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A. Introduction and description of the respondent/interview participant  

In the period November - December 2024, all project partners conducted in-depth individual 

interviews with managers from the hotel industry. The interviews were conducted according 

to a unified interview scenario, which was accepted by all partners. The partners prepared a 

summary of the interviews they conducted, and then the leader prepared a summary of all 

interviews conducted in the project. For an in-depth analysis of the interview results, the 

leader used advanced artificial intelligence tools - ChatGPT Qualitative Research Data Analysis. 

The study involved 22 hotel managers from three partner countries: Poland (5), Greece (7) 

and Cyprus (10 - two partners). The respondents were characterized by extensive experience 

in the industry. 

In Poland, the respondents had at least 10 years of experience, represented hotels in a large 

city (4 from Wrocław, including one "chain"), one "landscape" hotel in the countryside. Areas 

of interest: sales manager (2), catering (1), reception (1), president of the board. Two women, 

3 men. 

In Cyprus (LTB) the average experience in the industry was 25 years, 3 respondents 

represented tourist resorts (1 Limassol and 2 Larnaca), 2 large cities (1 Nicosia, 1 Larnaca). 

Areas of interest:  2 HR managers, 1 Quality specialist, 1 Chef, 1 Hotel owner/manager. 

In Cyprus (Hotel) the average experience was 30 years, participants were managers, owners 

and other key figures in the hotel business from 5 different cities in Cyprus, including Paphos, 

Limassol, Larnaca, Famagusta and Nicosia (tourist resorts). 

In Greece 7 owners of hotels or tourist resorts (Athens, Mykonos, Syros), varied experience 

from 4 to 25 years. 

 

B. The employment gap in the hotel industry 

B.1.  What is your assessment of the current demand for employees in the hotel industry, 

and what factors are influencing this demand?? 

High demand for employees in the hotel industry. The current demand for employees in the 

hotel industry is assessed as very high, which results from several key factors. Firstly, the 

COVID-19 pandemic has led to significant staffing problems related to the outflow of 

employees to other sectors and their re-industry. Secondly, the industry is struggling with high 

employee turnover, which means that employees often change jobs, and employment 

stability is decreasing. After the pandemic, a significant change in employee preferences has 

become apparent, with many choosing sectors that promise a better work-life balance. An 

additional problem is the generation gap - there is a lack of young, motivated people who 

would like to link their professional future with the hotel industry, while older employees are 

gradually losing strength to perform demanding tasks. In addition, the deficit of qualified staff 

(e.g. waiters and cooks) is related to the lack of appropriate vocational education at secondary 

school level. Respondents unanimously emphasize that the demand for employees in the 

hotel industry is very high. Their statements mention various reasons for this state of affairs, 



 
  
 

 
 

such as the effects of the pandemic, high staff turnover, seasonality, short season (in the case 

of tourist resorts), lack of qualified specialists and generation gap. Additionally, on the islands 

there is a problem with accommodation of visiting workers. 

 

B.2. In what areas (departments, professions, functions) is it particularly difficult to recruit 

employees? 

Difficulties in recruiting employees in key areas of the hotel industry Recruiting employees 

in the hotel industry is particularly difficult in areas requiring high commitment, shift work and 

low-paid positions. The greatest challenges occur in the catering departments (chefs, waiters, 

bartenders), housekeeping (room attendants) and in event organization. The problem is the 

lack of suitably qualified candidates, low wages and difficult working conditions, such as work 

on holidays, weekends and in a 24-hour mode. Additionally, the younger generation of 

employees avoids positions requiring high flexibility and shift work, choosing jobs that offer a 

better work-life balance. Especially in Poland - the lack of vocational schools and the low 

number of graduates of catering and hotel studies deepens the deficit of specialists, such as 

experienced chefs or conservators with qualifications. These jobs are often performed by 

foreigners or people employed on a casual basis, which makes long-term staff stability 

difficult. Respondents indicate that employee recruitment is most problematic in operational 

departments, where working conditions are less friendly and wages are inadequate to 

requirements (housekeeping, food service). 

Keywords related to the causes of recruitment difficulties: 

• Low wages 

• Shift work 

o Two-shift system 

o Work 24 hours a day 

o Work on holidays and weekends 

• Lack of schools and education 

o Lack of waiter classes 

o Low number of graduates 

• Employee turnover 

• Work-life balance 

• Lack of long-term commitment 

• Outflow of labour 

o Part-time work 

o Incidental employment of the young generation 

 

  



 
  
 

 
 

B.3. Are there notable differences in salaries within the hotel industry based on position or 

profession, and what are the underlying reasons for these differences? 

Salaries in the hotel industry are characterized by certain disproportions, especially between 

positions with different requirements. The lowest salaries are received by housekeeping 

employees (e.g. room service), while higher salaries apply to cooks, due to the specificity of 

the profession and its popularity. However, salaries are generally relatively low, and additional 

benefits (bonuses, overtime, bonus programs) partially compensate for them. Outsourcing of 

services also affects the structure of salaries. Analysis of keywords: 

⎯ Low salaries in less demanding positions (e.g. room service). 

⎯ Higher expectations and salaries for specialist positions (e.g. cooks). 

⎯ Bonuses and benefits as a form of compensation for basic salary. 

⎯ Outsourcing as a cost optimization strategy. 

⎯ Salary ranges used within national standards, e.g. union agreements. 

 

B.4. How many people apply for work in your hotel every season? How do you assess their 

preparation for work? 

The number of applicants for a job in the hotel industry varies depending on the location, 

department and specific season. In facilities with a high reputation or favourable conditions, 

the number of candidates is significant (in Poland even up to 500 applications per 

advertisement), especially for reception or sales positions. In other cases, especially in hard-

to-reach locations or for demanding functions, the number of applications is very low. 

Preparing candidates for work remains problematic. Young graduates have only theoretical 

knowledge, they lack practical skills, which results from the low quality of vocational education 

and the lack of practical experience of teachers. Employers emphasize the need to teach 

everything from scratch, and most applications are often rejected because they do not meet 

the requirements. Main problems: insufficient preparation, specific job requirements, 

working hours, salary expectations of candidates. In Cyprus, the influx of applications, mainly 

from the regions of Africa and Asia, forces HR departments to adapt culturally sensitive 

recruitment and training strategies. Keywords: 

• Preparation for work: lack of practical skills, theoretical knowledge, lack of familiarity. 

o Structural problems: lack of vocational schools, insufficient experience of teachers. 

• Location: difficult access, lack of accommodation. 

• Shift work: willingness to work at night, on days off. 

 

  



 
  
 

 
 

B.5. Do you see differences due to characteristics such as gender or age or ability in the 

preparation of potential candidates for work? 

Gender and age do not cause significant differences in the preparation of candidates, 
although age was cited by some respondents as making a difference. The problem is the lack 
of practical skills, humility and commitment, especially among young employees. Key 
problems: 

⎯ Lack of practical skills: candidates, especially young ones, are not prepared for the job. 

⎯ Attitude of young employees: lack of commitment, difficulties with work orders, low 
level of customer service. 

⎯ Characteristics that do not matter: gender, and in most cases age. 

 

B.6. Do seasonality and tourism trends influence the employment gap in hotels and in what 

way? 

Seasonality has a significant impact on employment. Permanent staff meet the demand in 

the low season, while in the high season the staff gap is filled by temporary workers, which 

reduces the quality of service. It is difficult to retain employees if you only operate for a few 

months and there are high operating costs. This has an impact due to uncertainty and low 

efficiency. Seasonal hotels are forced to look for new staff every year. 

Key problems: 

• Seasonal dependence: increased demand during conferences, holidays, celebrations and 

fairs. 

• Temporary workers: mainly from employment agencies and students, often without 

experience and commitment. 

• Service quality: decrease in the high season due to low independence of temporary workers. 

• Less susceptible departments: reception (permanent employment, stability). 

Keywords: 

• Seasonality: October (conferences), December (Christmas), holidays. 

• Temporary workers: employment agencies, students. 

• Service quality: lack of independence, falling standards. 

• Permanent staff: stability in departments such as reception. 

  



 
  
 

 
 

C. Competency requirements for potential job candidates 

C.1. Are there any patterns of requirements that guide recruiters/managers who recruit 

people for work in the hotel industry? What recruitment strategies do you use? 

Recruiters in the hospitality industry are looking for candidates with commitment, personal 

culture and communication skills. Recruitment strategies include social media, job portals 

and temporary employment agencies. Greece – three-day trial period. Key requirements: 

• Personal characteristics: commitment, willingness to work, personal culture, self-control. 

• Competencies: knowledge of English, communication skills, multitasking. 

• Adaptation to the department: 

o Room service: honesty. 

o Sales: contact with people, resistance to stress. 

o Reception: self-control, communication with the guest. 

Recruitment strategies: 

• Job portals: e.g. pracuj.pl. 

• Social media. 

• Temporary employment agencies (for seasonal workers). 

• General advertisements: no specific strategies tailored to specific candidates. 

• Cyprus: recruiters from third countries 

• Personal contacts 

 

C.2. How do you assess the effectiveness of your current recruitment channels in attracting 

diverse candidates? 

The effectiveness of recruitment channels is assessed as average. Job portals and social media 

are the best, but there are difficulties in attracting older people, people with disabilities and 

in retaining employees long-term. Key conclusions: 

• Most effective channels: 

o Social media, job portals (e.g. OLX). 

o Internal recruitment for higher positions. 

• Problems: 

o Lack of diversity of candidates: older people, people with disabilities. 

o Retaining employees: people leaving on their own initiative. 

o Outsourcing as an alternative to recruitment. 



 
  
 

 
 

• Lack of a targeted strategy: no actions to attract specific groups (e.g. 50+). 

 

C.3. What competencies are particularly desirable regardless of the position a given 

candidate is applying for (universal competencies useful in every job position)? 

Key universal competencies include commitment, reliability, hospitality, enthusiasm, personal 

culture, perception and willingness to cooperate, effectiveness, team spirit, multitasking and 

knowledge of English. Mental resilience and the ability to build relationships with clients are 

also essential. Key competencies: 

• Commitment: openness to working on weekends, building relationships, willingness to work 

beyond the norm. 

• Personal culture and mental resilience: polite response to difficult situations, setting 

boundaries. 

• Knowledge of English: key in most positions (reception, restaurant, room service). 

• Multitasking and attention division: the ability to manage responsibilities in a dynamic 

environment. 

• Reliability and punctuality: key for teamwork stability. 

• Lack of conflict and loyalty: important for harmony in the workplace. 

 

C.4. In what types of competencies do you see a particularly large difference between the 

requirements in the industry and the level presented by potential job candidates? 

The biggest differences are the lack of experience in guest service, demanding attitudes and 

lack of industry education. Employers often have to teach new employees from scratch. The 

lack of education and qualifications is particularly burdensome in the case of higher-level 

positions. Key differences: 

• Lack of experience in guest service: lack of communication skills and appropriate attitude. 

• Attitude of young candidates: demandingness, lack of availability, difficulty absorbing 

information. 

• Lack of industry education: candidates have no theoretical or practical preparation, which 

requires training from scratch. 

• Availability: reluctance to work in demanding hotel schedules. 

 

C.5. What causes this difference? 

The differences are mainly due to the lack of experience and industry education, the 

temporary approach of young employees and inappropriate attitudes, such as lack of 



 
  
 

 
 

commitment or difficulties with shift work. They also depend on age. Social media, lack of 

motivation, incorrect requirements, choosing the industry for quick money have a big impact. 

The main differences: 

• Lack of experience and familiarity: Candidates have not had contact with guests and are 

unable to adapt their behavior to hotel standards. 

• Temporary approach to work: Working in the hotel industry is treated as a temporary 

occupation, especially by young people. 

• Lack of industry education: Insufficient number of schools preparing for work in the hotel 

industry. 

• Attitudes of young people: Lack of availability (night work, weekends), demandingness and 

difficulties in combining work with studies. 

• Elaborate CVs: They make it difficult to assess real competences and training needs at the 

recruitment stage. 

 

C.6. Do job candidates/employees differ depending on the generation they belong to? In 

what areas are these differences particularly visible? 

The differences between generations are particularly visible in the level of preparation for 
work, approach to duties and loyalty. Older generations are characterized by greater 
experience and commitment, while younger generations lack both competence and 
awareness. Young people are not willing to contribute. They differ in terms of mentality, 
commitment, efficiency. The new generation has not learned to work, they have not been 
trained for work; they want everything to be easier; they have this philosophy. In general, 
older employees are more reliable than younger ones. Key differences: 

• Generation Y (older): better prepared, more loyal and committed to work. 

• Younger generations: 

o Weaker professional preparation and awareness. 

o Lower loyalty - quick resignation from work under unfavourable conditions. 

o Lack of experience and difficulties in adapting to work standards. 

• The role of experience: according to some, the differences result more from the level of 
experience than from the generation itself. 
  



 
  
 

 
 

D. Experiences in working with representatives of different generations 

D.1. What is the approximate structure of employment in your hotel in terms of age and 

gender of employees? What is the ratio of permanent to seasonal workers? Where do 

we get seasonal workers from? 

In hotels, women dominate the workforce, especially in departments such as housekeeping 
and reception. The age of the teams varies, although the core is made up of people aged 30-
50+. The permanent staff usually numbers 40-50, and during the season, an additional 20 to 
200 employees are employed, mainly through employment agencies. Cyprus: 33% full-time 
employees and 66% seasonal employees, with younger employees mainly holding seasonal 
positions. Key findings: 

• Female dominance: 

o Women are the majority in most departments (even up to 100% in housekeeping). 

o The management staff is mainly women aged 35-45. 

• Age structure: 

o Permanent staff: people aged 30-50+ predominate. 

o Reception: mainly young people (20+). 

o Housekeeping: mature women (40+). 

• Division into permanent and seasonal employees: 

o Permanent staff: approx. 40-50 people. 

o Seasonal workers: 20 to 200 people depending on the hotel. 

• Sources of seasonal workers: 

o Temporary employment agencies. 

o Often young workers, students. 

 

D.2. What are the main characteristics that could describe a Generation X or Baby Boomer 

employee in the hotel industry? What are their main advantages? And what are their 

potential weaknesses? 

Generation X and baby boomer employees are distinguished by their commitment, 

reliability, loyalty and independence. Their potential weaknesses include problems with 

modern technologies, physical condition and reluctance to further education. The baby boom 

generation prefers traditional work methods and shows resistance to change, while 

Generation X is characterized by the ability to adapt.  

Main advantages: 

• Commitment and loyalty: strong identification with the company, less likely to leave work. 

• Independence and initiative: able to work without supervision and notice needs. 

• Punctuality and responsibility: keep their word, care about the quality of work. 



 
  
 

 
 

• Conscientiousness and multitasking: willingness to replace others and stay after hours to 

complete tasks. 

Potential weaknesses: 

• Problems with technology: difficulties in mastering modern work tools. 

• Lack of physical condition: limitations in long-term, demanding work. 

• Reluctance to further education: lack of time or motivation to learn new skills. 

• Conflicts with younger generations: differences in approach to work and life. 

• Burnout. 

 

D.3. Could you share with us some good practices in working with Generation X or Baby 

Boomer employees? What was/is a guarantee of success? 

The guarantee of success in working with Generation X and Baby Boomers is respect, clear 

communication of expectations, recognition of their experience and support in building a 

team atmosphere at work. Good practices: 

• Clear communication: it is enough to explain tasks once - employees perform them 

independently and responsibly. 

• Respect and tone of communication: non-vulgar, professional language towards colleagues 

and clients. 

• Appreciation of competences and experience: guarantees commitment and a sense of 

responsibility. 

• Supporting teamwork: older employees are willing to cooperate and provide support for the 

team. 

• Flexibility and attention: understanding the need for more attention, which can generate 

tension in relations with younger generations. 

• Engaging employees in decision-making processes strengthens commitment and reduces 

resistance to change. 

• Building a relationship based on trust. Adaptability, experience, willingness to work, 

cooperation. 

 

D.4. And any bad experiences with Generation X or Baby Boomer employees? 

Bad experiences with Generation X and Baby Boomer employees are sporadic. Problems 

mainly concern health issues, communication difficulties, lack of flexibility in cooperation, and 

occasional alcohol problems. Potential problems: 

• Health issues: justified absences due to illness. 



 
  
 

 
 

• Communication problems: lack of directness in setting boundaries or assessing work. 

• Lack of trust in younger employees: belief that younger employees “can’t do it.” 

• Alcohol problem: occasionally cited as a hindrance. 

• Limited flexibility: difficulty in working with younger generations, unwillingness to adapt. 

• Baby boomers are more resistant to new initiatives, while younger employees pose a 

challenge in terms of business etiquette and commitment. 

• Belief that they are all-knowing. Difficulty changing tactics, new technologies. Quitting due 

to fatigue or family obligations during busy periods. 

 

D.5. What are the main characteristics that could describe a Generation Z employee in the 

hotel industry? What are their main advantages? And what are their potential 

weaknesses? 

Generation Z employees are characterized by quick adaptation to changes and the ability to 

search for information, but they lack commitment, reliability and independence. They prefer 

clear instructions and do not show attachment to the workplace.  

Main advantages: 

• Quick adaptation to changes: flexibility in a new environment. 

• Information search skills: effective use of technology. 

• Need for clear instructions: when tasks are precisely defined, they can work effectively. 

Potential disadvantages: 

• Lack of commitment and loyalty: lack of attachment to the company and long-term 

perspective. 

• Low independence: need for constant supervision and precise instructions. 

• Lack of reliability and timeliness: unreliability, failure to keep commitments. 

• Lack of basic skills: difficulty performing simple organizational tasks. 

• Short-sightedness: focus on the "here and now", lack of planning and forward thinking. 

• Characterized by curiosity but often unfocused, Generation Z is strongly influenced by the 

distractions of social media 

 

  



 
  
 

 
 

D.6. Could you share with us some good practices in working with Generation Z employees? 

What was/is a guarantee of success? 

The guarantee of success in working with Generation Z is to use their knowledge of technology 

and creativity and to support their engagement through clear tasks and motivation to improve 

processes. Good practices: 

• Use of technology: Knowledge of social media and modern tools (e.g. artificial intelligence). 

• Appreciating creativity: Encouraging them to present ideas to improve work and customer 

service. However, creativity is a rare trait (1 in 20). 

• Clear tasks and support: Clearly defined responsibilities help with efficiency. 

• Developing engagement: Motivating by encouraging them to go beyond the standard scope 

of duties. 

• Learning from each other: Learning from them the ability to set boundaries and a new 

approach to communication. 

• Fresh ideas, knowledge of technology, respect. Motivations, financial and promotional 

opportunities (if possible), rewards. 

 

D.7. And any bad experiences with Generation Z employees? 

Negative experiences with Gen Z employees include entitlement, lack of humility, problems 

with discipline, a dismissive approach to work, and a lack of identification with the workplace 

and its customers. Potential problems: 

• Entitlement and minimalism: expecting compensation and bonuses for basic duties. 

• Lack of discipline: chronic lateness, abusing sick leave. 

• Lack of brand identification: unwillingness to get to know regular customers and build 

relationships. 

• Lack of humility and respect: switching to “You” without prior agreement, problems with 

following instructions. 

• Easy approach to work: focusing on the “here and now,” lack of forward-thinking. 

• Leaving tasks until the last minute: generating tension in the team. 

• Low loyalty 

 

  



 
  
 

 
 

E. System of preparation for work in the hotel industry 

E.1. How is the preparation system structured for operational roles in the hotel industry, 

such as those in daily hotel operations, restaurant services, and reception? 

The training system is based on internal and on-the-job training and checklists. In some cases, 

e-learning platforms are used, but employee turnover makes it difficult to maintain the 

repeatability of processes. Key elements of the training system: 

• Internal training: 

Communication of rules by department managers 

Training in etiquette, sales and customer service 

• On-the-job training: 

In the bar (operating the coffee machine, preparing coffee) and the kitchen (e.g. Italian 

cuisine) 

• Checklists and e-learning modules: 

Checklists with duties for new employees 

Online platforms with task modules and return to stationary training 

• Problems with turnover: 

High turnover of seasonal employees from employment agencies forces frequent 

repetition of training 

• Key elements: orientation programs, competency assessment, training specific to a given 

department. 

 

E.2. What internal training do you offer to your new employees? How are they financed? 

Internal training mainly includes on-the-job training, occupational health and safety, GDPR 

and professional training carried out by experienced employees. Funding comes primarily 

from the hotels' own funds. Typical training (financed from own funds): 

• On-the-job training: catering department, waiter service, specifics of the workplace 

• Mandatory training: occupational health and safety, first aid, GDPR, protection of minors 

• Professional training: carried out by more experienced employees 

• External support: training organized as part of trade fairs and competitions 

• Departmental training, safety protocols, operational procedures 

• Internal training programs, sometimes supplemented by grants from HRDA (Human 

Resource Department Authority) 

• Online seminars financed by local authorities or European programs 



 
  
 

 
 

E.3. Do you send employees to external training? If so, how are they financed? How to retain 

an employee who we trained at a cost. How big a problem is staff turnover? 

Employees are sometimes sent for external training, in Poland especially by the Polish Hotel 

Industry Chamber (IGHP) or to industry events. Funding comes mainly from hotels’ own funds. 

Staff turnover, especially of younger staff, is a significant problem, and the solution is internal 

recruitment. Key findings: 

• External training: 

Industry events on technical innovations and trends (e.g. catering). 

Training organized by IGHP, often on a barter basis. 

Funds for external training are sometimes available for employees to use. 

• Financing of training: 

Mainly from hotels’ own funds. 

Cyprus: Support systems: Seminars – subsidized by HRDA. Financing: government 

grants, hotel investments, training partnerships. 

• Staff turnover: 

A particular problem is the turnover of young employees (2-3 years in one place). 

Corporations minimize the risk of turnover through internal recruitment and promotion 

opportunities. 

 

E.4. Have you used government or external programs to support workforce training or 

diversity initiatives? If so, how effective were they? 

Hotels rarely use government or external programs to support training or diversity. When they do, 

participation is at industry events, which are sometimes subsidized by external sources.  

Key findings: 

• Lack of use of programs: Most hotels do not implement government or external programs to support 

training or diversity 

• Industry events: Some properties participate in conferences or events that may benefit from 

subsidies, but this is not the result of their own efforts 

• Scale of operations: In a hotel chain, any programs are implemented at the level of the entire 

network, not individual properties 

 

E.5. What training is particularly valuable for work in the hotel industry? 

The most valuable training courses in the hotel industry are those in the field of interpersonal 

skills, guest service, sales, image and catering and waiter training. Programs dedicated to the 

approach to the guest (so-called heartis) are also of particular value.  



 
  
 

 
 

Main types of training: 

• Catering and waiter training: Issues of waiter behavior, guest service, knowledge about 

wines and coffee 

• Interpersonal training: Dealing with different types of guests 

• Sales and image training: Effective use of social media, building an external image 

• Guest approach training (heartis – chain hotels): Dedicated to guests, cooperation with 

colleagues and general attitude to life. Organized regularly, stationary 

• Adaptation to employee needs: Enabling the choice of training for people planning a longer 

career in the industry 

• Cyprus, priority topics: Health and safety - Customer service - Employee diversity, Customer 

care concerning all departments. Areas of interest: professional ethics, social skills, technical 

competences. 

 

E.6. What internal resources (trainers, materials, budget) are available for training non-

traditional hires, and are there any limitations? 

The most common answer is that there are no such resources. 

 

E.7. How do you manage and incentivize the retention of employees from non-traditional 

hiring backgrounds? 

Employees from non-standard groups, such as the elderly or people with disabilities, rarely 

take up employment in the hotel industry. There are no special support programs, although 

some properties consider internships or cooperation with selected groups. General incentives 

include bonuses, passes and marketing programs for all employees.  

Key findings: 

• Lack of special programs: Most hotels do not have tools or methods to support the 

employment of employees from non-standard groups 

• Future considerations: Planned internships for people with intellectual disabilities, 

employment of people with disabilities in future projects 

• Barriers: lack of interest from people from non-standard groups or barriers on the 

employer's side 

  



 
  
 

 
 

F. Perception of people with disability in the hotel industry 

F.1. How do you identify a person with disability? How are people with disability perceived 

as potential customers in the hotel industry? Can we talk more about a group of 

“difficult” customers or about potential opportunities to expand the target group? 

People with disabilities are seen as a group of customers with development potential, not as 

difficult customers. Hotels adapt their services and infrastructure to meet their needs, 

although their presence is still sporadic. Main conclusions: 

• Potential target group: 

They are seen as customers whose needs should be addressed 

Cooperation with organizations supporting people with disabilities 

• No difficulties: Disabled customers are not a problem - hotels are prepared to serve them 

• Occasional presence: In some facilities, people with disabilities are rare guests 

• Lack of communication about needs: Guests often do not inform the hotel about their 

disability, which can make it difficult to fully adapt the services 

• Greece: Yes, we have disabled customers who visit our hotel. We have implemented two 

measures for them. For deaf customers, we have a remote translation service, which was not 

very popular, but we pay for its availability as a service. For blind customers, we have installed 

an audio guide system in the hotel, which works like a GPS, allowing them to move around the 

hotel without assistance. 

 

F.2. Is your hotel prepared to welcome people with disability? What does this preparation 

involve? How do you ensure that people with disability are accommodated and included 

in your hotel? What measures does your hotel take to ensure accessibility for all guests?  

Hotels are mainly prepared to accommodate people with mobility disabilities through 

infrastructure (elevators, ramps, handles). However, there is a lack of full preparation of 

employees and comprehensive training in serving people with various types of disabilities. Key 

elements of preparation: 

• Employee training and competences: partial training in savoir vivre and openness, lack of 

comprehensive training for a larger number of employees 

• Service is a challenge: for older employees it is a natural approach, while younger employees 

have difficulties with it 

• Barriers to accessibility: some facilities do not meet basic accessibility conditions 

(infrastructure) 

 

  



 
  
 

 
 

F.3. What types of disability (motor, sensory – blind, deaf, people with intellectual disability) 

are most often customers of your hotel? 

Poland: mostly wheelchair users, but there are also people with various disabilities. 

Cyprus: mobility impairment, physical limitations, sensory disorders. 

Greece: motor, Deaf, people with intellectual disabilities, blind people. 

 

F.4. Have you noticed any problems with serving guests with disability? If so, what were the 

causes? 

Problems with serving disabled guests are mainly due to the lack of employee training on the 

specific needs of people with intellectual disabilities. Serving people with other types of 

disabilities is not particularly difficult.  

Key findings: 

• Lack of staff training: Ignorance of the needs of disabled guests, especially intellectual 

disabilities, leads to unprofessional behavior (e.g. mockery, ridicule) 

• Reactions of other guests: Sometimes it is other guests (e.g. parents with disabled children) 

who are the problem, which creates uncomfortable situations 

• Quick, ill-considered actions: Actions taken in a hurry may not be optimal  

 

F.5. Do you employ people with disability in your hotel? 

 YES            NO 

The vast majority of answers are no. 

 

Alternative: NO (in F5 – F.8 and F.9) 

 

F.8.  What is the reason for this? Do you have concerns about employing a person with a 

disability in your hotel? What are they primarily about? Or were there other reasons? 

What are they? 

The lack of employment of people with disabilities is mainly due to low interest from 

candidates, lack of knowledge about their needs and managers' fear of risk. Recruitment is 

not targeted at this group, and job advertisements rarely include incentives.  

Main reasons: 

• Lack of candidates: People with disabilities rarely apply for jobs in hotels 

• Lack of targeted activities: Recruitment is often done "by word of mouth", without activities 

promoting inclusiveness, lack of incentives in job advertisements. 



 
  
 

 
 

• Managers' concerns: Fear of lack of resources for support and care in the workplace, fear of 

risk in the context of adapting to the specifics of work. 

• Guest reactions: Direct contact with guests could be uncomfortable for people with 

disabilities due to the variety of reactions of customers 

The desire to employ is where positive examples have appeared. 

 

F.9.  Would you consider to employ a person with a disability? In what position? With what 

type of disability and why?  

Employment of people with disabilities is considered mainly in areas where their competences 

would allow them to work effectively, e.g. in the kitchen or serving breakfasts. Barriers result 

from the concerns of managers and the lack of action on the part of management.  

Main conclusions: 

• Readiness to employ: 

Positions: kitchen, serving breakfasts 

Types of disabilities: various forms, including hearing impairment 

• Lack of specific action: 

Only a few people consider the topic of employment 

Lack of initiative on the part of management and line managers 

• Obstacles and concerns: The concerns previously indicated regarding the organization of 

work and support for such people remain valid 

Greece: We start with the fact that my brother is blind. Our CEO has a disability, so you 

understand that we have not only tolerance but also a fairly good understanding of this. I don't 

know if we would be opposed to hiring people with disabilities; it depends on the position. 

For example, if speech is not required, I don't believe we would have a problem placing 

individuals with disabilities. However, they might not be suitable for the reception or direct 

customer service roles. I'm not sure how the presence of a person with disabilities among the 

maids would integrate, but if a good candidate with a disability emerged, there would be no 

hesitation due to our current situation. Considering what I do (I also have an NGO for the 

prevention of violence against women) and what my brother does, I don't think we would 

have a problem. However, to my knowledge, no person with a disability has applied for a job. 

Also, I should mention that each department head makes their own hires. The head 

housekeeper will hire the maids, and the director or myself won't interfere. The director gives 

a second approval, but these are purely departmental matters. Therefore, we don't interfere 

or decide what the chef will do in his kitchen; he is the head of his kitchen and will decide with 

whom he will collaborate. We only give the final OK for hires. 

 



 
  
 

 
 

F.10. What is your first impression or association when considering a deaf person as a 

potential employee in the hotel industry? 

Deaf people can be employed in positions that do not require telephone contact or intensive 
customer interaction. Key characteristics are reliability and commitment, but there are 
concerns about communication barriers that can be overcome with training. Associations and 
conclusions: 

• Jobs suitable for deaf people: Jobs that do not require telephone communication, maids or 
other roles with limited contact with guests 

• Positive characteristics of deaf employees: Reliability and commitment to work, gratitude 
for employment and return on investment. 

• Concerns: Barriers to communication with other employees or guests. However, it was 
indicated that these difficulties can be overcome with education and training. 

• First associations: “Silence” as a distinguishing element. 

Cyprus: no answer. 
 

F.11. What are the main concerns or potential barriers associated with employing a deaf 

person in the hotel industry, and what positions might be suitable for them? 

The main concerns are communication with hearing employees and restrictions on working 
hours. Deaf people can work in “back of house” roles such as kitchen assistant, technician or 
breakfast server. Key findings: 

• Concerns and barriers: 

Communication: first weeks of work require “getting to grips” with hearing staff and 
finding effective ways to communicate 

Restrictions on working hours: potential adjustments to work schedules 

Roles with limited guest contact: concerns about constant communication with 
customers 

• Potential roles: 

Back of house roles: Kitchen assistant, breakfast cook, technician, positions 
“invisible” to guests where communication is limited, breakfast service: breakfast 
server 

• Expanding opportunities with technology: modern tools can help with communication and 
make other roles more accessible 

Cyprus: no answer. 
 

F.12. What would need to be done to encourage employers in the hotel industry to employ 

deaf people? 

Aby In order to encourage employers to employ deaf people, training, case studies, promotion 

of the topic at industry events and conviction about the efficiency and independence of these 

employees are needed. Key activities: 



 
  
 

 
 

• Training and education: 

Training programs for employers and staff on: Conducting recruitment interviews with 

deaf people, preparing the workplace and team for cooperation, understanding the 

capabilities and limitations of deaf people 

• Showing positive examples: 

Case study: Examples of effective employment of deaf people, which will show the 

benefits for the hotel 

• Promotion at industry events: Dedicated modules at large hotel conferences, such as events 

organized by IGHP, where many managers from the industry participate 

• Conviction about efficiency and independence: Showing that deaf people can be just as 

efficient as other employees and do not require constant care 

• Preparing customers: Creating information points for hotel guests to understand the 

presence of deaf people in the staff. 

Cyprus: no answer. 
 

F.13. How do you believe hiring diverse groups could impact your team dynamics and 

customer service experience? 

Hiring diverse groups has a positive impact on openness, team engagement and CSR activities. 

However, challenges may arise, especially in the initial period of work, related to 

communication and speed of action.  

Main conclusions: 

• Positive impact on the team: Increased openness to diversity and strengthening of CSR 

activities, motivational action and increased team engagement, diversity as a positive 

phenomenon, especially cultural. 

• Positive impact on customer service: Diverse groups can positively affect the customer 

experience through greater empathy and different perspectives. 

• Potential challenges: Difficult start of work due to problems with communication and 

required speed of action. Lack of conviction whether the quality of work and customer 

satisfaction will improve. 

Cyprus: no answer. 

 

  



 
  
 

 
 

G. Perception of mature people without professional experience in the 

hotel industry 

G.1. What is your first impression or association when considering a mature person (aged 

50+) as an employee in the hotel industry? 

An employee aged 50+ is perceived as experienced, reliable and committed. They are 

characterized by loyalty, the ability to cooperate and a practical approach to work, which 

makes cooperation with them smooth. Older candidates with the required skills are perceived 

as valuable assets  

Main characteristics: 

• Commitment and loyalty: Dedication to work, attachment to the place of employment. 

• Experience and knowledge: The ability to find oneself in an intergenerational team. 

• Reliability and willingness to work: Employees aged 50+ are reliable, committed and want 

to actively work for the company. 

• Trouble-free cooperation: They are assessed as employees who are good to cooperate with. 

• Sense of value: A good employee provided they believe in themselves and have the right 

approach to professional activity. 

 

G.2. Would you consider hiring a mature person (aged 50+) who lacks professional 

experience in your hotel? If so, for which positions might they be suitable? 

Mature people (50+) without experience can be employed in executive positions, such as 

porter, kitchen assistant or maid. After appropriate training, they are seen as valuable, flexible 

employees. Main conclusions: 

• Executive positions: Porter, cook's assistant, waiter's assistant, maid, support work, 

especially in the kitchen. 

• Training and induction: Mature people may require a longer induction, but are seen as 

reliable and flexible after training. 

• Positive experiences: Some hotels have already successfully employed such people, 

indicating that it is not difficult. 

• Benefits for the employer and employee: Greater availability: no small children, fewer 

absences. Benefits for the employee: additional income, contact with young people. 

Greece: I am positive about employees aged 50+, because they have experience, for example 

in secretarial and reception positions. However, they could not be general workers, because 

they run up and down all day, and this would be tiring and demanding.  

 



 
  
 

 
 

G.3. What are the main concerns or potential barriers associated with employing a mature 

person without professional experience in the hotel industry? 

Generally, none. If it's mainly about health and physical condition. Working in a hotel can be hard and 

for example at night. In addition, concerns about using modern technologies, computers and working 

in MS Excel.  

 

G.4. What is the scale of costs (amount, activities, involvement of other employees, etc.) that 

the employer incurs in connection with training unskilled employees? 

The costs of training unskilled employees mainly concern the time of supervisors and 

experienced employees, additional workloads for managers and salaries for trainers. Training 

usually takes about a month.  

Main costs: 

• Time of supervisors and employees: Supervisors and experienced employees devote their 

time to the introduction of a new employee. Training lasts on average about a month, 

depending on the department. 

• Additional workload for managers: Introducing a new employee is an additional workload 

for managers, who must demonstrate a willingness to engage. 

• Costs of training salaries: An internal employee conducting practical training. 

• Comparison with younger employees: Training mature employees can be even less labor-

intensive than training young people. 

 

G.5. What measures could be taken to encourage employers in the hotel industry to hire 

mature individuals without prior experience? 

Encouraging the employment of mature people requires promoting their loyalty, reliability 

and potential as employees. It is also necessary to prepare candidates for the specifics of the 

job and convince employers of the long-term benefits despite the initial costs. Key measures: 

• Promotion of the advantages of mature employees: Loyalty as a key feature distinguishing 

older people. Breaking the stereotype that the 50+ generation "has nothing to lose". 

• Comparison with alternatives: Showing that hiring a mature employee can be more 

beneficial than using external services. 

• Preparing candidates for work: Making them aware of the specifics of the job (weekends, 

nights) and the need for basic skills: knowledge of English: basic for maids, fluent for 

receptionists, recommended for waiters. 

• Emphasizing long-term benefits: Convincing employers that, despite the initial 

implementation costs, it is worth investing in mature employees. 



 
  
 

 
 

G.6. What preconceptions or biases do you feel may exist within your team or management 

when it comes to employing diverse groups, and how could these be addressed? 

Concerns mainly revolve around the longer onboarding process and support for diverse 

groups, especially in guest-facing roles. Employers advocate leveraging the strengths of older 

workers to counteract ageist bias. The solution is training, educating the team, and building 

acceptance gradually. Potential concerns: 

• Longer onboarding process: Need for more support and time to achieve required 

performance. 

• Direct contact with guests: Concerns about guest acceptance of diverse employees and 

effectiveness in front-line positions. 

• No problem in permanent teams: Permanent staff and employees have no problems 

accepting diversity. 

 

  



 
  
 

 
 

H. Final remarks 

H.1. What advice would you give to the project team members to increase the effectiveness 

of implementing new solutions in the hotel industry? How do you see the role of 

educational programs, like H.I.R.E., supporting this vision? 

The effectiveness of implementing solutions can be increased through training, trade fairs, 

educational campaigns and cooperation with hotel organisations. Programmes such as H.I.R.E. 

can help eliminate employers’ concerns through knowledge, practical advice and subsidised 

internships. Key advice: 

• Cooperation with industry organisations: 

o Poland: Involvement of the Polish Hotel Industry Chamber (IGHP) and Polish 

Independent Hotels in educational and promotional campaigns. 

o Participation in industry fairs, congresses and publications. 

• Education and training: 

o Free training for management staff, presenting the benefits of employing deaf and 

older people. 

o Practical training, e.g. how to communicate with a deaf person, instead of theoretical 

guides. 

o Comparison of generations and showing the value of people 50+ and their 

commitment to work. 

• Promotion and information campaigns: 

o Short educational films and publications on social media, showing fragments of 

training and good practices. 

o Printed guides with practical advice. 

• Financial incentives: 

o Subsidized internships for the elderly and deaf, which reduces costs for employers 

and reduces concerns about initial implementation. 

o Focus: Focus on smaller hotels that may be more flexible in adopting new solutions. 

Recommendations: awareness campaigns, contact with hoteliers. Areas of interest: industry 

engagement, awareness of benefits, development of training. Strategically defined roles and 

tailored training for different groups are recommended, focusing on the unique needs of the 

hospitality sector. Education, training, awareness and of course support and endorsement 

from the government are needed. Any activities related to finding and training staff are 

welcome. 

 



 
  
 

 
 

H.2. What is your vision for workforce diversity and inclusion in your hotel over the next 

five years? 

The vision of diversity in hotels includes integrating teams through joint activities, reducing 

turnover in favor of permanent employees, and considering hiring deaf people and reducing 

the excess of foreigners. Trends indicate growing staffing needs. Key findings: 

• Integration activities: Joint trips, employee events and team-building initiatives, e.g. joint 

meals or tasks. Presentation of the hotel's history as an element of building a sense of 

belonging. 

• Hiring permanent employees: Reducing the number of temporary and foreign employees in 

favor of a stable, permanent team. 

• Hiring diverse groups: Openness to people with disabilities, e.g. deaf people, as an element 

of building diversity. 

• Growing demand for employees: The expected increase in the number of jobs makes the 

topics of diversity and integration increasingly important. 

 

H.3. Is there any additional insight or information you would like to share that we haven't 

covered in this interview? Are there any topics or areas you feel are important to address? 

Poland: I see another opportunity for mature employees. It comes from the communication 

problems of older managers with their young employees. 

Cyprus: Key issues: skills can be acquired, but you need responsible staff, critical thinking. 

Implementation: balanced approach, practical solutions, industry realities. 

Greece: Skills you would like a good employee to have: Honesty, sincerity and good 

cooperation with other team members. Team spirit and what we call work ethic. They need 

to know that they have to be consistent. It is not easy to find this in employees, but yes, I 

found them. My philosophy is not to fire people. In the case of the 50+ group, I think 

employers will be open, because a person over 50 can do some jobs very well and comfortably. 

In the case of disabled people, because we interact with people, regardless of what job each 

employee does, there is a greater degree of difficulty, prejudice. 

Interviewer's note: The remote interpreting system for deaf customers only supports Greek 

sign language, which limits its usefulness. Since hotels in Athens are almost exclusively visited 

by foreign deaf customers, accessibility is still insufficient, as there is no remote interpreting 

in international sign language. 

 

  



 
  
 

 
 

I. General summary of the research 

Respondents from all countries indicated similar issues, although they took into account the 

specific location of their hotels (large cities, islands, tourist resorts). All indicated major 

problems with finding the right people to work in the hotel industry. 

The results of the conducted research can be described as at least optimistic. Most 

respondents emphasized the great openness of hoteliers to changes in the groups of potential 

job candidates. Most do not see any major problems with adapting the target groups that are 

in the area of interest of the HIRE project (deaf people, people 50+ without professional 

experience in the hotel industry). 

Main needs: 

⎯ free training for managers on the specifics of our target groups – if we convince 

managers, they will convince the others, 

⎯ preparing brochures in a traditional version on the good sides of our target groups, 

⎯ speaking the language of benefits, 

⎯ preparing training for our target groups adapted to the actual needs (taking into 

account the areas presented in the report), 

⎯ planning in the project the financing of internships for representatives of our target 

groups – much greater openness among people who had good practices with 

representatives of our groups, 

⎯ encouraging deaf people and people 50+ without experience to apply in the hotel 

industry, 

⎯ preparing job offers adapted to the expectations of our target groups (there were none 

so far). 


