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CASE STUDY SUMMARY: HOLIDAY INN
PETERBOROUGH-WEST (IHG)

Booking.com (2025): 8.0 overall rating, staff rated 8.9 for friendliness

Lack of structured wellbeing programmes increases emotional fatigue

Key insight: Communication gaps and workload imbalance remain major
stressors
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CONCLUSION

* Mental health challenges are a criical issue in modern hospitality
* Long hours, shortage of staff, and guest pressure drive stress and burnout

« At Holiday Inn Peterborough-West, teamwork is strong but wellbeing support weak
* Managers must balance operations with psychological safety

« A caring culture enhances staff morale and service quality

« Employee wellbeing and guest satisfaction are mutually dependent

* Mental health strategy is essential for organisational resilience

* Sustainable hospitality requires continuous support for employees
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RECOMMENDATIONS AND FUTURE
DIRECTION

+Establish a clear, written mental health policy for all employees (Guest,
2017)

+Train managers to detect and address early signs of stress (Kumar,
2018)

+Appoint wellbeing champions to provide peer support

+Ensure balanced shift schedules and regular rest breaks

+Conduct regular staff feedback surveys for continuous improvement

*Develop comfortable staff rest areas to promote relaxation (Bosma et

al,2020)
+Encourage open communication and transparent dialogue among teams

+Promote long-term wellbeing culture aligned with service excellence
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INTRODUCTION

Hospitality is one of the fastest-growing global industries with intense
service demands

Recovery remains slow and employee wellbeing concerns continue

Focus on Holiday Inn Peterborough-West, covering multiple departments

Research aims: identify causes, assess responses, and suggest improvements
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LITERATURE REVIEW 1: PREVALENCE OF
MENTAL HEALTH ISSUES

80% of chefs have experienced poor mental health (Sisson et al., 2023)
48% feel not enough support is provided by management
24% have sought treatment, only |0% received mental health training (Sedgwick-Jones, 2023)
Hospitality ranks among top sectors for stress (Cooper & Hall, 2018)
Emotional labour and unpredictable hours worsen conditions
Disconnection between wellbeing awareness and organisational action

Indicates urgent need for comprehensive wellbeing programmes

|
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LITERATURE REVIEW 2: ROOT CAUSES
AND ORGANISATIONAL CULTURE

« Chronic overwork, low pay, and limited rest increase burnout
(Batabyal & Das, 2019)

* Customer-facing roles demand emotional control, leading to
exhaustion (zell, 2022)

« Stigma discourages open discussion of stress and anxiety
(Kalfa et al, 2021)

« “Service before self” culture prioritises guests over staff
(Tribe, 2009)

* Managers avoid discussing stress due to reputation concerns
(Ford & Sturman, 2023)

« Structural stigma within organisations deepens silence on
mental health

* Limited HR investment and lack of inclusive culture sustain
turnover

* Necessity for proactive wellbeing culture across all

P N———
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LITERATURE REVIEW 3: POST-COVID
FACTORS AND INTERVENTIONS

1.65 million UK

hospitality workers

furloughed in 2020
(Ramuni, 2021)

Employee Assistance
Programs (EAPs)
introduced but
inconsistent (Sedgwick-
Jones, 2023)

Job Demand-Resources [ll  Maslow’s hierarchy:
model links high unmet safety and
demand and low belonging needs block

support to burnout wellbeing (Abu Bakar,

(Berthelsen et al, 2018) 2022)

Furlough
numbers

Furlough numbers in the hospitality sector continue to fall as demand for labour increases.
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METHODOLOGY

Qualitative, desk-based secondary research approach
(Cheong et al., 2023)

Framework used: PEAS to assess the problem and suggest
ways of improvement.

Ethical compliance ensured: honesty, objectivity, privacy
(Ravindra Kumar Kushwaha et al,, 2024)

Observational insights from Holiday Inn Peterborough- == i
West's work environment i rervaa





