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[bookmark: _Toc197636083][bookmark: _Toc199910772]Executive Summary 
In this report, the serious problem of employee burnout in the hospitality sector in the Grand Duchy of Luxembourg is discussed, with particular attention paid to the DoubleTree by Hilton hotel. A number of employees in the field are thus struggling with stress, long hours and burn-out. These issues not only influence staff wellbeing but also reduce quality of the customer service delivered and tarnishes the hotel reputation. Recent surveys report high levels of burn-out, depression and in some cases suicidal thoughts among hospitality workers in Luxembourg. The report indicates that poor working conditions and absence of mental health support; are a major factor. It also examines how rising pressure in the industry, for example less caller demand and lack of staff, is exacerbating the situation. To fix this, the report proposes practical change, for example, train managers in empathy leadership and provide the digital wellness tools. These steps can contribute to the morale of staff, while reducing levels of stress, and the results of service, which benefits the employees and the hotel better. The case of employee burnout at DoubleTree by Hilton Luxembourg leads towards the significant process of negative consequences. It is applied to the staff and overall performances of the hotel management at the same time. The state of burnout determines reduction in the staff wellbeing and impacts directly on the overall service quality. 
The report develops understanding to the employee burnout as emerging system to the critical challenge in the leading hospitality sector that is significantly impacting on the management of the staff wellbeing and effective values to the service quality. The emerging issue is particularly based on the pronounced process of the staff management in DoubleTree by Hilton Luxembourg. It seems that the employees face prolonger changes in the working hours, higher level of stress management system, and effective demanding to complete with the customer service expectations. The changes in the conditions while leading to the increase system of the emotional exhaustion, reduction in the job satisfaction, and higher management to the turnover rates within the staff members. The consideration of the hotel experiences seems declining in the overall operational efficiency and management of the guest experience that threatens the effective reputation within the highly competitive market.
The report presents the description on the burnout at DoubleTree by Hilton Luxembourg that is based on the provision of the stronger management of intense workload, implication of the insufficient resting periods, and limitation to the support systems for all the employees. The hospitality industry is associated with the implication of the fast-paced environment that are based on the management of staff to work during the long shifts with implicating the minimal breaks. It is leading towards changes in the physical and mental fatigue. Additionally, there is also a lack of effective communication plans and provision of the recognition that is helpful for the employee to determine the resolutions towards disengagement. The emerging factors are collectively diminishing the staff members towards processing the morale and motivation while undermining the positive ability for the delivery of the exceptional services in the customer management process consistently. For addressing the challenges, there is a comprehensive strategy for change management process. It seems utilizing the three-stage model based on the unfreezing, changing, and refreezing, the hotel for preparing the employees for transformation, implementation of the supportive policies and practices, and embedded the changes to maintain the culture. The employees are informed for making changes and are considered actively involved within the process, reduction of the resistance, and fostering the definite ownership. It is essential to monitor the training, mentoring aspects, and provision of the continuous feedback mechanisms that is essential for the management of transition and maintenance of the momentum with definite adaptability.
The implication of the significant strategy in the report is associated with the enhancement of the staff engagement and management of overall communication. It needs establishment of the regular system, transparent management of the communication channels like team meetings, use of the digital platforms, and consideration of the anonymous feedback tools that are helpful for empowering the employees to managing all the voice concerns with effective contribution of the ideas. Leadership seems essential for preferring the rate of empathy and management of the responsiveness for building the trust and strengthening the relationships in the teams. Additionally, the implementation of the wellness programs with implicating the flexible scheduling options that can alleviate the stress and promotion of a healthier work-life balance and providing effective directions towards the combating of the related burnout symptoms. For determining the effectiveness of the initiatives, the hotel needs adaptation of the clear success metrics and implication of the key performance indicators (KPIs). 
The indication allows employee satisfaction scores, rates of turnover, customer satisfaction processes, and management of the operational performance metrics such as using Average Daily Rate (ADR) and Revenue Per Available Room (RevPAR). There must be regular monitoring of the KPIs with implementing relevant actions for the positive insights, enabling effective process for the management and refining the strategies, and ensuring the continuous improvement for the employee well-being and guest services and operations. The consideration of the DoubleTree by Hilton Luxembourg is based on the holistic and the well-structured system for the integration of the change management practices. There is an improvements in the communication while targeting the wellbeing initiatives. It seems essential to invest on the workforce while fostering a definite management of the environment in the hospitality sector for providing long-term sustainability and related success.
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Currently, the mental health problem is a severe challenge in the hospitality sector in Luxembourg, especially among hotel and restaurant employees. The ‘Quality of Work Index’ by the Chambre des Salaries reveal that almost 50% of the staff in the industry suffer from burnout or sleep disorders, which is the highest among all sectors (Monaghan, 2025). This is even more worrisome because of the centrality of frontline staff in the continual delivery of guest satisfaction and, by extension, organisational image. Indeed, various studies have indicated that stress and employee burnout have adverse effects on the performance of employees and have adverse effects on turnover (López-Cabarcos et al., 2022). It does not get any better in the case of severe mental health conditions either. Same studies by CSL reveal that “20% of employees who are in the hospitality industry have considered suicide” and “9% experience depression owing to work-related stress” (CSL, 2024). Each of these figures is rather topical and indicates an obvious, and undeniably permanent, systemic problem. The (Chong et al., 2024) has it that stress, bullying, and long working hours are some of the psychosocial risks that may lead to high levels of absenteeism, development of poor job retention in the hospitality sector.
Even DoubleTree by Hilton Luxembourg, which is situated in the near vicinity of the city centre, has its facilities surrounded by the forest, offers modern amenities and services, and the Manager has not been spared from such queries (Shehawy, 2022). Even in this resort, current results of employee experience and posts in online platforms reveal high work expectations, inconsistent working hours, and low ratio of staff to guest, which are associated with burnout in the hotel industry. These issues, if not handled, would consequently pose a threat to the health of the staff and possibly the quality of the customer service and hence brand prestige (Ghosh, 2022). In addition to the consumers, there is a decreasing confidence level in the industry as well. A more specific survey according to the businesses Luxembourg economy specialists/ index “Luxembourg’s food and accommodation sector has lower confidence since mid-2023 due to negative demand (Statec, 2024). The case represents the stressed employees to develop the interpersonal tensions, lowering the morale of job satisfaction, and higher rates of turnover in the hotel. The decline results in staff shortages and eliminating the motivation towards completion of effective productivity and maintenance of the services standards. The issue impacts directly on the services of skilled and professional staff members. 
This further adds to the uncertainty and stress levels of the workforce.” The European Parliament (2023) has stated that the present practices that are practised both at the EU and national levels are inadequate to address the challenge of managing psychosocial risks in workplaces and called on businesses to be more proactive on issues that pertain to mental health (Unguren et al., 2024). Therefore, for the purpose of this paper, Strategic Insight Solutions has been expected to assess the burnout issues in DoubleTree by Hilton Luxembourg and subsequently provide suggestions anchored on empirical evidence. Indeed, this report shall use the STEEPLED model to analyses some of these external forces; an internal analysis called the SWOT analysis to detect internal strengths, weaknesses, opportunities, and threats; the next tool is the TOWS Matrix that will allow to identify strategies which will help the hotel to develop its advantages in the context of opportunities. Preventing or combating burnout isn’t a question of compassion but the survival of a business organisation. According to Ozturk et al. (2021), employees who are emotionally supported tend to enjoy higher levels of engagement, give better scores regarding guests, and are less likely to leave the organisation. 
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[bookmark: _Toc197636086][bookmark: _Toc199910775]Industry-Wide Challenges in Luxembourg's Hospitality Sector
The hospitality sector in Luxembourg faces numerous challenges, including serious mental health problems with burnout lines of businesses taking particular toll on the employees. UrTerminal: The 2024 Quality of Work Index by the Chambre des Salariés (CSL) shows that 51% of workers in Luxembourg are subject to psychological distress, and the hospitality sector is among the worst-affected. Indeed, 49% of hospitality workers state they suffer from burnout while 48.9% complain that they have sleep disorders (Prentice et al., 2025).
There are several factors in which this distress results.
· High Work Intensity and long working hours. Hospitality jobs have an exhausting nature wherein the need for long and usual hours of work contributes to physical and mental exhaustion (EHL, 2023).
· Management and control of emotions among employees is a common practice in creating a positive experience for the customers, which can be draining on emotions.
· The perceived lack of control over work schedule and inadequate reward for effort increases levels of stress (Pritchard, 2024).
· It turns out that around 14% of the employees admit to taking alcohol during work or during break-time as mechanisms of coping with the stress from the work place (Baquero, 2023).
The Quality of Work Index has decayed gradually over the years from 56.2 in 2014 to 54.3 in 2024 signalling a weakening in overall working conditions (CSL, 2024). Employees with no access to telecommuting options or those in open-plan office atmospheres face additional mental pressure, with many revolving to remote work to regain focus and well-being (Min et al., 2023).
[bookmark: _Toc197636087][bookmark: _Toc199910776]Impact on DoubleTree by Hilton Luxembourg 
Arriving in a peaceful forest area while being convenient to the city center, DoubleTree by Hilton Luxembourg shall provide a quiet escape to the guests. However guest reviews from platforms similar to tripadvisor allude to miscalculations in the running of the business that may indicate staff burnout. The setting of the hotel and services such as its indoor pool, modern European cuisine, and gardens behind which there are walking paths is pleasant, but that is not enough to counterbalance the service that is affected by working condition concerns of the staff (O’Neill and Davis, 2010). Many reviews point to unclean rooms, lack of variety at the bar and limited pool hours as the results of overworked staff (Visitamos, 2022; Wen et al., 2024). Delayed, service errors, orders, and improper behavior from the staff are signs of possible employee dissatisfaction and being tired (Min et al., 2023). Considering the wider mental health issues in the industry, it is probable that such happens to this hotel’s morale and performance as well (Cuc et al., 2022).
[bookmark: _Toc197636088][bookmark: _Toc199910777]SWOT Analysis of DoubleTree by Hilton Luxembourg
The SWOT analysis was carried out to examine the internal and external environment of DoubleTree by Hilton Luxembourg. Although the hotel profits from Hilton’s worldwide reputation and an eco-certified image, (Green Key Label) serious weaknesses include dissatisfaction of the hotel staff and negative guest feedback on staff attitude. Indubitably, strategic challenges are also influenced by these external threats including the industry burnouts on the rise and the enhanced legislative focus. A survey that was recently conducted by Axonify (2024) showed that close to half (47%) of all frontline hospitality managers are experiencing burnout; an overwhelming 68% stating that their team members were feeling the same way.
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Figure 2 four core competencies of intelligence 
source: (Business Insights Blog, 2019)

Table 1: SWOT Matrix – DoubleTree by Hilton Luxembourg
	Strengths
	Weaknesses

	Hilton brand reputation and global network
	High employee burnout levels and negative staff feedback (Chambre des salariés, 2025).

	Strategic location near city and forest (Gursoy, 2025)
	Emotional pressure from long shifts and low morale (Xu et al., 2022)

	Eco-certification (Green Key)
	Poor communication and inconsistent leadership

	Amenities: pool, fitness center, meeting rooms
	Negative TripAdvisor and Indeed reviews about staff service (Glassdoor, 2025)

	Opportunities
	Threats

	Leverage Hilton’s global mental health programs
	Rising legal pressure on workplace well-being standards

	Use Green Key for sustainable branding
	Increasing competition from wellness-focused competitors

	Employer branding through wellness initiatives (Choi et al., 2022).
	Staff shortages in Luxembourg HoReCa sector
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In order to further analyse the influence of the external forces, a STEEPLED analysis was used. This framework includes sociocultural, technological, economic, political, legal, environmental, ethical and demographic factors that influence Hospitality operations in Luxembourg. The external climate, according to the STEEPLED framework, is now focusing more on regulating mental well-being. Unless addressed proactively, this could be punishingly costly for DoubleTree, even in terms of its reputation and high employee turnover. At the same time, the increasing demand for ethical employers creates space for the marketing-focused repositioning (PricewaterhouseCoopers, 2022).
Table 2 STEEPLED Analysis – Key Factors
	Factor
	Impact on DoubleTree and Sector

	Social
	Younger employees demand mental health support and flexible working (PricewaterhouseCoopers, 2022).

	Technological
	Digital systems could reduce stress, but require adequate training and acceptance.

	Economic
	Rising cost of living and inflation impact wage satisfaction (Ayachit and Chitta., 2022).

	Environmental
	Hotel’s Green Key eco-label presents a positive differentiation opportunity (UNWTO, 2023).

	Political
	Labour reforms expected to tighten well-being and burnout regulations (Gov.lu, 2023).

	Legal
	Companies will face penalties for poor workplace mental health standards.

	Ethical
	Ethical obligation to offer fair workloads and psychological support (Cheng et al., 2023).

	Demographic
	Ageing workforce adds to pressure on staff scheduling and retention (Kloutsiniotis et al., 2022).
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Figure 1 Mean level of burnout in europe (scale 1-5)) Source: (Schaufeli, 2018)
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Having the data provided from the SWOT and STEEPLED models of analysis, a TOWS analysis was developed in order to develop the working strategic options for resolving the burnout problem.
Table 3 TOWS Matrix – Strategy Development
	Strategy Type
	Strategic Actions

	S-O Strategies
	Use eco-label and Hilton brand to promote wellness branding to recruit Gen Z talent

	W-O Strategies
	Implement Hilton’s digital wellness platform and train all team leaders in empathy-based leadership.

	S-T Strategies
	Use Hilton’s global influence to pilot new work-hour policies and shift scheduling tools

	W-T Strategies
	Redesign shift schedules using AI to balance workloads and reduce emotional strain (Ali et al., 2021).


For instance, the W-O strategy of unifying Hilton’s “Thrive at Hilton” programme, which provides mental health resources and stress management tools, is a cost efficient strategy that targets staff burnout, directly.
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This analysis confirms that the burnout problem is caused by the poor practices of leadership, prolonged shifts and lack of emotional support. These are further complicated by external problems such as changing labour laws and labour shortage, and increasing demands of ethics. The problems should be handled efficiently that may lead towards the significant challenges and legal threats, increasing the rate of turnover, and implicating harmful effects to the management of the employer and the brand (PricewaterhouseCoopers, 2022). According to a study presented by (PricewaterhouseCoopers, 2022), there are differences in the management of customer experience, increasing the value of satisfaction and loyalty, and implicating the greater aspect for the brand power and performance for the management of successful international hotels.
The consideration of the long shifts, poor management of leadership, and describing the lack of emotional support leads towards the causes of burnout in the hospitality industry. There are larger numbers of external concerns like describing the shifting in the management of the labour regulations, producing the effective labour scarcity measures, and increasing the calls for moral support of the accountability and effective transparency. It seems in determining the possible aspects within the internal problems. The problems must be addressed in deliberate manner otherwise, there might be some serious challenges occurred in the services and organisation like increases in the management of legal risks, significant increase in the rate of staff turnover, and damages to the employer brand in the competitive industry (PricewaterhouseCoopers, 2022). Therefore, it seems that the hotel sector needs efficiency in the quality of services for the provision of the direct impact on employee morale and overall management of the engagement. The implicated system of the tactical method allows handling of the issues while resolving the challenges with effective possibilities that are outlined in different framework such as TOWS matrix (Talukder et al., 2024). 
The process is critical for the creation of a definite culture and make direct encouragement to the emotional support with identification of the psychological safety practices (Vakira et al., 2022). According to Nikadimovs and Ivanchenko (2020), leaders at all levels should receive training in people-focused leadership, in addition to operational or technical knowledge in hospitality management. It has been demonstrated that a more compassionate and encouraging leadership style lowers stress and builds a more resilient workforce. Open-door policies, structured check-ins, and open lines of communication between management and employees can all help ensure that problems are resolved quickly before they escalate. According to Abubakar et al. (2022), bolstering staff support systems and internal culture builds long-term sustainability and brand equity. Improving the working conditions and mental health of staff has a direct and quantifiable impact on customer satisfaction and loyalty in the context of global hotel chains such as Hilton. Outstanding, individualised service is a key element of a memorable visitor experience, and employees who feel encouraged, appreciated, and well-rested are more inclined to provide it (Ali et al., 2022). 
The TOWS matrix also emphasises the potential of using data analytics and future technology to more accurately estimate workforce requirements, thereby lessening the effects of labour shortages. Employee satisfaction levels, possible problem areas, and performance patterns can all be found with the aid of these tools. HR and leadership teams may make more informed judgments and, where necessary, take proactive measures with the support of this data-driven strategy. Additionally, it protects the company's reputation as a progressive and ethical business, two qualities that are essential to preserving a solid employer brand. Marketing and reputation are also greatly enhanced by better working conditions for employees. A good corporate culture is most likely indicated by investor confidence, successful hiring practices, and external employer branding initiatives (Huang et al., 2021). Additionally, by emphasising employee wellness initiatives and ethical labour practices, Hilton and similar hotel chains can position themselves as industry leaders for both corporate responsibility and customer service.  In addition to these internal benefits, it's critical to recognise the broader impact on customer satisfaction. Brand strength and overall performance in international hotel chains were significantly impacted by customer satisfaction, loyalty, and experience (Businessperspectives.org, 2022). 
This suggests that employee well-being is more than just an internal management concern, as it has a direct impact on competitive advantage and key performance indicators. In essence, when employees are content, customers are content, and the brand as a whole is stronger and more resilient. Therefore, by acting strategically and purposefully, guided by the insights from the TOWS matrix, Hilton may be able to turn its current vulnerabilities into strategic strengths. Combining data-driven workforce planning, enhanced leadership practices, more innovative scheduling, and emotional wellness support can lead to a healthier and more engaged workforce. Hilton's long-term market position is bolstered, and consistent service quality is ensured as a result. 
[bookmark: _Toc197636092][bookmark: _Toc199910781]Recommendations and Change Management in Addressing Staff Burnout 
In order to produce several solutions to the major problem affecting DoubleTree by Hilton Luxembourg, namely the problem of staff burnout, various approaches are required. For the proper start, the selection and putting into practice of an effective and widely-covered employee well-being program is also mandatory (Ghani et al., 2022). There has been an increase in the prevalence of mental health issues among people working in Luxembourg and more than half of these employees are stressed (Luxtoday, 2024). According to a national survey conducted not long ago, almost 50% of employees in Luxembourg expressed high level of mental distress, burnout syndrome and sleeplessness and this reveals the necessity of special focus on the wellbeing of employees in the hospitality industry in this country (Luxembourg Times, 2024). Thus, proactive well-being intervention could pose a solution to this problem, and then minimise on turnover and increase on the satisfaction of the employees. Another way to relieve staff pressure is by introducing flexibility working hours. Whittington establishes that one’s flexibility on working hours if arranged correctly, enhances employee involvement and performance (Jung et al., 2023). In its case, shorter shift, rotating weekend working pattern, and job sharing could offer employees better work-life balance practices within Hilton and still be efficient enough to deliver on operational needs.
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Leadership also has a significant role to play with regards to the issue of burnout. Analysis of customer ratings from TripAdvisor also revealed staff’s exhaustion and service delivery issues, which show that organizational internal communications and manager backing rather positively impact the employees’ attitude and, therefore, the guests’ satisfaction (TripAdvisor, 2024). This issue needs to be cited as Burnes (2014) has rightly pointed out that, engagement of the employees is very important for minimizing resistance towards change and increase cooperation. 
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With a view of enriching staff well-being, DoubleTree could hire outside experts to examine the levels of well-being of its employees. Salama et al. (2022) insisted that external consultants give out impartial information which could reduce business risk. They could look at the existing loads as to the work rendered to make the necessary recommendations that would help improve the well-being of the employees.
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Technology can also help in increasing organizational efficiency in the course of working, as well as decreasing the stress on the staff members (Wallace and Coughlan, 2023). Shift scheduling by using artificial intelligence could also assist to provide a more fair allocation of shifts and thus alleviate the hassle of manual scheduling. According to the CIPD (www.cipd.co.uk) work overload due to unclear working roles goes a long way in causing burnout in the hospitality industry. This will be done through checking on various sections or departments’ standard operating procedures. It is ensure that the training and development manuals are updated for use by employees in handling their tasks especially in the course of performing their duties under pressure (Armstrong and Taylor, 2023)
For the creation of the supportive working policies, it is essential to manage the changing climate with the use of anonymous surveys and consideration of the focus groups while identifying the specific stressors as lacking the level of stress (Grobelna, 2022). It needs development of effective communication with promoting work-life balances. The hotel management is responsible to offer regular breaks, provision of access for free meals and drinks, and consideration of the flexible scheduling system for the accommodation of the personal processes. In the case of work distribution done in the organization based on technological influence, the Strategic HR Review notes that, it improves staff satisfaction, and thereby can be argued to disseminate fairness. Furthermore, structured on-boarding processes and definition of roles are required as well (Tatsi et al., 2024).
For the encouragement of the open communication system, it is essential to collect regular feedback with monthly surveys and provision of the employees with safer channels while expressing the concerns and learn about the areas of improvements (Nguyen et al., 2023). The team leaders should be trained with formal and informal processes, considering the level of stress, and manage job satisfaction in efficient manner.
[bookmark: _Toc199910785]Change Management Strategy
A change management strategy applied to the services in hospitality sector is structured using the classic using three different stages in the change management model such as unfreezing, changing, and refreezing (Katircioglu and Akgun Tekin, 2021). The initial stage is unfreezing that is associated in preparing the services towards change while challenging the definite system of the status quo and creation of the awareness based on the needs of definite change. The implication allows effective communication for the reasons towards the change, consideration of the employee concerns, and implication of definite sense of urgency for motivating the staff towards completion of the working practices (Magazine, 2021). 
The second stage is named as changing that allows implementation of the new processes such as technologies and management. The stage is helpful for providing continuous communication and reducing the act of resistance and effective confusion. It allows provision of the stronger training programs for the employees to maintain efficiency in the skills and related possible adaptation (Sung and Kim, 2021).  The stage engages the employees for the change process and fostering the ownership with reducing the pushback. Additionally, the leaders and managers use different learning methods for implementing new practices in effective manners. Somera and Petrova (2024) stated that there are some avoidance in disruption for guest-facing operations while making adjustments over the feedback and operational management system.
The final stage is named as refreezing that develops the changes by considering new behaviours for the maintenance of the culture of the organisation (Krishnan and Rathakrishnan, 2025). There is a recognizing and rewarding process for the employees who offer the change, collection of the on-going feedback for refining the processes, and maintenance of the training and support to sustain performances (Stavrinoudis et al., 2022). The encouragement of the employees directly impact on the satisfaction of the customers with describing the change considering the leadership support and management of continuous improvement in the services. 
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It can be assessed with the help of staff questionnaires filled in anonymously, with data on number of days lost through sickness, and with statistics of volunteers’ turnover and with the guest satisfaction index (Mao et al., 2020). According to the Harvard Business Review mentioned by Robbins, the use of performance metrics complements the satisfaction levels of both the employee and the end consumers. As for the targets, it is recommended for DoubleTree to assess these measures every quarter to adapt the actions taken to real-time feedback. This also implies that there should be good communication at all the implementation stages. Earnest Newton pointed out in 2010 that regardless of how well a business or an organization has planned, the implementation will fail if the strategic communication is not well done (Moustafa et al., 2024). This is through daily, weekly or even monthly staff briefings, constructed feedback and updated measures that can close the gap between policy making and its implementation. 
The implication of the stronger system for the staff engagement and use of the effective communication plan in the hospitality sector, it is essential to enhance two-way communication system for the employees to feel valued and involved within the success. The plan is considered regular for providing daily management, weekly involvement of the team huddles, and monthly management of the all-staff meetings for gaining consistent flow of the information (Said and Tanova, 2021). The use of digital communication platforms like Slack or Microsoft Teams and enhancing the real-time updates and effective collaborations between departments. There must be collection of the feedback using anonymous policies of tools. It make direct encouragement to the honest input without considering the fear of reprisal system. Jiang et al. (2025) elaborated that leadership should be used as the model transparency with effective approachability that allows sharing of the clear visions. There are responding process that is actively managing the employee concerns for building the trust and engagement.
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	Success Metric and KPI
	Description
	Evaluation
	Measurement

	Average Daily Rate (ADR)
	The earning of the average revenue is occupied room on daily basis (Katsaros, 2025)
	Measuring the average price that paid by the guests for a room following the pricing strategy effectiveness.
	ADR = Total Revenue of the Room / Selling of the Number of Occupied Rooms

	Revenue Per Available Room (RevPAR)
	Revenue that is generated per available room with combining the rate of occupancy and room rates.
	Assessing the overall room revenue performance measures, balancing of the occupancy and pricing.
	RevPAR = ADR × Occupancy Rate or Overall Room Revenue / Total Rooms Availability

	Rate of Occupancy 
	Percentage of rooms that are available and sold within the given time period.
	Indication of the hotel demand and utilisation of the room rates.
	Occupancy Rate = (Number of Rooms Selling / Number of Available Rooms) × 100

	Gross Profit for Operating Per Available Room (GOPPAR)
	Operation of the profit generated per available room after considering the expenses.
	Measuring the profitability relative to the room inventory, reflection on the cost control and revenue management system.
	GOPPAR = Gross Operating Profit / Available Number of Rooms

	Market Penetration Index (MPI)
	Comparison of the hotel occupancy rate to the description of the average occupancy of competitors.
	Evaluation of the market sharing and effectiveness of marketing and revenue management strategies.
	MPI = (Hotel Occupancy Value of Rate / Market Occupancy Rate) × 100

	Customer Management of  Satisfaction Score (CSAT)
	Guest of rating of satisfaction and managing the stay that are collected via surveys (Im et al., 2024).
	Gauges applied on the guest experience quality and management of service effectiveness.
	Average use of the score from guest surveys considering the level of satisfaction that is typically on a scale (e.g., 1 to 5)

	Net Promoter Score (NPS)
	Measuring the likelihood of guests while recommending the hotel to other people.
	Indication of the customer loyalty and potential management for positive word-of-mouth referrals.
	NPS = % Promoters – % Detractors that are based on guest survey and collection of responses

	Employee Satisfaction Level
	Reflection on the staff morale, engagement, and management of job satisfaction.
	Helping to understand the workforce wellbeing and prediction to the retention and service quality.
	Measuring of the system using employee surveys and feedback mechanism processes



[bookmark: _Toc199910788][bookmark: _Toc197636095]Costs Benefit Analysis
	Description
	Short-Term Costs (£)
	Medium-Term Benefits (£)
	Long-Term Benefits (£)

	Employee Relations Improvement
	-£100,000 (desired negotiations, legal charges)
	Increases in the employee satisfaction; reduction in the turnover rates and related risks. 
	Higher rates of retention of the employee; stability in the workforce; improvement in overall morale. 

	Staff Training and Development Sessions
	-£50,000 (training session, materials fir employees)
	Improvements in the operational efficiency; reduction in the emerging service disruptions. 
	Enhancement in the overall productivity; provision of better guest satisfaction; maintenance of competitive advantages. 

	Technology Management
	-£85,000 (booking services, automation management)
	Streamlining the effective processes; faster management to the guest services. 
	Reduction in the overall operational costs; provision of the innovation leadership in the competitive market. 

	Marketing and Promotions 
	-£60,000 (digital promotions, partnerships with influencers)
	Increases in the rates of bookings; makes expansion in the market reach. 
	Stronger implication of brand loyalty; sustainable revenue growth, use of social media platforms.

	Legal and Compliance Management
	-£30,000 (auditors, management)
	Mitigation in the risks; compliance assurance plans. 
	Avoidance in overall penalties; enhancement in the reputation. 
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	Issue
	Solution
	Outcome
	Timeline
	Estimated Cost

	Staff Stress
	Recommend an Employee Wellbeing Programme that would comprise mentors on mental health, availability of flexible shift, and stress management workshops.
	Moral enhancement, low turnover and enhanced productivity
	3 months setup
	€10,000 annually

	Higher Level of Staff Burnout
	Implementation of the regular wellness system with the use of workshops based on the stress management. 
	Improvement in overall employee well-being and reducing the rates of burnouts.
	3-4 months duration
	€5,000 quarterly

	Communication Gaps
	Introduce mobile-based communication platform, similar to apps such as Slack or Beekeeper, in a bid to eliminate delay in the provision of shift information, among other transit needs.
	The potential benefits that come with the new improved internal communication include faster task coordination, real time updates, and faster work flow.
	2 months setup
	€8,000 upfront + €2,000/year

	Team Conflict & Leadership
	Conduct quarterly training on “Inclusive Leadership & Collaboration” which also include dealing with emotional intelligence, diversity issues and feedback handling 
	Reliability, increased participation of team members and enhanced leadership aptitudes
	1 month initial, then quarterly
	€5,000 annually

	Weak Feedback System
	Pilot and adopt online feedback systems such as Officevibe or SurveyMonkey for anonymous staff feedback data on a frequent basis 
	Policies like early issue detection, empowering employees and improvement orientation all fall in this category.
	1 month to deploy
	€1,000/year

	Lack of Internal Communication System
	Introduction of the services using digital platforms and regular meeting with team members.
	Enhancement in the staff engagement system with faster resolution to the emerging issues.
	1-2 month timeline
	€2,000 for training monthly

	Lower Employee Motivation and Recognition Processes
	Launching of the employee recognition plan and reward management system
	Increments in the motivation with increasing level of job satisfaction.
	2 months duration
	€4000 annually 



Therefore, the action plan determines the emerging issues while pairing with the targeted solutions and addressing the challenges in efficient manners. The solution are associated with the expected outcome like improvements in the employee wellbeing, enhancement in the communication, increases in the motivation, collection of the feedback system while ensuring about the actions leading towards the measurable advantages (Grynko et al., 2024). 


1. [bookmark: _Toc197636099][bookmark: _Toc199910790]Conclusion 
In conclusion, the issue of staff burnout at DoubleTree by Hilton Luxembourg should be managed through change management strategies. Proper establishment of well-being programmers, flexible working hours and a proper on-boarding process will boost the morale and productivity of employees (Armstrong and Taylor, 2023). Leadership and communication are also important as emotionally intelligent leaders are able to identify burnout and maintain constructive attitudes at the workplace (TripAdvisor, 2024). Technological assets such as artificial intelligence time-tabling and using mobiles device also enhance operations and lessen the burden of work demands (Wang et al., 2022). This is because external consultants and other usual feedback procedures provide impartiality and constant enhancement (Grobelna, 2022). 
Furthermore, phased implementation accompanied by cost-effective approaches is also effective in the long run as it does not overload the body financially (Ahmed et al, 2021; Liu-Lastres et al., 2023). Furthermore, it also serves the company employees’ physical, mental, and social needs as well as business objectives to enhance guests’ satisfaction and organizational workflow. Moreover, feedback collected from employees through surveys as well as forums will also play a crucial role in the identification of the areas to be improved as well as the assessment of the success of new introductions. 
Another useful approach that may be considered is the introduction of the staff reward programs, of which effectiveness for boosting morale and preventing burnout has been proved. At DoubleTree, you can recognize a monthly award and a peer nomination as well as direct feedback from the managers. This makes employees feel valued and recognised, thus making them happy with the jobs they are doing. The managers at DoubleTree are suggested to pay importance towards improved communication systems to make the employees run through a feedback system towards identification of solutions towards the increased burnout. Kotter, (1996) model of practicing change staff’s important steps include engaging and mobilizing the required supporters and communicating the change vision. That is why it is important to learn investment in leadership to able to have a strong leadership to lead the development of other superiors. The managers who have adequate knowledge in applying emotional intelligence and conflict solving are capable of noticing signs of burnout and take measures to prevent worsening of the situation. 
In this report, it is establish that internal leadership in hospitality organizations fails to consider emotional intelligence and yet it is highly valuable in situations like seasonal highs. By implementing the strategic options found in the TOWS matrix, and with an example it includes (smarter scheduling, Wellness training, etc.), weak points can be turned into long-term asset. In addition to that, this would boost employee well-being, service quality and guest satisfaction which are necessary for Hilton’s long-term brand power. This could include daily check-ups of the mental health of employees, organising quiet time to meditate, reflecting, and even psychotherapy. It has elaborated that the consideration of the chronic stress, longer process of the working hours, and provision of insufficient support result in providing changes in the emotional and physical management within the employees. The stress imposes decline in the motivation and encouragement towards completion of the tasks appropriately.
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