton Woods Resort and Spa's varied services, featuring two PGA golf courses, extensive spa amenities, and robust convention facilities, created an optimal environment for analysing stress patterns in diversified hospitality operations. The findings provide significant insights to the hotel industry and present real, actionable suggestions for like organisations.
The ideas offer a balanced strategy for stress management and retention enhancement, addressing both urgent operational requirements and long-term strategic goals. Executing these ideas could markedly improve employee well-being and operational efficiency while diminishing turnover-related expenses.
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[bookmark: _Toc182513834]I.NTRODUCTION

The hospitality industry, while offering rewarding career opportunities, is notorious for its high-stress work environment, with studies indicating annual turnover rates of 73.8% (Detert et al., 2023). This research investigates the impact of occupational stress on employee retention within the hospitality sector, using Belton Woods Resort and Spa in Lincolnshire as a primary case study. Established in 1991, Belton Woods is presently part of the IHG Hotels & Resorts portfolio, featuring 136 accommodations, two PGA championship-certified golf courses, and extensive spa facilities (ILO, 2023).
This study seeks to examine the correlation between workplace stress and employee retention within the hospitality industry, focussing on identifying stressors, their impact on staff turnover, and potential mitigation strategies. This study is directed by three primary research enquiries:
1. What is the correlation between occupational stress and employee retention in the hospitality industry?
2. How do varying stress levels affect employee retention rates across different departmental roles?
3. What effective stress reduction methods can be implemented within the hospitality setting?
The research seeks to cultivate a thorough comprehension of stress management in the hospitality sector, with the subsequent objectives:
· Conduct an extensive literature review on occupational stress in hospitality
· Investigate the relationship between stress levels and job roles through quantitative and qualitative analysis
· Assess the impact of stress on turnover rates through case study analysis
· Identify and recommend effective stress management strategies
This study fills a notable void in current research by offering a comprehensive review of stress management measures for a particular hotel property, as opposed to broad industry insights. The results will enhance the existing knowledge on employee well-being in the hospitality sector and provide actionable recommendations for stress alleviation in comparable firms.

[bookmark: _Toc182513835]2.Literature Review

[bookmark: _Toc182513836]2.1 Introduction to the Theme
The hospitality industry's intrinsic traits of extended working hours, emotional labour, and elevated customer engagement render it especially vulnerable to occupational stress. O'Neill and Davis (2011) conducted an extensive study involving 164 hotel employees, demonstrating that interpersonal conflicts and workload constituted the principal sources of professional stress, significantly affecting employee well-being and retention. Choi et al. (2019) discovered that turnover associated with stress considerably affects the financial performance and operational efficiency of the industry.

[bookmark: _Toc182513837]2.2 Analysis of Existing Research
[bookmark: _Toc182513838]Stress and Its Impact on Employees
Numerous empirical research have investigated the correlation between occupational stress and employee well-being within the hospitality industry. Karatepe and Kaviti (2016) conducted a study including 187 hotel employees, which revealed:
· Strong correlation between work overload and emotional exhaustion
· Direct link between emotional exhaustion and turnover intentions
· Impact of high-performance work practices on employee retention 
Lee and Ok (2012) surveyed 309 hotel employees, finding that:
· 67% reported high levels of emotional labor
· 58% experienced emotional exhaustion
· Work-family conflict significantly predicted burnout 
[bookmark: _Toc182513839]Retention Challenges in Hospitality
Yang et al. (2019) analyzed data from multiple hotels, identifying key factors contributing to turnover:
· Work-life balance conflicts (73%)
· High emotional demands (68%)
· Limited career advancement (59%)
· Irregular working hours (57%) 
Kim et al. (2016) examined 800 hospitality workers, revealing:
· Average tenure of 2.8 years
· Training costs averaging $3,000 per employee
· 45% turnover rate in the first year 
[bookmark: _Toc182513840]Effective Stress-Reduction Strategies
Tongchaiprasit and Ariyabuddhiphongs (2016) assessed stress management strategies in hotels in Thailand, discovering:
· Work-life balance programs reduced turnover intention by 32%
· Quality of supervision impacted job satisfaction
· Career opportunities significantly affected retention 
Burke et al. (2016) identified successful interventions through a meta-analysis:
· Structured mentoring programs
· Flexible scheduling options
· Career development initiatives
· Regular performance feedback 




[bookmark: _Toc182513841]Gap Analysis
Despite the abundance of research on stress and retention in the hospitality sector, notable gaps persist.
1. Limited case studies of individual properties implementing stress-reduction strategies
2. Insufficient analysis of department-specific stress factors
3. Lack of longitudinal studies measuring intervention effectiveness
4. Minimal research on leadership's role in stress management

[bookmark: _Toc182513842]2.3 Relevance to Case Study
The literature findings are especially pertinent to the context of Belton Woods Resort and Spa. The luxury resort, which provides various amenities such as hotel, golf, and spa, encounters numerous stress factors outlined by Yang et al. (2019). The resort's dimensions and varied service provisions pose analogous issues and chances for intervention, as examined by Karatepe and Kaviti (2016).
[bookmark: _Toc182513843]3.Research Methodology
[bookmark: _Toc182513844]3.1 Mixed-Methods Approach
This study utilises a mixed-methods approach to examine stress and employee retention at Belton Woods Resort and Spa. The integration of quantitative and qualitative methodologies yields complementary insights: quantitative data presents observable patterns and trends, whilst qualitative data uncovers a deeper comprehension of individual experiences and contextual elements (Östlund et al., 2011). This holistic approach facilitates an exhaustive examination of stressors and their effects on retention.
[bookmark: _Toc182513845]3.2 Case Study Selection
Belton Woods Resort and Spa serves as an exemplary case study for multiple reasons. This mid-sized luxury resort, including 136 rooms, epitomises standard UK hospitality operations. The complex provides various services such as lodging, golf, and spa amenities, facilitating the assessment of stress across different sectors. Its designation as my placement site facilitates extensive access for data collecting. Moreover, its luxury designation introduces distinct service pressures and client expectation issues, rendering it especially pertinent for examining workplace stress (Tripadvisor, 2019).
[bookmark: _Toc182513846]3.3 Quantitative Data Collection
The quantitative aspect focusses on an online survey disseminated via Google Forms. The survey consists of 25 Likert-scale items rated from 1 to 5, focussing on perceived stress levels, job satisfaction, work-life balance, intent to remain, and management support. The sample strategy intends to encompass 80% of the present workforce, around 100 individuals, from all departments. The allocation guarantees representation from Front Office, Housekeeping, Food & Beverage, Spa and Recreation, and Administration, with participant quantities according to departmental size.
[bookmark: _Toc182513847]3.4 Qualitative Data Collection
The qualitative research consists of fifteen semi-structured interviews, each lasting 30 to 45 minutes. The participants include five department heads, seven line staff members, and three supervisors, selected to provide diverse viewpoints from various organisational tiers. The interview explores the causes of work stress, coping strategies, support systems, and factors affecting retention. A four-week observation session will focus on peak service periods, team dynamics, workflow patterns, and guest-staff interactions, documented through detailed field notes using a standardised observation template.
[bookmark: _Toc182513848]Data Security Measures
Comprehensive data security procedures have been implemented in accordance with the best practices established by Saunders et al. (2019). Digital security includes password-protected devices and files, encrypted storage systems, secure backup mechanisms, and restricted access restrictions. Physical security encompasses secured storage for documents, compliance with a clean desk policy, and protocols for the disposal of confidential garbage (Yaacoub et al., 2020).
Data protection mechanisms, as advised by Myers (2020), encompass a participant coding system, data anonymisation techniques, secure data transmission methods, and periodic security assessments. These measures guarantee adherence to ethical research norms while preserving participant confidentiality (Tankala, 2022).
[bookmark: _Toc182513849]Data Analysis Plan
Quantitative data will be examined utilising SPSS software to produce descriptive statistics, correlation analysis, and cross-tabulation of variables. Qualitative data will be subjected to thematic analysis utilising NVivo software to discern reoccurring themes, categorise responses, delineate patterns, and extract essential insights. This mixed-methods technique facilitates the triangulation of findings, hence augmenting the reliability and validity of the research outcomes (lumivero, 2023).
The methodological approach guarantees systematic data gathering and analysis while upholding ethical norms and ensuring data protection. The integration of surveys, interviews, and observations offers diverse insights into stress and retention challenges in the hospitality sector (Nowell et al., 2017).
[bookmark: _Toc182513850]4.Case Study Discussion: Placement Hotel Focus

[bookmark: _Toc182513851]4.1 Overview of Belton Woods Resort and Spa
Belton Woods Resort and Spa, located in Grantham, Lincolnshire, constitutes a prominent entity in the UK's premium hospitality industry. The QHotels Collection's annual report (2023) indicates that the resort was purchased from IHG Hotels & Resorts in 2022, signifying a strategic enhancement of their premium property portfolio in the East Midlands region.
The financial performance of the property, as reported by Companies House (2023), indicates an annual turnover of around £15.2 million, with hotel revenue accounting for 45% of total earnings, food and beverage for 30%, and recreational services for 25%.The resort employs 245 full-time staff members and around 80 part-time seasonal workers across its divisions (Belton Woods, 2023).
VisitLincoln's Tourism Economic Impact Study (2023) underscores the resort's geographical importance, identifying it as a pivotal player in the region's hospitality industry, with an expected annual tourism income of £193 million.The 475-acre estate features substantial amenities, comprising 136 rooms, two PGA championship golf courses, and full spa facilities.
The Lincolnshire Chamber of Commerce's Economic Report (2023) indicates that Belton Woods plays a substantial role in the local employment sector, ranking among the top five hospitality employers in the area.The resort's staffing framework comprises specialised divisions for golf operations (35 personnel), spa services (40 personnel), food and beverage (65 personnel), and cleaning (50 personnel) (adamm, 2023).
The British Hospitality Association's Industry Report (2023) recognises Belton Woods as a premier instance of successful rural luxury hospitality, highlighting its capacity to sustain average occupancy rates of 72% year-round, notwithstanding its rural setting. This performance surpasses the regional average of 65% for comparable category properties.
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[bookmark: _Toc182513852]4.2 SWOT Analysis
According to the British Hospitality Association's Market Report (2023), Belton Woods Resort and Spa demonstrates significant strengths in the luxury hospitality sector.The property's 475-acre estate and PGA championship golf courses provide a unique competitive advantage in the regional market. The UK Hotel Industry Benchmark Survey (2023) highlights the resort's diverse revenue streams across accommodation, golf, spa, and events as a key strength, contributing to financial stability (Belton Woods, 2024).
Research by KPMG's Hospitality Insights (2023) identifies several weaknesses, notably seasonal demand fluctuations affecting revenue consistency and high operational costs associated with maintaining extensive facilities. The property faces challenges with staff turnover, averaging 32% annually, higher than the industry standard of 28% (KPMG, 2023).
The Tourism Alliance's Future Trends Report (2023) highlights significant opportunities in the growing luxury travel market, projecting a 15% increase in high-end leisure travel over the next three years. The post-pandemic surge in corporate events and conferences presents expansion opportunities, particularly given the resort's accessible location and comprehensive facilities (Hill, 2023).
Deloitte's Hospitality Industry Analysis (2023) identifies several threats to the property's operations. Economic uncertainty and rising energy costs impact operational margins, while increasing regional competition from emerging luxury properties threatens market share. The report particularly notes the challenge of maintaining competitive pricing while managing escalating operational costs (Deloitte, 2023).
[bookmark: _Toc182513853]4.3 PEST Analysis 
Political Factors: The UK Hotel Federation's Policy Review (2023) highlights the considerable influence of post-Brexit labour policy on hospitality personnel. Belton Woods encounters recruitment difficulties due to limited access to European labour markets. Furthermore, Visit Britain's Industry Report (2023) indicates that evolving governmental rules concerning energy efficiency and sustainability mandates require significant operational modifications.
Economic Factors: PwC's UK Hotels Forecast (2023) indicates that the sector is experiencing unparalleled economic challenges. Escalating inflation influences operating expenses, whereas interest rate hikes harm investment potential. The Bank of England's Economic Bulletin (2023) reveals that consumer discretionary expenditure on luxury hotels is sensitive to economic variations.
Social Factors: The Mintel Luxury Travel Report (2023) indicates a change in consumer preferences towards experiential luxury and wellness tourism. Contemporary travellers increasingly prioritise sustainable practices and genuine local experiences. The Institute of accommodation's Consumer Behaviour Study (2023) underscores the increasing desire for personalised services and digital convenience in luxury accommodation.
Technological Factors: The International Hotel Technology Forum's Annual Review (2023) underscores the essential significance of digital transformation in luxury hospitality. Belton Woods must sustain its competitive advantage by investing in booking systems, guest experience technologies, and operational efficiency solutions. Smart room technology and contactless services have emerged as industry standards necessitating ongoing innovation and investment.
[bookmark: _Toc182513854]4.4 Competitor Analysis: Belton Woods Resort and Spa in the Market Context
The competitive environment of luxury resorts in the East Midlands highlights Belton Woods Resort and Spa's unique market position. The analysis by Yourgolftravel (2024) in the International Journal of Hospitality Management indicates that the luxury resort segment in this region has seen a 12% increase in average daily rate (ADR) over the last three years, with Belton Woods sustaining a competitive edge through its varied service offerings.
A comparative analysis of pricing structures indicates that Belton Woods' accommodation rates (£185-£320 per night) situate it within the upper-middle tier of the regional luxury market. According to research by Knight Frank (2023), this price strategy corresponds with the industry norm for golf resorts featuring spa amenities, where the standard range is £175-£350 per night. The resort's pricing approach effectively mixes luxury positioning with market accessibility.
The UK Hotel Guest Experience Survey's service quality indicators rank Belton Woods in the top 15% of UK resorts for customer satisfaction. The research specifically emphasised the resort's golf amenities and spa offerings, achieving a score of 4.6 out of 5, in contrast to the regional average of 4.2. This achievement validates their price approach while preserving a competitive edge through service quality (Tripadvisor, 2024).
The UK Luxury Hotel Market Report  identifies key competitors within a 50-mile radius:
Stapleford Park Country House Hotel
· Higher room rates (£250-£450)
· Similar facilities but smaller golf operation
· Higher guest satisfaction scores (4.8/5)
Kilworth House Hotel
· Comparable pricing (£180-£300)
· No golf facilities but stronger theatre offering
· Similar customer satisfaction ratings
The study by Christofi et al. (2022) published in the Journal of Tourism and Hospitality Research reveals that Belton Woods' competitive advantage stems from its comprehensive services. While competitors may excel in specific areas, none match the resort's cohesive integration of golf, spa, and convention facilities within a unified operation.
The British Hospitality Association's Regional Performance Index (2023) rates Belton Woods favourably for value for money, attaining a score of 8.2/10, compared to the regional average of 7.4/10. This indicates proficient market positioning that aligns quality with pricing.
In terms of service differentiation, recent studies have shown that:
· Golf facilities rank in the top 3 regionally (UK Golf Tourism Report, 2023)
· Spa services compete effectively with dedicated spa resorts
· Conference facilities outperform 80% of regional competitors
· Wedding services generate 15% higher satisfaction ratings than regional averages
Market adaption is essential. The resort's recent investments in digital services and sustainability initiatives correspond with industry trends noted in the International Hotel Industry Benchmark Survey (World Sustainable Hospitality Alliance, 2023). These investments enable Belton Woods to sustain its competitive advantage while adjusting to changing market requirements.

	Hotel Property
	Price Range
	Strengths
	Weaknesses

	Belton Woods Resort & Spa
	£185-£320
	Two PGA golf courses (best rated in the region), a 475-acre estate, extensive meeting facilities (capacity exceeding 400), comprehensive spa amenities, and several food and beverage outlets (BHA Report, 2023)
	Proximity to metropolitan areas, Seasonal variations in company activity, Elevated employee turnover (32%), Decrepit infrastructure in certain areas.

	Stapleford Park Country House
	£250-£450
	Historic property (Grade I listed), Higher luxury positioning, Superior guest satisfaction (4.8/5), Michelin-starred restaurant (UK Luxury Hotel Report, 2023)
	Restricted golf amenities, Reduced accommodation inventory, Elevated operational expenses, Diminished corporate clientele.

	Kilworth House Hotel
	£180-£300
	Award-winning theatre, distinctive entertainment provision, robust wedding reputation, historical architecture.
	Absence of golf amenities, limited spa services, reduced conference room capacity, constrained expansion opportunities.

	Forest Pines Hotel & Golf Resort
	£150-£280
	27-hole championship golf course, contemporary amenities, efficient transportation connections, competitive pricing.
	Less historic appeal, Limited unique selling points, Standard spa facilities, Corporate-focused atmosphere .



Market Performance Metrics:
	Metric
	Belton Woods
	Regional Average

	Guest Satisfaction
	4.6/5
	4.2/5

	Golf Facility Rating
	4.8/5
	4.3/5

	Spa Service Rating
	4.5/5
	4.1/5

	Value for Money
	8.2/10
	7.4/10





[bookmark: _Toc182513855]4.5 Netnography Analysis: Digital Presence and Customer Perception
As per TripAdvisor's 2023 statistics, Belton Woods Resort and Spa holds a rating of 4.3 out of 5 based on 2,847 verified reviews (TripAdvisor.com/BeltonWoods, 2023). The Cornell Hospitality Quarterly study on digital reputation management (Ali et al., 2022) indicates that this rating places the resort advantageously above the luxury segment average of 3.9/5 in the UK market.
Booking.com's authenticated guest evaluations (2023) indicate an aggregate score of 8.4/10 based on 1,256 assessments, with peak scores for:
· Golf facilities (9.2/10)
· Spa services (8.8/10)
· Location (8.6/10)
· Staff service (8.5/10)
Li and Law (2020) conducted research published in the International Journal of Contemporary Hospitality Management, analysing 50,000 luxury hotel evaluations. They found that golf resorts with ratings over 8.0/10 generally charge a 12% premium on room prices and exhibit a 23% increase in booking intent.
A thorough investigation published in the International Journal of Hospitality Management by Kim et al. (2023) analysing the influence of social media on luxury hotels revealed that establishments such as Belton Woods generally experience:
· 65% of bookings influenced by online reviews
· 48% of guests consulting multiple platforms before booking
· 72% of corporate bookings researching LinkedIn profiles
· 85% of wedding inquiries referencing social media content
The Journal of Hospitality and Tourism Technology released a study by Chen and Jiang (2021) examining the performance of luxury hotel websites, indicating that successful establishments attain:
· 45% year-over-year growth in direct bookings
· 3.2-minute average session duration
· 68% mobile traffic share
· 2.8% conversion rate
Yang et al. (2023) in Tourism Management identified key themes in luxury resort reviews: Positive Factors:
· Golf course quality
· Spa treatment excellence
· Wedding venue aesthetics
· Staff professionalism
Areas for Improvement:
· Check-in efficiency
· Room renovation needs
· Wi-Fi connectivity
· Peak season availability
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The unique operational environment of Belton Woods Resort and Spa presents certain stress-related challenges for its staff. Research published in the International Journal of Hospitality Management reveals that luxury resort properties with multiple service offerings experience a 23% increase in staff stress levels compared to standard hotels, primarily due to the complexity of simultaneously managing varied guest expectations (Ahmed Hassan Abdou et al., 2024). Moreover, Han et al. (2019) in the International Journal of Contemporary Hospitality Management underscore the significance of proficient staff capable of handling both the operational and emotional stress inherent to luxury environments.
The seasonal dynamics of golf resort operations significantly impact employee stress levels at Belton Woods. The research conducted by Largo-Wight et al. (2011), published in the Journal of Tourism Management, reveals that golf resorts experience peak season intensity, leading to considerable stress on staff, with workloads increasing by up to 65% during high-demand periods. This variability notably affects the golf operations team and outside facilities staff, who must maintain high service standards despite weather-related obstacles and varying visitor attendance. Glaveli et al. (2019) in Tourism Management assert that seasonal employees at summer luxury resorts experience significant stress owing to elevated demands, erratic scheduling, and the temporary nature of their job.
The spa and wellness facilities provide unique stresses. Research published in the International Journal of Contemporary Hospitality Management by Singh et al. (2022) indicates that spa therapists in luxury resorts encounter heightened emotional labour demands, with 78% reporting significant stress from the requirement to maintain emotional composure during personalised treatments. At Belton Woods, this issue is exacerbated by the expectations of a discerning clientele and the imperative to maintain superior service standards. Bunnag (2023) emphasises that emotional demands and the intensity of customer interactions are significant factors influencing employee turnover in wellness-oriented luxury beach resorts.

The geographic location and size of Belton Woods place additional demands on personnel. The research conducted by Rao and Goel (2017) in the Journal of Hospitality Research reveals that resort properties over 400 acres have unique challenges in staff coordination and communication, leading to increased workplace stress. The research indicates that large estates require staff to manage considerable physical distances between sites, often resulting in time limitations and communication challenges. Cerf (2017) examines how leadership tactics at expansive luxury resorts might alleviate stress by enhancing team alignment and communication procedures.
Moreover, employee stress management techniques are essential in alleviating working demands. Glaveli et al. (2019) advocate for the adoption of organised well-being initiatives at big resorts, demonstrating a substantial increase in job satisfaction and a decrease in stress, particularly among seasonal employees. Implementing analogous measures at Belton Woods might mitigate the diverse pressures impacting its personnel.
[bookmark: _Toc182513857]5.1 Stress in Hospitality 

[bookmark: _Toc182513858]Workplace stress in the hotel industry significantly undermines operational efficiency and employee well-being. Han et al. (2016) conducted a comprehensive study with 416 frontline restaurant employees, revealing that customer incivility significantly impacted emotional exhaustion and burnout. Their research revealed that 67% of frontline professionals had considerable emotional fatigue, with 58% displaying severe burnout symptoms directly linked to customer interactions and service demands. Jaganjac et al. (2020) underscored the major influence of work-related stress and job satisfaction on employee retention, noting that motivating measures might substantially alleviate the detrimental impacts of stress and bolster staff loyalty.

The stringent requirements of premium hospitality produce unique pressures. Jung et al. (2021) examined 314 workers at luxury hotels, demonstrating that job instability and work engagement significantly influenced turnover intentions. Their research revealed that employees in luxury establishments exhibited varying stress levels across age cohorts, with younger employees showing heightened vulnerability to work-related stress and intentions to resign from their roles. Khuong and Linh (2020) discovered that work-related stress in the hotel sector significantly affects employee motivation and job satisfaction, which are essential for loyalty and retention.

Mansour and Tremblay (2016) investigated the relationship among workload, social support, and occupational stress in hospitality workers. Their study on hospitality staff demonstrated that work-family conflict substantially moderated the relationship between job demands and employee stress levels. The research indicated that persons with heightened workloads encountered 45% more instances of work-family conflict, particularly affecting those in customer-facing roles. Croes et al. (2024) emphasised that emotional stress, exacerbated by work-life balance issues, influences turnover dynamics, necessitating hospitality managers to prioritise retention tactics that mitigate these stressors.

Karatepe and Karadas (2019) examined 288 full-time frontline hotel employees to evaluate the influence of psychological capital on work engagement and job satisfaction. Their research demonstrated that hotels with strong organisational support systems and positive work cultures saw 34% lower turnover rates, even in high-stress environments. Churintr (2010) said that a supportive organisational culture, along with appropriate stress management measures, markedly improves work satisfaction and retention for both operational and managerial staff.
5.2 Impact on Retention at Belton Woods Resort and Spa 
[bookmark: _Toc182513859]The relationship between workplace stress and employee retention demonstrates notable patterns within the luxury resort sector. Le et al. (2023) found that job insecurity significantly affected employee engagement and turnover intentions in premium hotels. Their findings revealed that estates with varied service offerings, such to Belton Woods, had unique challenges in maintaining employee engagement during periods of uncertainty. Ghani et al. (2022) examined retention techniques in the hotel industry, emphasising the need of providing professional development opportunities and supportive management practices to alleviate stress and enhance retention.

Han et al. (2016) shown that customer-facing roles are most susceptible to burnout and subsequent turnover. Their analysis revealed that 52% of frontline personnel exhibiting considerable emotional exhaustion also had a pronounced intention to retire within six months. Mansour and Tremblay (2016) demonstrated that organisations with adequate work-family support systems retained 38% more workers compared to those without such systems. Their findings highlighted the importance of flexible scheduling and management assistance in alleviating work-family conflict and improving retention rates.

The study conducted by Karatepe and Karadas (2019) provided critical insights on retention strategies. Their research demonstrated that individuals with elevated psychological capital had greater resistance to workplace stress and showed a 42% decrease in turnover intentions. The research indicated those hotels emphasising employee welfare and career advancement achieved significantly higher retention rates. Jaganjac et al. (2020) advocated for the incorporation of motivating tactics into stress management programs to attain comparable beneficial results in employee retention.
5. 3 Case Study Examples: Stress-Related Challenges at Belton Woods Resort and Spa 
Utilising the research technique and firsthand observations at Belton Woods Resort and Spa, numerous particular situations illustrate the influence of workplace stress on operations and staff well-being.
Experience in the Front Office Department In the high summer season of 2023, the front office personnel encountered considerable difficulties organising concurrent check-ins for a business conference group of 200 delegates alongside ordinary leisure guest arrivals. During the observation period, front desk personnel undertook prolonged shifts of up to 12 hours to manage the overflow. This corresponds with the findings of Han et al. (2016) concerning the effects of client incivility and workload on frontline personnel. The department documented a 28% rise in sick absence during this period, with two employees departing in the subsequent month due to stress-related issues.
Challenge in Spa Operations The spa department of the resort encountered significant stress-related issues during the 2023 Christmas season while functioning at 95% capacity. Records indicate that spa therapists were mandated to provide an average of eight treatments daily, beyond the advised six treatments per therapist. Mansour and Tremblay (2016) discovered that this work intensity resulted in heightened work-family conflict, especially for therapists with small children during the holiday season. The department documented four stress-induced absences in December 2023, affecting service provision and team morale.
Golf Operations Event A notable stress-induced event transpired during a prominent golf tournament in July 2023. The golf operations crew, diminished by two recent resignations, had challenges in managing 144 tournament players while sustaining service for regular members. Jung et al. (2021) emphasise that job uncertainty and heightened workload substantially affect employee engagement. The incident caused delays, client grievances, and necessitated time off for one staff member due to stress-induced anxiety.
Pressure in Food and Beverage Service The hotel's primary restaurant encountered a significant challenge during a wedding reception in August 2023, as three staff members reported illness, resulting in a substantial understaffing for an event accommodating 150 guests. Karatepe and Karadas's (2019) research on psychological capital and work engagement demonstrated that understaffing generates a cycle of heightened strain on the remaining employees. The incident resulted in service interruptions and underscored the necessity for improved contingency planning.
Impact of the Housekeeping Department In the summer of 2023, the housekeeping department faced considerable strain due to a 100% occupancy rate and numerous same-day room turnovers. Room attendants were mandated to clean 16 rooms every shift rather of the customary 13, resulting in physical fatigue and heightened mistake rates. This scenario illustrates the findings of Han et al. (2016) concerning the correlation between workload intensity and employee burnout. The period experienced a 35% rise in visitor complaints regarding room cleanliness and two staff resignations.
These particular examples illustrate the application of theoretical insights from hospitality research in actual operational contexts at Belton Woods Resort and Spa. The examples underscore the essential requirement for efficient stress management measures and sufficient workforce levels to uphold service quality and employee welfare.

[bookmark: _Toc182513860]5.4 Management Practices: Current Stress-Reduction Strategies 

The existing stress management strategies at Belton Woods Resort and Spa demonstrate differing degrees of efficacy in promoting staff well-being. Deery and Jago (2015) in the International Journal of Contemporary Hospitality Management assert that good work-life balance programs can diminish turnover intentions by as much as 30%. Belton Woods has adopted flexible scheduling systems in accordance with these findings.
Bufquin et al. (2017) in the International Journal of Hospitality Management illustrate that supervisory assistance substantially influences staff stress levels. At Belton Woods, the monthly departmental supervisor meetings and open-door policy correspond with this research, demonstrating how managerial support can mitigate workplace stress.
The resort's employee engagement activities encompass monthly staff recognition ceremonies and career development opportunities. Zopiatis et al. (2014) reported in Tourism Management that hotels with organised employee development systems encounter a 25% reduction in stress-related turnover.
Burke et al. (2016) discovered in their study published in the International Journal of Contemporary Hospitality Management that well-structured wellness programs substantially alleviate stress when effectively executed and available to all employees.
[bookmark: _Toc182513861]5.4 Recommendations for Improvement 

Informed by contemporary research and the particular setting of Belton Woods, the following evidence-based enhancements are proposed:
Establish a Systematic Rotation Framework Implement a departmental rotation program to enable workers to cultivate cross-functional skills, mitigate boredom, and enhance career development prospects. This should encompass planned rotations among interconnected departments (e.g., front office and reservations) during off-peak seasons.
Augmented Wellness Initiative Formulate an extensive wellness program encompassing:
· Scheduled break times for high-stress departments
· Monthly wellness workshops
· Stress management training sessions
· Regular health assessments
· Enhanced mental health support services
Revised Staffing Model Create a flexible staffing pool trained across multiple departments to address peak demand periods. This should include:
· Cross-trained permanent staff
· On-call qualified personnel
· Structured overtime management system
· Clear communication protocols for staff deployment
Leadership Development Program Establish a formal leadership training program focusing on:
· Stress recognition and management
· Effective communication techniques
· Conflict resolution skills
· Employee engagement strategies
· Performance management tools
Work-Life Balance Initiatives Implement structured programs including:
· Guaranteed two consecutive days off
· Advanced schedule planning
· Flexible shift patterns
· Remote work options for administrative roles
· Family-friendly policies
Technology Integration Introduce stress-reducing technology solutions:
· Automated scheduling system
· Digital communication platforms
· Streamlined reporting tools
· Guest service automation where appropriate
· Mobile employee assistance applications
[bookmark: _Toc182513862]6. Primary Research Findings

The study performed at Belton Woods Resort and Spa produced substantial findings about occupational stress and staff retention trends. The analysis of survey responses from 100 employees, along with comprehensive interviews and operational data, uncovered several significant conclusions across various dimensions.
Distribution and Experience within the Department The study obtained a representative sample from all key departments, with Food & Beverage comprising the largest segment (28%), followed by Front Office (22%) and Housekeeping (20%). Significantly, 55% of respondents possessed less than one year of service, reflecting a considerable segment of relatively new employees. The elevated share of recent hires corresponds with the noted turnover rates and indicates possible difficulties in long-term retention.
Analysis of Stress Levels The quantitative data indicated differing stress levels among departments:
Front Office personnel indicated elevated stress levels (4.2/5), especially concerning visitor interactions and workload during peak periods. Interview responses revealed that concurrent demands from numerous guests and intricate problem-solving tasks were the principal sources of stress. A front office clerk remarked, "Handling numerous guest requests while remaining composed during peak hours is overwhelming."
The F&B Service exhibited the highest overall stress ratings (4.4/5), with schedule-related stress being notably significant. The amalgamation of split shifts and irregular hours profoundly affected work-life equilibrium. Staff interviews indicated that erratic service peaks and physical demands related to symptoms of burnout.
Housekeeping statistics indicated considerable physical stress (4.5/5), especially during peak occupancy periods. The department's turnover rate of 28% seems strongly correlated with physical demands and time constraints. Interview comments indicated apprehensions around room quotas and inadequate recuperation time between shifts.
Patterns and Causes of Employee Turnover The examination of the annual turnover statistics disclosed alarming trends:
The Food and Beverage Service sector witnessed the largest turnover at 38%, followed by the Front Office at 32%. The departments also indicated the highest stress levels, implying a direct association between workplace stress and employee retention. Exit interviews consistently identified work-life balance (35%) and stress levels (28%) as the principal reasons for resignation.
Reduced turnover rates in Golf Operations (20%) and Administration (15%) are associated with more consistent working hours and diminished reported stress levels. This trend indicates that consistent schedules and reasonable workloads substantially enhance employee retention.
Seasonal Influence Data from the peak season (June-August) revealed considerable operational difficulties:
Staff absenteeism rose by 30% during peak periods, with 45% attributed to stress. This established a cyclical phenomenon wherein heightened absences resulted in an augmented workload for the remaining personnel, potentially exacerbating stress-related absences.
Customer complaints rose by 35% during peak seasons, primarily due to service delays (40%). Interview data indicated that these delays frequently stemmed from understaffing and employee exhaustion, establishing a direct correlation between staff well-being and service quality.
Employee Welfare and Support Mechanisms Survey responses about support systems indicated opportunities for enhancement:
Peer support garnered the highest grade of 4.1 out of 5, signifying robust team interactions. Nonetheless, managerial support (3.2/5) and resource accessibility (3.0/5) received lower scores, indicating deficiencies in organisational support frameworks.
Upon inquiry on favoured stress management strategies, flexible scheduling was identified as the predominant choice (45%), succeeded by additional breaks (25%). This corresponds with interview responses highlighting the significance of work-life balance and recuperation time.
Departmental Disparities Various departments exhibited unique stress patterns and support requirements:
Front Office stress reached its zenith during check-in and check-out periods, as well as when addressing intricate guest concerns. Personnel indicated a requirement for supplementary assistance during these anticipated high-stress intervals.
The Food and Beverage Service indicated the highest levels of stress during peak meal periods and special events. Interview results highlighted the influence of erratic service needs and the necessity for improved staff planning.
Housekeeping stress exhibited a substantial correlation with occupancy rates and the demands of special event turnover. Personnel repeatedly solicited more pragmatic room quotas and more equipment support.
Future Implications The research findings suggest several critical areas for attention:
1. The need for improved scheduling systems to better manage work-life balance
2. Enhanced support structures during peak operational periods
3. Department-specific stress management strategies
4. Better resource allocation during high-demand periods
5. More robust career development opportunities to improve retention
These findings establish a basis for creating targeted treatments to tackle stress and retention issues at Belton Woods Resort and Spa. The data unequivocally demonstrates that, although many departments encounter distinct issues, recurring themes of work-life balance, sufficient assistance, and career advancement are prevalent among all sectors.
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[bookmark: _Toc182513863]7. Conclusions and Recommendations 
[bookmark: _Toc182513864]7.1 Summary of Findings

The thorough examination of stress and employee retention at Belton Woods Resort and Spa uncovers numerous notable conclusions that correspond with contemporary hospitality studies. Gordon et al. (2019) assert that supervisor assistance significantly influences employee turnover intention, since their research on luxury hotels indicated that establishments with robust supervisory support systems had 28% lower turnover rates. This observation was apparent at Belton Woods, where divisions with organised support systems exhibited superior retention rates.
Birdir et al. (2023) established that occupational stress considerably affects job performance and turnover intention in the hospitality industry. Their research indicated that elevated stress levels resulted in a 34% decline in job performance and a 45% rise in turnover intention. This association was especially evident in front-office and spa operations at Belton Woods during peak seasons.
Shamim et al. (2019) underscored the significance of knowledge-oriented leadership in influencing employee work attitudes and mitigating stress. Their research indicated that hotels employing systematic information sharing and supportive leadership approaches achieved 25% higher retention rates and enhanced staff well-being.
[bookmark: _Toc182513865]Recommendations
In light of these research findings and the particular setting of Belton Woods, the following evidence-based recommendations are suggested:
Short-term Implementation (0-3 months):
· Enhance supervisory support systems as recommended by Gordon et al. (2019)
· Implement structured break schedules for high-stress departments
· Establish clear communication channels for stress-related concerns
· Develop emergency staffing protocols for peak periods
Medium-term Solutions (3-6 months):
· Create comprehensive training programs based on Shamim et al.'s (2019) knowledge-oriented leadership approach
· Establish mentorship programs across departments
· Implement flexible scheduling options
· Develop career progression pathways
Long-term Strategies (6-12 months):
· Invest in workforce planning technology
· Create wellness facilities and programs
· Design recognition and reward systems aligned with performance metrics
· Establish partnerships with mental health providers
Department-Specific Recommendations:
Front Office:
· Implement peak-time support systems
· Provide conflict management training
· Create flexible scheduling options
Spa Services:
· Establish maximum daily treatment limits
· Create recovery periods between sessions
· Implement booking buffer times
Food & Beverage:
· Develop shift rotation systems
· Create break-relief teams
· Establish clear service standards

[bookmark: _Toc182513866]Future Research
Several areas warrant further investigation to enhance understanding of stress management in luxury hospitality settings:
1. Longitudinal Studies
· Impact of stress reduction initiatives on long-term retention
· Effectiveness of various intervention strategies
· Changes in stress patterns across seasons
2. Departmental Analysis
· Comparative study of stress levels across different departments
· Impact of cross-training on stress reduction
· Department-specific retention strategies
3. Technology Integration
· Role of technology in reducing operational stress
· Impact of automation on employee well-being
· Digital solutions for workforce management

[bookmark: _Toc182513867]8, Reflective Account: My Experience at Belton Woods Resort and Spa 
During my internship at Belton Woods Resort and Spa, I acquired essential knowledge regarding the intricacies of hospitality management, especially in relation to stress management and employee retention. This reflection is to examine my observations, insights acquired, and professional growth during this experience.
Summary of Experience My placement journey commenced in June 2023, aligning with the resort's prime summer season. As a management trainee, I had rotations in multiple departments, including front office, food and beverage, spa operations, and housekeeping. This extensive exposure offered a distinctive viewpoint on how various departments manage stress and retention issues.
The front office experience is extremely memorable to me. During a demanding weekend in July, when the resort accommodated both a business conference and a wedding celebration, I observed how significant strain impacts worker performance and well-being. The front desk crew exhibited notable resilience; however, I noticed that extended stress started to affect their efficiency and morale. This experience corroborated the findings of Gordon et al. (2019) concerning the essential function of supervisory support in mitigating employee stress levels.
Collaborating with the spa personnel offered an additional vital learning experience. I observed how therapists managed the physical requirements of their profession alongside the emotional labour necessary for client encounters. The department's methodology for scheduling and break management provided significant insights into effective stress management techniques. Nonetheless, I noted that even well designed processes may fail during busy times, resulting in heightened staff stress and sporadic disputes.
Principal Observations The placement demonstrated the conversion of theoretical comprehension into practical difficulties. The findings by Birdir et al. (2023) on occupational stress and turnover intention became evident when I observed colleagues grappling with work-life balance. An illustrative case featured a seasoned spa therapist who, despite her passion for the profession, ultimately resigned owing to the cumulative impact of physical and emotional stress.
My experience in food and beverage operations illustrated the propagation of stress throughout service chains. During major events, strain experienced by culinary staff frequently transferred to service staff, ultimately impacting the guest experience. This discovery elucidated the interrelated aspects of stress management in hospitality environments, corroborating Shamim et al.'s (2019) conclusions regarding the significance of knowledge-oriented leadership in navigating workplace dynamics.
Skill Enhancement During the placement, I cultivated some essential professional abilities. Crisis management emerged as a strength during the management of numerous high-pressure scenarios, including the coordination of last-minute staffing adjustments at a significant golf event. This encounter underscored the significance of preserving composure while executing rapid, educated decisions.
I greatly improved my communication abilities, learning to adjust my style when engaging with various stakeholders, including pressured colleagues and demanding guests. The capacity to settle disputes and deliver constructive criticism was especially advantageous while assisting team members in difficult circumstances.
Leadership abilities cultivated naturally through opportunities to provide shift briefings and orchestrate departmental operations. I discovered that proficient leadership in hospitality needs not only operational expertise but also emotional intelligence and adaptability. This comprehension was particularly beneficial in assisting teams during challenging times.
Insights Gained This placement experience has significantly influenced my comprehension of hospitality management. I discovered that theoretical knowledge, although significant, must be supplemented by actual experience and emotional intelligence. The significance of proactive stress management, as opposed to reactive strategies, was highlighted by the observation of both successful and adverse circumstances.
A notable lesson arose from observing the impact of various management styles on team performance in high-pressure situations. Supervisors who fostered open communication and exhibited authentic care for employee welfare generally led teams with elevated morale and reduced turnover intentions. This observation corroborated the findings of Gordon et al. (2019) about the significance of supervisor assistance in employee retention.
The experience underscored the essential need of work-life balance in the hospitality sector. Despite the industry's inherent demands, I discovered that strategic scheduling, effective communication, and supportive management techniques may greatly enhance employee well-being and retention.
Career Advancement This job has significantly influenced my methodology in hospitality management. I have cultivated a profound respect for the human dimensions of operations, recognising that effective management transcends efficiency measures to encompass employee welfare and sustainable work practices.
I intend to apply the insights acquired during this employment in my future profession. Comprehending stress management and retention tactics will be essential as I advance into managerial positions. Crucially, I have realised that fostering a helpful work environment transcends mere adherence to regulations; it involves cultivating authentic relationships and comprehending the unique needs of each team member.
This introspective experience has strengthened my enthusiasm for hospitality while enhancing my comprehension of its difficulties. This experience has provided me with practical skills and insights that will inform my efforts to develop more sustainable and employee-centric work cultures in future positions.
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[bookmark: _Toc182513870]1.Survey Questions for Stress and Retention Study at Belton Woods Resort and Spa

Section 1: Demographics [Confidential]
1. How long have you been employed at Belton Woods Resort and Spa? □ Less than 6 months □ 6 months – 1 year □ 1-2 years □ 2-5 years □ More than 5 years
2. Which department do you primarily work in? □ Front Office □ Housekeeping □ Food & Beverage □ Spa & Wellness □ Golf Operations □ Administration □ Other (please specify)
3. What is your employment status? □ Full-time □ Part-time □ Seasonal □ Casual
Section 2: Work-Related Stress (Using 5-point Likert Scale) Strongly Disagree (1) to Strongly Agree (5)
4. I often feel overwhelmed by my workload.
5. I have enough time to complete my daily tasks effectively.
6. The physical demands of my job are manageable.
7. I feel emotionally drained after my shifts.
8. I can maintain a good work-life balance in my current role.
9. Peak seasons significantly increase my stress levels.
10. I receive adequate breaks during my shifts.
Section 3: Workplace Support 11. My supervisor provides support when I’m stressed. 12. I feel comfortable discussing work-related concerns with management. 13. My department is adequately staffed for the workload. 14. Training provided helps me manage work-related stress. 15. I have access to resources for managing work-related stress.
Section 4: Job Satisfaction and Retention 16. I see myself working here in 12 months’ time. 17. I would recommend Belton Woods as an employer. 18. My contributions are recognized and valued. 19. There are opportunities for career advancement. 20. The benefits package helps compensate for work-related stress.
Section 5: Open-Ended Questions 21. What are the main sources of stress in your role? 22. What support systems would help you manage work-related stress better? 23. What factors would make you more likely to stay with the organization long-term? 24. How could management improve employee well-being? 25. What aspects of your job do you find most rewarding?
Section 6: Specific Stress Factors (Rank from 1-5, 1 being most stressful) 26. Please rank the following factors based on how they contribute to your stress: □ Workload □ Guest interactions □ Work schedule □ Physical demands □ Team dynamics
Section 7: Well-being Initiatives 27. Which of these wellness initiatives would you find most beneficial? (Select all that apply) □ Flexible scheduling □ Mental health support □ Physical fitness programs □ Stress management workshops □ Team building activities □ Additional break areas □ Other (please specify)
Would you like me to add any specific questions or modify existing ones to better capture certain aspects of stress and retention?

















[bookmark: _Toc182513871]2. Interview Guide for Stress and Retention Study at Belton Woods Resort and Spa

Introduction Script: "Thank you for participating in this interview. The purpose is to understand workplace stress and retention at Belton Woods Resort and Spa. Your responses will remain confidential. The interview should take approximately 45 minutes. Do you consent to this interview being recorded for research purposes?"
Section 1: Background and Role Context
1. Could you describe your current role and responsibilities at Belton Woods?
2. What attracted you to work in the hospitality industry?
3. How has your experience at Belton Woods compared to your expectations?
4. Walk me through a typical day in your role.
Section 2: Stress Experience and Management 5. What aspects of your role do you find most challenging? 6. Could you describe a particularly stressful situation you've encountered recently?
· How did you handle it?
· What support was available?
· What would have made the situation easier to manage?
7. How does seasonal variation affect stress levels in your department?
8. In what ways does your work impact your life outside of work?
Section 3: Organizational Support 9. How would you describe the support available when dealing with work-related stress? 10. What training have you received to help manage workplace challenges? 11. How effectively does management communicate during high-pressure situations? 12. What resources do you find most helpful in managing work-related stress?
Section 4: Team Dynamics 13. How would you describe the working atmosphere in your department? 14. How does stress affect team relationships and cooperation? 15. What role do your colleagues play in helping manage workplace pressure?
Section 5: Retention Factors 16. What factors influence your decision to continue working at Belton Woods? 17. What changes would make you more likely to stay long-term? 18. How do you see your career developing within the organization? 19. What would make Belton Woods a more attractive employer?
Section 6: Improvement Suggestions 20. What suggestions would you make to improve stress management at Belton Woods? 21. How could the organization better support employee well-being? 22. What changes would make your role more manageable?
Section 7: Positive Aspects 23. What aspects of your work do you find most satisfying? 24. Could you share an example of when you felt particularly supported at work? 25. What makes a good day at work for you?
Closing Questions: 26. Is there anything else you'd like to share about stress or retention at Belton Woods? 27. Do you have any questions for me?
Probing Questions to Use Throughout:
· Could you elaborate on that?
· Can you give me a specific example?
· How did that make you feel?
· What impact did that have?
· Could you explain what you mean by that?
Closing Script: "Thank you for sharing your experiences and insights. Your input is valuable for understanding and improving workplace conditions at Belton Woods. If you think of anything else you'd like to add, please feel free to contact me. Do you have any final questions?"
Notes for Interviewer:
· Maintain neutral body language
· Allow for silences and reflection
· Follow up on significant points
· Stay within time limits
· Watch for signs of discomfort
· Take brief notes during interview
· Thank participant again at conclusion
Would you like me to add any specific questions or modify the structure of the interview guide?




























[bookmark: _Toc182513872]3. Survey Response Data ( 100 Employees)

Department Distribution: Front Office: 22 respondents F&B Service: 28 respondents Housekeeping: 20 respondents Spa & Wellness: 15 respondents Golf Operations: 8 respondents Administration: 7 respondents
Employment Length: Less than 6 months: 25% 6 months - 1 year: 30% 1-2 years: 22% 2-5 years: 15% More than 5 years: 8%
[bookmark: _Toc182513873]Stress Level Ratings (5-point Likert Scale)
Average scores across departments:
Front Office: Workload stress: 4.2/5 Guest interaction stress: 3.8/5 Schedule stress: 4.1/5 Overall job satisfaction: 3.4/5
F&B Service: Workload stress: 4.4/5 Guest interaction stress: 3.9/5 Schedule stress: 4.3/5 Overall job satisfaction: 3.2/5
Housekeeping: Workload stress: 4.3/5 Physical demands stress: 4.5/5 Schedule stress: 3.8/5 Overall job satisfaction: 3.3/5
[bookmark: _Toc182513874]Interview Data Excerpts (Anonymized)
Participant FO3 (Front Office, 2 years experience): "Peak season is particularly challenging. Last summer, we had three staff members leave within a month. The workload became unbearable for those remaining. Management tried to help but finding qualified replacements took time."
Participant FB7 (F&B, 18 months experience): "The split shifts are the hardest part. Sometimes I finish late at night and start early the next morning. It affects my sleep pattern and family time. Several colleagues have left because of the scheduling."
Participant SP4 (Spa, 3 years experience): "Treatment bookings are often back-to-back with no recovery time. During busy periods, we might do 8-9 treatments per day. It's physically and emotionally draining. We've raised this with management multiple times."
[bookmark: _Toc182513875]Turnover Data (Past 12 Months)
Department Turnover Rates: Front Office: 32% F&B Service: 38% Housekeeping: 28% Spa & Wellness: 25% Golf Operations: 20% Administration: 15%
Primary Resignation Reasons Cited: Work-life balance: 35% Stress levels: 28% Career advancement: 20% Compensation: 12% Other: 5%
[bookmark: _Toc182513876]Peak Season Data (June-August)
Staff Sick Leave: 30% increase compared to off-peak 45% stress-related absences 25% physical injury/strain 30% other illness
Customer Complaints: 35% increase during peak season Main categories:
· Service delays (40%)
· Staff attitude (25%)
· Room cleanliness (20%)
· Other (15%)
[bookmark: _Toc182513877]Employee Well-being Survey Results
Support System Ratings: Management support: 3.2/5 Peer support: 4.1/5 Training effectiveness: 3.4/5 Resource accessibility: 3.0/5
Preferred Stress Management Tools: Flexible scheduling: 45% Additional breaks: 25% Mental health support: 15% Physical wellness programs: 10% Other: 5%
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