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Hotel Inclusive Recruitment Education (H.I.R.E) is an 
innovative project (2024-1-PL01-KA220-VET-000253671) 
aimed at tackling employment challenges in the hospital-
ity sector. As part of the project’s initial research phase, 
in-depth interviews were conducted with 22 hotel man-
agers across three partner countries: Poland (5), Greece 
(7), and Cyprus (10). The interviews, conducted between 
November and December 2024, followed a standardized 
format and were analyzed using advanced AI tools to 
ensure thorough data interpretation.

The research findings from Poland, Greece, and Cyprus 
show significant commonalities in employment chal-
lenges within the hotel industry while also highlighting 

The challenges 
facing the 
hotel sector: 
a cross-country 
perspective



4 Guide for hotel 
managers and teams

distinct regional characteristics. All three countries experience consider-
able difficulties in recruiting and retaining qualified staff, although their 
specific circumstances differ based on location and market demands.

In Poland, hotels mainly operate in urban areas, with respondents primarily 
representing city-based establishments. The Polish market faces a significant 
shortage of vocational education and practical training programs. Hotels 
usually maintain a core staff of 40 to 50 permanent employees, adding 
seasonal workers as necessary. The Polish industry particularly highlights 
the significance of professional qualifications and formal training.

The Greek market demonstrates greater flexibility in employment practices, 
often implementing innovative solutions such as trial periods for potential 
employees. Greek hoteliers show particular interest in cultural sensitivity 
and guest service quality, with a strong focus on maintaining high standards 
despite seasonal staffing fluctuations.

Cyprus presents a distinct profile with its heavy reliance on interna-
tional tourism. Cypriot hotels employ more seasonal workers (approxi-
mately 66% seasonal versus 33% permanent staff) than their Polish and 
Greek counterparts. The Cypriot market has developed more structured 
approaches to training and development, particularly through the Human 
Resource Development Authority (HRDA), which provides subsidized 
training programs.

The hospitality industry has long faced challenges in maintaining a sta-
ble and engaged workforce. Industry statistics highlight the severity of 
the problem. For example, turnover rates in the hotel sector, which were 
around 45% in pre-pandemic years, have surged to levels of 60-70% in 
some markets, as reported by the American Hotel & Lodging Association 
(2023). This increase complicates recruitment efforts, raises training costs, 
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and makes it harder for hotels to uphold high service quality. Moreover, 
demographic changes, such as aging populations in regions like Europe 
and a growing preference for flexible work arrangements, further hinder 
the ability to secure qualified and reliable employees. 

Among the labor pools that remain 
underutilized are individuals aged 50+ 
and persons with disability, such as 
those who are Deaf or hard of hearing. 
Although these groups have encountered 
barriers to entering the workforce, 
they represent significant potential for 
addressing the labor challenges in the 
hotel industry. Developing inclusive 
practices is not only an ethical imperative 
it also presents a valuable opportunity 
for hoteliers to fill critical labor gaps, 
enhance organizational outcomes, and 
attract a broader range of customers.
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The case for targeting 
employees aged 50+

Older employees have increasingly been recognized as a valuable yet 
underappreciated demographic in the labor market. In Europe, for instance, 
approximately 27% of hospitality workers are over the age of 50, as high-
lighted by Eurostat data (2023). This group often remains overlooked due to 
universal stereotypes about adaptability and physical capability, even though 
research suggests that individuals in this age bring significant strengths 
to the workforce. Workers aged 50 and older are often characterized by 
their reliability, dedication, and life experience, making them well-suited 
for challenging roles that require attention to detail and customer engage-
ment. Furthermore, studies indicate that this demographic exhibits lower 
turnover rates than younger workers, thereby reducing the ongoing costs 
associated with recruitment and replacement.

The potential for hiring 50+ workers is particularly important in address-
ing the industry’s struggles with filling seasonal or part-time roles. Older 
individuals seeking flexible employment can help meet fluctuating labor 
demands without compromising service quality. However, hotels need to 
design targeted strategies to appeal to this demographic. Offering short-term, 
practical training programs tailored to those with no prior experience is 
a key first step. These programs can focus on the basics of customer rela-
tions, housekeeping standards, or digital tools used in hospitality services. 
Additionally, flexible work options, such as part-time schedules, can attract 
individuals balancing work with other life commitments or retirement.
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Harnessing the potential of 
Deaf and hard-of-hearing employees 

Another often-overlooked talent pool in the hospitality workforce is indi-
viduals who are Deaf or hard of hearing, a group that continues to face 
significant barriers in accessing employment opportunities. Misconceptions 
about the capabilities of these individuals have contributed to their exclu-
sion, despite clear evidence that they can bring valuable skills and unique 
perspectives to workplace settings, particularly in customer-facing indus-
tries like hospitality.

Deaf and hard-of-hearing employees demonstrate strong problem-solving 
skills, heightened attention to detail, and an ability to foster mutual respect 
and collaboration within teams. With the implementation of appropriate 
accommodations and communication tools, these employees can thrive 
in various roles, from housekeeping and front-desk operations to admin-
istrative work. Hoteliers adopting inclusive hiring practices can further 
enhance their organization’s reputation by signaling a commitment to 
diversity, equity, and inclusion, a factor that resonates deeply with socially 
conscious customers in today’s market.

To successfully integrate Deaf and hard-of-hearing employees, hotels must 
address workplace accessibility and adapt their communication strategies. 
This includes leveraging technologies such as visual communication tools, 
on-screen alerts, and captioning for training videos. Additionally, offer-
ing sign language interpretation for training sessions or team meetings 
fosters inclusivity and helps create a supportive environment. Sensitivity 
training for existing staff is equally important, ensuring that all employees 
understand how to effectively collaborate with their deaf colleagues while 
promoting mutual respect.
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Several leading examples highlight how the integration of deaf and hard-
of-hearing workers can benefit the hospitality industry. For instance, a few 
hotel chains around the world have partnered with NGOs or vocational 
schools specializing in the employment of differently-abled individuals to 
create focused hiring pipelines. Designing recruitment strategies that specifi-
cally target this group, such as hosting job fairs tailored to differently-abled 
communities, has proven effective in identifying talented individuals who 
can bring long-term value to their organizations.

The importance of inclusivity 
in workforce strategy

Beyond addressing labor shortages, inclusive hiring practices have dem-
onstrated broader organizational benefits that hoteliers cannot afford to 
overlook. Reports from Deloitte (2020) and McKinsey & Company (2022) 
emphasize how diverse and inclusive teams contribute to operational per-
formance improvements within the workforce. For example, companies 
prioritizing inclusive hiring practices have been shown to experience 25% 
higher profitability than less-diverse competitors. Additionally, inclusive 
workplaces report lower turnover and heightened employee engagement, 
reducing overall employment costs while improving service quality.

Diversity among employees also enhances innovation and adaptability. 
A workforce that represents a wide range of perspectives is better able to 
solve complex problems, anticipate diverse customer needs, and devise 
creative solutions. For hotels, which depend on customer satisfaction to 
build loyalty and revenue, gaining these advantages is critical. Not only 
does an inclusive workforce foster a more dynamic workplace, but it also 
helps hotels appeal to an increasingly diverse clientele, many of whom 
value businesses that reflect their own values of equity and representation.
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Practical strategies 
for promoting inclusivity

Tailoring job descriptions and recruitment practices

To effectively target underrepresented labor groups such as workers aged 
50+ and the Deaf/hard of hearing, hoteliers need to design job descriptions 
that explicitly outline flexibility, training opportunities, and workplace 
accommodations. Removing unnecessary barriers, such as prior experi-
ence requirements, can also expand the candidate pool.

Providing accessible training programs

Tailored training and onboarding programs are essential for engaging these 
groups. For instance, older workers without prior hospitality experience 
may benefit from condensed modules focusing on customer service basics, 
safety protocols, and job-specific tasks. For deaf workers, incorporating 
visual aids, captions, and sign-language interpreters into training materi-
als is essential for ensuring equal access to skill development. Additionally, 
offering multilingual or culturally adaptive materials for international staff 
can support broader diversity efforts.

Building a supportive work environment

Inclusivity cannot thrive without a supportive workplace culture. To this 
end, hoteliers should prioritize launching awareness programs that edu-
cate staff on the importance of diversity and equip teams with the skills to 
collaborate effectively. Assigning peer mentors to employees from under-
represented groups can also foster a sense of belonging, while periodic 
feedback sessions can help identify areas for improvement.
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Enhancing accessibility

Hotels must invest in workplace infrastructure that accommodates the 
needs of deaf and hard-of-hearing employees. This may include installing 
visual alerts in high-traffic areas, equipping meeting rooms with speech-
to-text technology, or fine-tuning workplace layouts to ensure accessibility. 
Making these adaptations signals a long-term commitment to inclusivity 
and improves workplace convenience for all employees.

Leveraging partnerships

Hoteliers should collaborate with vocational schools, government-funded 
programs, and nonprofit organizations to create recruitment pipelines for 
older workers or individuals with disability. Publicizing these partnerships 
can help enhance the hotel’s reputation while attracting socially conscious 
customers and business clients.

Industry leadership 
through inclusivity

Hoteliers who integrate inclusive hiring practices into their workforce 
strategies position themselves as leaders in addressing some of the indus-
try’s most pressing challenges. Efforts to recruit and retain workers aged 
50+ and those who are Deaf or hard of hearing are not merely acts of 
social responsibility; they are strategic moves toward building resilient 
organizations that can thrive in today’s competitive market. By extending 
employment opportunities to underrepresented groups, the hospitality 
industry can create win-win scenarios that benefit businesses, employees, 
and customers alike.
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The strategic adoption of inclusive practices represents an opportunity 
for hoteliers to tackle critical labor shortages while driving innovation, 
adaptability, and service excellence. As the industry continues to evolve, 
prioritizing workforce diversity and inclusivity will contribute not only 
to its sustainable growth but also to a broader social impact. By actively 
addressing demographic and structural challenges, the hotel industry can 
foster workplaces that are both equitable and competitive, ensuring its 
continued relevance in a rapidly changing world. Hoteliers who embrace 
this approach will be better positioned to meet workforce demands and 
deliver exceptional guest experiences while reinforcing their broader com-
mitment to equity and inclusion.



12 Guide for hotel 
managers and teams

Who is a 50+ candidate 
without experience 
in hospitality?

A 50+ candidate without experience in the hospitality 
industry is often someone at the threshold of a new pro-
fessional stage, seeking not so much a career as a safe, 
meaningful place of employment. In most cases, this is 
not someone who has actively built a path in the service 
sector but rather someone who has worked in other 
professions (often manual labor), managed a household, 
supported a family, and now, facing a changing life 
situation, decides to return to the job market or change 
professions.

Aged 50+ 
without experience 
as a valuable 
employee
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These individuals may not have a “hospitality-ready” resume but possess 
years of life experience that have shaped invaluable traits for working 
with people: composure, patience, empathy, consistency, and a sense of 
responsibility. In interviews conducted with hospitality managers, it was 
repeatedly mentioned that these individuals are “loyal,” “don’t complain,” 

“work steadily,” “don’t create drama,” and “can be relied upon.”

It’s important to emphasize that 50+ individuals entering the hospitality 
industry do not expect spectacular promotions. They are often not interested 
in managerial positions and do not have high financial expectations. What 
matters to them is being needed, having contact with people, feeling part 
of a team, and influencing the daily functioning of the workplace. Their 
approach is dominated by gratitude for the opportunity and motivation 
to prove they are trustworthy—which translates into diligence and a high 
work ethic.

Often raised in a culture of duty and respect for superiors, these candidates 
do not seek conflict or place themselves above procedures. They are the 
type of employee who will ask questions if unsure, arrive early to prepare 
properly, and will not leave their post until everything is done.

However, it’s important to remember that 50+ candidates often doubt them-
selves. For years, they’ve heard they’re “too old,” that “this isn’t their field,” 
or that “they won’t manage with computers.” This leads them to withdraw 
easily—they often don’t even apply, despite being interested, because they 
assume they “don’t stand a chance.” Therefore, it’s crucial that recruitment 
communications include signals like “age doesn’t matter,” “we will train 
you from scratch,” and “your attitude is what counts.”

Employers who have opened up to this group often express surprise: 
“I didn’t expect them to be so reliable,” “After three weeks, they were better 
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than the younger ones with experience.” It’s worth remembering that a 50+ 
candidate without a hospitality resume can become the most stable, trusted 
link in the team—if only given a chance.

What distinguishes 50+ candidates 
without experience in hospitality?

Although often lacking formal experience in hospitality, 50+ candidates 
bring to the team a set of qualities that become crucial in operational 
work—especially in times of high turnover and intergenerational tensions. 
They are characterized by a work style based on responsibility, personal 
culture, and readiness to engage, contrasting with the dynamics of younger 
generations often focused on quick results and individual development. 
They bring to the hospitality industry experiences and best practices from 
previous years and past organizations.

This group of employees’ greatest asset is the consistency between declara-
tions and actions. If they say they’ll arrive at 6:00 AM—they are punctual. 
If entrusted with a task—they perform it without complaining or stating 

“it’s not their responsibility.” Employers often highlight their loyalty and 
predictability, saying: “These are people I can count on, even during the 
challenging moments of the season.”

The personal culture of 50+ individuals is often noticeable from the first day 
of work. They know how to address guests respectfully, do not interrupt, 
and do not treat clients as “internet buddies.” They are also more inclined 
to maintain order, respect procedures, and uphold discretion. In profes-
sions requiring empathy, patience, and composure—such as housekeeping, 
kitchen assistance, porter, or breakfast service—they excel, often without 
any prior experience.
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Another distinguishing feature is humility and a realistic approach to work. 
50+ individuals do not have excessive expectations regarding the position 
or team. They do not expect special treatment or seek benefits in the first 
month of work. Instead—they aim to integrate, learn, and fulfill tasks as 
expected. In a team, they often take on the role of someone who “does their 
job” without unnecessary emotions and does not generate tensions. This 
is also a group that does not have high financial expectations. Usually, the 
work serves as a supplement to their pension or social benefits. Employees 
aged 50+ do not necessarily expect an employment contract—an assign-
ment contract or B2B arrangement with invoicing is sufficient for them. 
They offer great flexibility: you pay for specific tasks without the need for 
vacation time or seasonal downtime.

It’s also worth noting that many representatives of this generation have 
a highly developed sense of observation and the ability to act “quietly”—in 
a way that doesn’t disturb others but supports the process. They can notice 
shortages, take care of things without reminders, and simultaneously do 
not compete for attention or need constant affirmation of their value.

Their relationships with younger colleagues may initially be reserved but 
often quickly evolve into mutual respect and cooperation, provided the 
team does not treat them condescendingly as “those who don’t know.” 50+ 
candidates can become a kind of internal stabilizer for the team—a non-
formal example of patience, balance, and “quiet” work without seeking 
recognition.

Not insignificantly, individuals in this age group are often willing to work 
unusual hours, including weekends and holidays. They no longer have 
obligations related to young children or studies, are flexible, and willing 
to take on supportive roles that require presence when the younger gen-
eration prefers time off. For example, in light of the ongoing recruitment 
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challenges in porter or security services, retired uniformed service mem-
bers prove especially valuable. They are often willing to work night shifts 
at the reception or take on roles during hours considered “inconvenient” 
for younger employees.

In summary—a 50+ candidate without experience in hospitality stands out 
primarily for maturity, reliability, and readiness for loyal cooperation. Their 
lack of operational experience can be easily compensated for, whereas the 
personality traits they bring are challenging to develop in many younger 
candidates. In a well-managed team, they become not only valuable employ-
ees but also a source of balance and quality service.

Generations X and Y versus Z in hospitality – 
differences worth knowing and utilizing

Managing personnel in hospitality today involves the cooperation of three 
generations: X (born around 1965–1980), Y (1981–1995), and Z (1996 and 
younger). The differences between them are real—not only in professional 
behaviors but also in values and lifestyle. Instead of viewing them as bar-
riers, it’s worth adopting a perspective of complementarity—where one 
generation brings dynamism, another offers stability. In hospitality—a sector 
that lives by the rhythm of changes, seasons, and guest needs—generational 
diversity can become the team’s strength.

Generation X: 
independence, loyalty, consistency

These are individuals aged 45+, often the most experienced members of 
the permanent staff. Managers describe them as independent, responsi-
ble, and predictable. They exhibit a significant ability to manage work 
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independently and rarely require supervision. These are employees who 
“know what needs to be done”—and they do it.

Their loyalty stems from attachment to the workplace rather than emo-
tions—they are rational and practical, valuing stability. In hospitality, they 
perform well in positions requiring diligence, good organization, and direct 
guest contact. They like to know “what to expect,” value clear procedures, 
and expect respect.

However, their weaker side may be less openness to technological changes, 
requiring patient onboarding and support. But once they master new solu-
tions—they apply them consistently without the need for constant reminders.

Generation Y (Millennials): 
empathy, need for development, multitasking

These are individuals aged 30–45—often team leaders or experienced 
specialists today. They understand the value of teamwork and thrive in 
situations requiring empathy and client interaction. They are characterized 
by a desire for development, the need for recognition, and a high level of 
interpersonal communication.

They are effective in environments that offer them the opportunity for 
influence and flexibility but are less resistant to routine. In hospitality, they 
excel when they can co-create the atmosphere of the place—functioning 
well as animators, change leaders, or relationship managers.
Generation Y’s advantage is the ability to operate at the intersection of 
technology and human interaction—they understand systems but do not 
forget about the human element. They are open to working with older 
individuals, provided the team operates on principles of mutual respect 
and transparency.
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Generation Z: 
energy, speed, need for immediacy

The youngest generation in the labor market—individuals aged 18–30—are 
currently the most numerous groups among seasonal hotel workers. Their 
strengths include technological proficiency, flexibility, and the ability to 
learn quickly. They are not afraid of changes and easily adapt to new sys-
tems and tasks.
From employers’ perspective, their biggest challenge is low loyalty, the need 
for quick results, and limited long-term engagement. They often choose 
a workplace not based on mission or team but on schedule, salary, and 

“here and now” potential.

Generation Z prefers environments with partner communication, flexibility, 
clear boundaries, and quick feedback. They function well when surrounded 
by older colleagues who do not judge but help them integrate.

How does this work in a team?

Generational differences can be a source of tension but, with proper man-
agement, become the foundation of a strong, self-regulating team. A 50+ 
employee can be an informal mentor—someone who demonstrates calm-
ness and diligence in stressful situations. A younger colleague, in turn, can 
assist with system operations, explain shortcuts, and teach platform usage. 
Such an exchange of competencies works best when based on trust and 
the absence of superiority.

A well-managed multigenerational team is not a set of compromises—it’s 
a mosaic of talents and approaches that complement each other. The man-
ager’s task is not to “smooth out differences” but to honestly name and 
utilize them for a common goal.
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Potential benefits for employers 
of hiring a 50+ employee

Hiring individuals aged 50 and above without prior experience in hospi-
tality might initially seem risky—especially in a fast-paced, ever-changing, 
and technically demanding industry. However, upon closer examination, it 
becomes evident that this is one of the most undervalued staffing invest-
ments, offering numerous tangible benefits to hotel operations. Some 
potential advantages of employing 50+ representatives include:

Employment stability. In an environment where employee turnover is 
a significant issue, individuals aged 50+ stand out for their consistency and 
predictability. They don’t change jobs impulsively, don’t apply “just to try,” 
and aren’t constantly seeking “better opportunities.” For many, employ-
ment is not just a source of income but also a sign of trust and self-worth, 
translating into strong motivation to maintain their job.

High responsibility and work ethic. Employing someone aged 50+ pro-
vides an employer with an individual who doesn’t require daily supervision. 
These employees operate on the principle that “if something needs to be 
done—it should be done.” They don’t procrastinate, don’t delay tasks, and 
don’t look for excuses. This is the epitome of reliability. In daily operational 
management, this means less stress for the managerial staff and greater 
assurance that essential processes will be executed well and on time.

Calmness and resilience in difficult situations. Life experience among 
individuals aged 50+ translates into greater emotional stability. They can 
handle stressful situations with guests without escalation, are not easily 
thrown off balance, and act less impulsively. Their presence in the team 
stabilizes dynamics, especially during peak seasons when time pressure 
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and guest numbers are highest. Often, younger employees turn to them 
for advice or support—even informally.

Fewer absences. Individuals over fifty are less likely to take leave for trivial 
reasons. For various reasons—they’ve raised children, aren’t studying, 
have a different approach to responsibility—they are more present and 
predictable in the schedule. This is crucial for team stability and opera-
tional fluidity, especially in departments like housekeeping, gastronomy, 
or breakfast service.

Willingness to work during challenging hours. Unlike many younger 
candidates, individuals aged 50+ don’t avoid working on weekends, holidays, 
or nights—provided they know what’s expected of them. They are available, 
can plan ahead, and adapt to schedules without excessive expectations. 
In hospitality, where staff availability during non-standard hours is often 
critical, this is a significant asset.

Enhancing the hotel’s social image. Employing individuals aged 50+ 
strengthens the hotel’s image as an open, responsible, and socially modern 
employer. In an era of increasing sensitivity to inclusivity and diversity, 
guests increasingly notice and appreciate companies that invest in people 

“outside the mainstream recruitment pool.” Such an employee is not just 
an operational asset but also a reputational one.

Potential as long-term employees. Unlike seasonal workers or young 
people starting their careers, individuals aged 50+ often seek a “final 
career stage”—a place they can commit to long-term. Although they may 
require more support initially, they later become loyal, grateful, and show 
no desire to change. They should be viewed as an investment that pays off 
not immediately but through lasting value and low risk of departure.
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Hiring someone aged 50+ without hospitality experience is not just a ges-
ture of openness—it’s a strategic decision that can strengthen the team, 
improve service quality, and bring real operational savings. It only takes 
a bit of trust at the beginning—and then just let them do what they do best: 
work diligently, honestly, and with full commitment.

Potential challenges — 
and how to address them

While hiring a 50+ employee without hospitality experience brings numer-
ous benefits, it’s essential to acknowledge that this process can also present 
certain challenges—both organizational and social. What may initially seem 
like a “problem” often turns out to be a matter of proper onboarding and 
appropriate communication style. Among potential challenges, it’s worth 
considering:

Challenge 1: longer onboarding and training process. Individuals 
aged 50+ may need more time to master procedures, understand internal 
systems, or learn to use hotel applications. For managers accustomed to 
quick, seasonal onboarding, this might be frustrating—”young people pick 
up faster.” And that’s true. But an older employee, though slower in the initial 
phase, usually integrates more permanently and doesn’t require constant 
reminders, as is often the case with younger colleagues. The solution is 
patience combined with a clear training structure—step by step, without 
haste, and with the assurance that questions are welcome. It’s beneficial to 
assign their onboarding not only to a supervisor but also to an experienced 
team member who communicates well and can explain calmly, without 
a sense of superiority.
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Challenge 2: technological barriers. It’s no secret that some 50+ can-
didates have limited experience with computer systems, terminals, or 
hotel applications. Their digital competencies are often “spotty”—they can 
send emails, use basic Excel functions, but are unfamiliar with internal 
CRM systems, planning tools, or POS systems. This doesn’t mean they can’t 
learn—they just need more time and training based on examples and prac-
tical exercises, not theoretical instructions. A good practice is to develop 

“cheat sheets”—printed materials with step-by-step instructions—that they 
can take home and practice at their own pace.

Challenge 3: team’s concerns about “differences”. In some teams, 
there’s resistance—sometimes silent, sometimes expressed jokingly—toward 
the presence of an older person “without experience, who will ask about 
everything.” Such attitudes are understandable but need to be actively 
addressed from the onboarding announcement stage. The manager’s role 
is to explain to the team why such a person is joining, what they need at 
the start, and what they can contribute to the team. An excellent solution 
is pairing the 50+ individual with a younger employee—not as a form of 
control but collaboration. This relationship can benefit both parties: the 
older learns the practice, the younger—communication and patience.

Challenge 4: physical and health concerns. Some roles in hospitality 
require physical fitness, long hours on one’s feet, lifting, carrying—and 
here arises the question: can a 50+ person handle it? The key is to match 
the position to their capabilities. Where precision and repeatability matter 
more than speed and strength—individuals aged 50+ perform excellently. 
If an employer expects physical work at the pace of a student from a temp 
agency—it might not be the best fit. However, it’s worth remembering that 
physical fitness isn’t just about age—some fifty-year-olds have more energy 
and health than twenty-year-olds who spend their days in front of screens. 
The assessment should focus on the individual, not their age.
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Instead of viewing these challenges as obstacles, it’s better to see them as 
tasks to plan for. A 50+ employee doesn’t need special treatment but a fair 
start: clear rules, patient onboarding, and a sense that they don’t have 
to pretend to be someone they’re not. In return, they offer the company 
calmness, reliability, and surprisingly high enthusiasm—precisely because 
someone believed in them.

Preparing managers for collaboration: 
building an environment conducive to integration

Integrating an individual aged 50+ without prior hospitality experience 
into a team requires a manager’s conscious approach that considers both 
the new employee’s needs and the existing team’s dynamics. Key aspects 
include:

1.	 Conscious leadership and empathy: Managers should demonstrate 
empathy and understanding, recognizing that starting a new career in 
a different industry can be challenging for someone over 50. Creating 
an atmosphere where the new employee feels accepted and supported 
is crucial.

2.	 Clear communication of expectations: Clearly outlining the role, 
responsibilities, and work standards helps the new employee under-
stand what is expected, boosting their confidence and effectiveness.

3.	 Providing appropriate training: Individuals over 50 may need more 
time to assimilate new information, especially regarding technology. 
Therefore, it’s important to offer training tailored to their needs and 
learning pace.

4.	 Promoting a culture of diversity: Managers should actively foster 
a culture of diversity and inclusion within the team, emphasizing the 
value each employee brings, regardless of age or experience.
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Preparing colleagues for collaboration: 
building a team based on mutual respect

Colleagues play a vital role in integrating a new employee aged 50+ without 
hospitality experience. Considerations include:

1.	 Openness and patience: The new employee may require more time 
to learn procedures and understand job specifics. Colleagues should 
be patient and willing to offer support.

2.	 Sharing knowledge: Experienced employees can act as mentors, 
sharing their knowledge and experience, which not only supports 
the new employee but also strengthens team bonds.

3.	 Mutual respect: Respecting diverse experiences and perspectives is 
key to building a cohesive team. Colleagues should avoid stereotypes 
and prejudices, focusing on shared goals and values.

4.	 Shared goals and cooperation: Emphasizing common objectives and 
the importance of collaboration aids in integrating the new employee 
and building a strong, united team.

Integrating an employee aged 50+ without hospitality experience is a process 
that requires commitment from both managers and colleagues. Through 
conscious leadership, empathy, openness, and mutual respect, it’s possible 
to create a work environment where every employee feels valued and 
motivated to achieve common goals.

How to encourage individuals aged 50+ 
without experience to apply in hospitality

Encouraging individuals over fifty to embark on a new career—especially 
in a dynamic industry like hospitality—requires a delicate yet effective 
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approach. It’s not about persuasion or making empty promises. The key 
is addressing the needs, fears, and motivations of this age group, which, 
though often overlooked in recruitment, can become a solid team founda-
tion. Consider the following:

•	 Recognition and respect: One main reason individual aged 50+ 
hesitate to apply for new positions is the fear of rejection and age-based 
judgment. Recruitment communication should clearly emphasize that 
life experience and maturity are welcomed, not seen as obstacles. 
Using language that builds trust—highlighting stability, understand-
ing, honesty, and reliability—resonates with this age group.

•	 Highlighting the value of hospitality work: Individuals aged 50+ 
aren’t seeking rapid career advancement but rather meaning, stabil-
ity, and a positive atmosphere. Hospitality can offer this—provided 
it’s presented appropriately. Communication should highlight aspects 
like human interaction, the opportunity to be part of hospitality (not 
necessarily in front-line roles), schedule regularity and predictability 
(especially in roles like kitchen assistant, housekeeping, breakfast 
service), a sense of purpose, visible work outcomes, team interaction, 
real responsibility, and proximity to work, reducing commuting time, 
which gains importance with age.

•	 Alleviating fear of the unknown: Many potential candidates aged 
50+ refrain from applying because they are unsure of what to expect. 
They fear they won’t manage technology, procedures, or team dynam-
ics. Therefore, messaging should include information about a calm 
onboarding process, available training, and the opportunity to ask 
questions without judgment. Phrases like “No experience needed—
we’ll teach you everything” are more effective than any slogan.



26 Guide for hotel 
managers and teams

•	 Sharing stories of people like them: Authentic examples of 
individuals aged 50+ who have found their place in hospitality are 
powerful. Promotional materials should showcase specific stories—
like “Maria, 56, started as a kitchen assistant and now works full-time 
in the breakfast department.” Such messages break stereotypes and 
demonstrate that it’s not just theoretically possible but achievable.

•	 Explicitly stating advantages: Mature individuals often doubt 
they have anything to offer. Therefore, job postings and recruitment 
efforts should explicitly state: “We’re looking for precise, reliable 
individuals who are punctual and enjoy calm, organized work.” Such 
statements hit the mark and create a sense that someone is genuinely 
seeking them, not just a young, flexible candidate for any role.

Encouraging individuals aged 50+ to apply in hospitality isn’t about “pay-
ing homage to age.” It’s about restoring balance in the job market, which 
has long favored mobility over stability and speed over accuracy. Well-
designed communication, an open recruitment approach, and conscious 
barrier-breaking are not just ways to fill vacancies—they’re investments 
in team quality and the long-term development of the hotel.
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Why hire Deaf employees now?

Because workforce shortages in hospitality are becom-
ing critical. Unemployment rate rising during and after 
the COVID-19 pandemic is a serious challenge to many 
people globally. The traditional talent pool has shrunk 
post-pandemic, and competition for loyal, detail-oriented 
staff is growing. Deaf are an unlocked potential in the 
workforce.

Yet across Europe, many Deaf individuals remain under-
employed or excluded from service-sector roles, com-
pared to the general population, due to preventable bar-
riers — mostly related to awareness and communication. 

Deaf employees. 
Unlocking potential: 
silent skills, 
loud impact
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This untapped talent pool offers hotels a strategic advantage. Deaf employees 
often demonstrate excellent visual attention, calmness under pressure, and 
a strong sense of teamwork — exactly the qualities that build consistency 
in guest services and back-of-house operations.

This guide invites employers to see inclusion not as a charity gesture, but as 
a smart operational decision. With just a few adjustments, most hospitality 
workplaces can accommodate Deaf team members with minimal cost and 
high long-term return. These adjustments benefit all staff, improve reten-
tion, and modernize the work culture.

By reading this guide, you’re not only gaining a roadmap to inclusive hiring 
— you’re also joining a growing movement in European hospitality: one that 
values diversity as a strength, and difference as a driver of quality service.

Who is a Deaf candidate in hospitality?

A Deaf candidate in the hospitality industry is a job seeker or employee 
whose primary mode of communication may not be spoken language. This 
includes people who identify as culturally Deaf and use sign language (such 
as Greek Sign Language), as well as those who are hard of hearing and may 
use speech, lip-reading, or hearing aids. The Deaf community is diverse, 
with different preferences, educational backgrounds, and cultural affilia-
tions. What unites Deaf individuals in the employment context is not the 
inability to hear, but the need for inclusive communication and equitable 
access to opportunities.

In many parts of Europe, Deaf people face a dual barrier in the workforce: 
lack of awareness among employers, and physical or procedural inacces-
sibility. Despite these challenges, Deaf individuals regularly demonstrate 
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adaptability, visual strength, concentration, and precision — traits that 
make them highly effective in structured, task-oriented environments 
such as hospitality.

It’s important to move beyond stereotypes. A Deaf person is not inherently 
‘limited’ in their ability to interact with guests or team members. What they 
need is access — access to visual information, access to a workplace culture 
that values diversity, and access to tools (like visual alerts or captioning 
software) that enable full participation. When these conditions are met, 
Deaf employees thrive.

Many Deaf job seekers are trained professionals or vocational graduates 
who are eager to work but face exclusion due to communication assump-
tions. They often bring a high level of discipline and commitment to the 
job, precisely because work opportunities have been historically scarce 
or conditional. In hospitality roles like housekeeping, kitchen prep, front 
desk support (with adapted systems), porter service, and guest logistics, 
Deaf employees excel — often outperforming hearing colleagues in visual 
monitoring, routine adherence, and calmness under pressure.

Deaf candidates may also benefit from community-based training programs. 
In the UK, Greece, and Sweden, organizations provide job-readiness courses, 
vocational training, and placement support. Candidates who come through 
these pipelines are typically well-prepared for work and committed to 
building a long-term career.

Managers should understand that interviewing a Deaf person might require 
slight adjustments — such as writing questions, using Sign Language 
interpreters, or providing video captions. But the goal remains the same: 
to assess core skills, motivation, and alignment with the team. Once hired, 
the candidate’s Deafness is not a liability — it becomes a dimension of team 
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strength, especially in guest-facing settings where diverse staff can better 
serve diverse clientele.

Ultimately, a Deaf candidate in hospitality is someone who wants what 
every employee wants: respect, opportunity, and the chance to contribute 
meaningfully. What distinguishes them is not a deficit in hearing, but a sur-
plus in perseverance, attention to detail, and often — untapped potential. 
Recognizing this is the first step toward inclusion that works.

What distinguishes Deaf candidates in hospitality?

Deaf candidates bring a distinctive set of competencies, experiences, and 
perspectives that enrich hospitality teams far beyond expectations. Their 
capacity for visual learning, their attention to non-verbal cues, and their 
resilience in navigating auditory-centric environments have forged work 
ethics grounded in adaptability and self-sufficiency. Rather than focusing 
on what Deaf candidates lack, employers benefit more by identifying the 
unique contributions they offer — contributions which can directly enhance 
service quality, team dynamics, and operational consistency.

Research has consistently shown that Deaf individuals demonstrate high 
levels of attention to detail, punctuality, and reliability — traits that align 
perfectly with the fast-paced, routine-driven demands of hospitality work. 
In roles such as room cleaning, banquet setups, food preparation, and guest 
logistics, precision and consistency are valued more than verbal interaction. 
Deaf staffs often excel in these environments, particularly when equipped 
with accessible workflows and visual task aids.

A study found that while hearing managers were often unfamiliar with 
Deaf workers’ specific accommodation needs, they viewed them as highly 
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dependable and professional. Deaf employees themselves reported feeling 
respected by supervisors but expressed ongoing challenges in areas such 
as communication during meetings and inconsistent access to interpreters 
or captioning tools. This signals a gap not in potential, but in workplace 
systems that support full participation.

Other recent studies reinforce these findings, showing that Deaf workers 
often experience elevated stress due to barriers in communication, limited 
peer support, and lack of systemic understanding. Yet they continue to 
persevere, demonstrating strong self-efficacy, visual cognition, and inde-
pendent problem-solving — especially in structured or repetitive tasks 
where routine mastery is an asset.

It’s also important to recognize the broader skill sets Deaf candidates 
contribute. Deaf workers tend to be creative problem solvers and effec-
tive visual thinkers. They often notice visual patterns and safety cues that 
others miss. Their spatial awareness can optimize how kitchen stations, 
guest floors, or inventory systems are organized. In design, housekeeping, 
event staging, and audiovisual roles, this perspective is especially valuable.

Deaf professionals bring cultural awareness too — particularly when serv-
ing Deaf guests. They understand accessibility needs from lived experience 
and can ensure that services like visual alarms, captioned media, or simpli-
fied signage are applied correctly. This insider knowledge becomes a form 
of inclusive quality control, improving guest satisfaction and aligning the 
business with international standards like the UN CRPD.

Finally, the mere presence of Deaf team members can positively influence 
workplace culture. Their ability to navigate adversity often inspires others, 
builds empathy in teams, and breaks down unconscious biases. Many teams 
report that working with Deaf colleagues leads to clearer communication 
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habits, more thoughtful task delegation, and stronger visual communica-
tion practices across the board.

In summary, Deaf candidates do not merely adapt to the hospitality indus-
try — they elevate it. By recognizing their core strengths and removing 
barriers to access, employers unlock a resource of dedication, insight, and 
talent that distinguishes them in any setting.

Differences worth knowing: 
Deaf vs. hard of hearing employees

While both Deaf employees fall under the broader umbrella of DHH (Deaf 
and Hard of Hearing), there are important differences in their commu-
nication preferences, identities, and workplace needs. Recognizing these 
distinctions helps managers provide more effective accommodations and 
foster an inclusive, respectful environment.

1.	 Language & communication style
	 Deaf employees primarily use sign language, while many hard-of-

hearing individuals also sign but may rely on residual hearing, spoken 
language, hearing aids, or cochlear implants.
•	 Tip: Always ask about preferred communication methods. Never 

assume spoken language is the default.

2.	 Cultural identity
	 Deaf employees may identify with the Deaf community and Deaf 

culture. This identity includes shared language, values, history, and 
norms distinct from the hearing world.
•	 Tip: Understand that Deafness is not always seen as a disability 

but as a cultural identity, especially among native signers.
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3.	 Accommodations
	 Deaf workers may require sign language interpreters, video relay 

services, or captioned training materials. Hard of hearing workers 
may prefer assistive listening devices, amplified phones, visual 
alarms, or written communication.
•	 Tip: Accommodations must be individualized — even two employ-

ees with similar audiograms may have different needs.

4.	 Perception of sound
	 Deaf individuals primarily use visual communication but may have 

some residual hearing in certain frequencies.
•	 Tip: Environments with loud machines or echo can be especially 

challenging for Deaf staff. Minimize noise or offer quiet alternatives.

5.	 Technology use
	 Deaf employees may use smartphones or tablets for real-time caption-

ing, visual alerts, or sign language communication apps or speech-
to-text apps.
•	 Tip: Equip shared areas with multiple communication supports 

— visual, written, and auditory.

Business and team benefits

Hiring Deaf employees in hospitality beyond of act of inclusion mental-
ity, it’s a smart business decision. Across Europe and beyond, hotels that 
integrate Deaf people report improvements in team cohesion, guest sat-
isfaction, employee retention, and brand reputation. As staff shortages 
and high turnover continue to challenge the industry, Deaf workers offer 
a largely untapped solution grounded in loyalty, reliability, and unique 
service strengths.
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Deaf employees contribute tangible value in many hospitality roles — par-
ticularly where task consistency, safety awareness, and visual precision 
are paramount. In housekeeping, kitchen prep, inventory management, 
porter service, and even front-desk support (with adaptations), they rou-
tinely outperform expectations. In a study of inclusive hotels in India and 
South Africa, managers noted significantly lower absenteeism and higher 
productivity among Deaf workers compared to their hearing colleagues.

Visual vigilance is another asset. Deaf workers are trained by necessity to 
pick up subtle environmental cues and can quickly identify issues like spills, 
misplaced items, or safety hazards. This makes them particularly valuable 
in high-traffic areas where guest safety and cleanliness are critical.

From a team perspective, the presence of Deaf colleagues often improves 
group communication habits. Teams become more visually oriented, reduce 
unnecessary noise, and rely more on clear instructions and shared tools 
— practices that benefit all employees. Cultural empathy also improves, 
particularly when teams learn basic sign language or work closely with 
interpreters.

Guest experience is also enhanced. Deaf guests, who are often underserved, 
feel represented and valued when hotels have Deaf employees. These staff 
understand how to provide clear visual communication, accommodate 
guest needs with respect, and avoid awkward assumptions. 

In one case study, a UK hotel saw a 22% increase in return visits from Deaf 
travelers after implementing visual signage and hiring Deaf concierge staff.

Perhaps most strategically, hiring Deaf workers strengthens brand image. 
In an era where consumers value social responsibility, inclusive hiring 
sends a powerful message. Hotels that employ Deaf individuals demonstrate 
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leadership in diversity, often earning recognition in tourism awards, cor-
porate social responsibility rankings, and community partnerships.

In summary, the business case for Deaf hiring in hospitality is strong. It 
improves retention, guest satisfaction, team cohesion, and brand cred-
ibility — while also opening the doors to an underutilized, motivated, and 
highly capable people.

Barriers & real-world 
challenges

Despite clear benefits, Deaf individuals continue to face substantial chal-
lenges in the hospitality workforce. These barriers are often not due to an 
individual’s capabilities but to structural limitations in how the workplace 
is designed, managed, and communicated. Addressing these real-world 
challenges is critical to creating sustainable, inclusive employment.

One of the most persistent barriers is communication in team settings. In 
meetings, huddles, or fast-paced back-of-house environments, Deaf employ-
ees are frequently excluded from spontaneous discussions or informal 
instructions. 

Deaf workers report high stress and fatigue levels when they must navigate 
inconsistent or insufficient communication structures. Similarly the recent 
studies highlight that accommodation satisfaction is often low, particularly 
around communication access in meetings and emergency alerts.

Many Deaf employees encounter colleagues or supervisors who, though 
respectful, are unsure how to interact or support them. While most Deaf 
employees report feeling socially accepted, they still experience the burden 
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of needing to self-advocate. They may have to repeatedly request inter-
preters, written instructions, or visual adaptations — efforts that can be 
draining over time. Some experts emphasize that even highly motivated 
Deaf workers hesitate to request accommodations due to fear of stigma or 
being viewed as “difficult.”

Workplace policies and systems often fail to include Deaf employees by 
design. For example, emergency protocols relying solely on sound-based 
alarms put Deaf workers at risk. Training materials without captions, induc-
tion programs without interpreters, or scheduling apps that don’t support 
visual alerts create daily friction.

Another problem is that there are not many Deaf role models or mentors. 
Many times, a Deaf employee is the only Deaf person on the team. This 
can make them feel lonely or left out. Also, there are not enough training 
programs to help Deaf employees become leaders. So, very few Deaf people 
get jobs as supervisors or managers. This makes it seem like Deaf people 
cannot be leaders, a true misunderstanding. But when there are no Deaf 
leaders, people may believe this false idea even more.

In summary, while the intentions of most employers are positive, the systems 
and cultures in place often lag behind. Overcoming these barriers requires 
intentional design, consistent inclusion strategies, and empowering Deaf 
employees to co-create solutions that work. Barriers can be removed with 
thoughtful design. 

How integrate a Deaf employee in a team?

Hiring a Deaf employee is the beginning of building a team culture where 
everyone can progress. When done thoughtfully, the presence of a Deaf 
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team member often improves how teams communicate, collaborate, and 
care for each other and guests.

A Deaf employee can succeed in any department — housekeeping, kitchen 
prep, front office, concierge, maintenance — when the team makes a few 
essential adjustments:

Communication becomes more intentional
Teams with Deaf members learn to communicate more clearly and visually. 
Instead of shouting across rooms or relying on verbal orders, team members:

•	 Make eye contact before speaking
•	 Use hand signals or gestures for routine tasks
•	 Rely on written instructions, whiteboards, or shared task apps
•	 Slow down to ensure everyone is aligned

These habits reduce miscommunication and improve efficiency — for 
everyone.

Diversity strengthens collaboration
A Deaf employee brings a unique lived experience that expands the team’s 
cultural competence. Colleagues often become more aware of different 
ways of experiencing the world and more thoughtful in their interactions. 
This shift encourages:

•	 Patience and empathy
•	 Team work and cohesion
•	 Shared problem-solving in new ways

Performance is collaborative
In practice, Deaf employees often become visual anchors in their teams, 
people who spot details others miss or keep routines consistent. In kitch-
ens, they may excel at plating and prep; in housekeeping, they often track 
standards precisely. Their reliability improves group output.
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Teams naturally adjust workflows:
•	 A front desk agent might loop in a Deaf colleague for check-ins 

using a tablet app
•	 A kitchen supervisor might post visual shift briefings on a wall
•	 A porter might develop hand signals with a Deaf teammate to 

coordinate guest baggage service

The takeaway
With openness, a bit of training, and the right tools, hospitality teams not 
only include Deaf staff, they learn from them and grow stronger together.
Hiring Deaf employees in hospitality is an advantage. Businesses that 
embrace Deaf talent often report improved performance, stronger team 
dynamics, and enhanced brand reputation. 

Recruitment best practices

Recruiting and onboarding Deaf employees effectively requires more than 
posting an open job — it demands intentional outreach, inclusive practices, 
and accessible processes from the very first interaction. The steps outlined 
below help ensure that Deaf candidates feel respected, understood, and 
positioned for success from day one.

Use clear language in job descriptions. Provide a Sign Language video and 
an accessibility statement. List available accommodations for applicants.

Contact with Deaf community organizations, vocational training cent-
ers, and disability employment services to advertise open roles. Attend 
inclusive job fairs or collaborate with schools that support Deaf graduates.

Offer accessible interviews: options such as Sign Language interpretation, 
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video relay interviews, or written responses for application questions. 
Ensure that the interview setting is well-lit, face-to-face, and free from 
background noise.

Evaluate candidates on the essential functions of the role, not on verbal 
fluency. Focus on task performance, teamwork, and reliability — skills that 
Deaf candidates often demonstrate strongly.

An inclusive recruitment and onboarding process not only help retain 
Deaf employees but also signals to all staff and guests that the organization 
values equity and accessibility from the ground up.
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The business case 
for inclusive hiring
Industry-specific challenges

The hospitality industry worldwide faces ongoing chal-
lenges with high turnover rates and workforce shortages, 
as documented by multiple industry analyses (Caterer.
com, 2020). Traditional recruitment pools often prove 
inadequate in meeting persistent staffing demands, espe-
cially in seasonal areas and during economic downturns. 
Hotels need employees who can reliably perform in 

Benefits from 
the point of view 
of hoteliers
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customer-facing roles that require strong soft skills and consistent qualities 
that are becoming increasingly hard to find in conventional labor markets.

Untapped talent resources

Workers over 50 and Deaf individuals represent significantly underuti-
lized talent pools with the potential to address these industry challenges. 
According to the European Foundation for the Improvement of Living and 
Working Conditions (2019), these demographics offer unique advantages 
when properly integrated into hospitality settings. The availability of 
governmental and non-governmental support systems has reduced imple-
mentation barriers for hoteliers, creating opportunities to tap into these 
resources with minimal financial risk.

Key benefits for hoteliers
Fighting workforce shortages

The integration of older and deaf workers directly addresses chronic staffing 
challenges by expanding the candidate pool beyond traditional demograph-
ics. Research published by Austrade (2019) indicates lower turnover rates 
among older workers, which significantly reduces recruitment and train-
ing costs, a particular concern in hospitality, where staff replacement costs 
can reach 30-50% of annual salary. Enhanced workforce stability improves 
operational continuity, a critical factor in maintaining service standards.

Superior customer experience

Hilton UK’s pilot program with Deaf front desk staff utilizing visual com-
munication tools resulted in an 18% increase in customer satisfaction 
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scores (Hilton CSR Report, 2019). This improvement reflects how diverse 
teams better relate to an increasingly diverse customer base. Multiple hotel 
managers report that older workers demonstrate enhanced patience and 
service orientation with guests, particularly during high-stress situations 
or when handling complaints.

Valuable work attributes

Employees aged 50+ typically bring reliability, punctuality, and emotional 
maturity that benefit hotel operations. According to research from the 
European Social Fund Plus (2021), these workers show significantly lower 
absenteeism compared to younger employees. Similarly, Deaf employees, 
when provided with appropriate arrangements, shine in tasks requiring 
visual attention and focus. Deaf workers often demonstrate exceptional 
concentration in detail-oriented tasks, which translates to higher quality 
control, especially in roles like housekeeping and food preparation.

Brand enhancement and loyalty

Inclusive hiring practices create measurable improvements in brand per-
ception. Modern travelers increasingly consider corporate social responsi-
bility when making booking decisions. The integration of visible diversity 
initiatives improves brand perception and customer loyalty, particularly 
among Millennial and Generation Z travelers. Certification programs such 
as “Inclusive Hotel” designations create marketing advantages similar to 
established eco-certification programs, opening access to socially conscious 
market segments.

Financial advantages

Training grants and accessibility funding minimize onboarding expenses, 
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while reduced turnover translates to significant cost savings over time. The 
European Social Fund Plus documentation (2021) indicates that participat-
ing businesses typically recover any adaptation investments within the 
first year through combined savings and subsidies.

Case studies:
successful implementation models
Marriott’s deaf inclusion initiative (United States)

Marriott Hotels implemented a comprehensive Deaf inclusion program 
that focuses on visual alert systems and specialized training. The initia-
tive primarily placed Deaf employees in housekeeping, kitchen staff, and 
maintenance positions while paying careful attention to communication 
protocols. According to Marriott’s People with Disabilities Associate Resource 
Group (ARG) documentation, participating locations reported enhanced 
task focus and quality control from Deaf team members. The program’s 
success led to its expansion across multiple properties, with adaptation 
costs offset by tax incentives and improved operational metrics.

Hilton UK’s front desk integration

Hilton UK developed innovative visual tools and communication systems 
for Deaf staff at Front office desks. The program measured an 18% increase 
in customer satisfaction scores, with guests specifically commenting on the 
thoroughness and attention to detail in their interactions. Integration costs 
were offset by government support programs through the UK’s Disability 
Confident scheme, while improved retention rates further enhanced finan-
cial outcomes. The program has since become a model for other Hilton 
properties across Europe.
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Cyprus hotel association age-inclusive program

The Cyprus Hotel Association created a partnership utilizing European 
Social Fund ESF+ Aid Scheme subsidies, specifically targeting workers over 
50. This initiative strategically placed older workers in reception, guest 
relations, and administrative roles that benefit from life experience and 
interpersonal skills. The program’s structure included a 10-month subsidy 
period allowing hotels to train and integrate staff with minimal financial 
risk. Between 2016 and 2020, 1,155 individuals benefited from the program, 
with participating hotels reporting high satisfaction with both performance 
and retention (European Social Fund Plus, 2021).

Polish boutique hotels PFRON partnership

Smaller independent hotels in Poland accessed wage subsidies and workplace 
adaptation funding through the PFRON (State Fund for Rehabilitation of 
Disabled Persons) program. These boutique properties found that Deaf employ-
ees excelled particularly in housekeeping and food preparation roles, where 
attention to detail created measurable quality improvements. Participating 
hotels reported that accessing these resources created a competitive advan-
tage through specialized labor pools. Industry associations have subsequently 
developed streamlined application processes to expand participation.

Greek island resorts accessibility initiative

Seasonal resorts across Greek islands implemented inclusion programs 
utilizing grants from the public employment authority (DYPA), which 
cover 90% of workplace modification costs up to €2,500. These properties 
integrated visual communication systems that benefited both staff and 
international guests, creating unexpected synergies. Several properties 
developed specialized guest experience roles leveraging the life experience 
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of workers over 50, particularly in creating authentic cultural experiences 
for visitors. Under Greece’s Recovery and Resilience Plan, additional fund-
ing has supported interpreter training and digital accessibility tools that 
enhance both employment and guest experiences.

Hotel job positions
and integration strategies
Well-suited roles for 50+ workers

Front office and guest relations positions represent ideal placements for 
older workers, leveraging their life experience and interpersonal skills. 
Hotels report that guests respond positively to mature staff members who 
demonstrate patience and local knowledge. Administrative and back-office 
roles utilize organizational abilities and attention to detail that often come 
with experience. Many properties have created training and mentoring 
positions specifically for older workers, benefiting from their accumulated 
knowledge and patience with newer staff members. According to Caterer.
com (2020), over 165,000 workers over 50 joined the UK hospitality sector 
in three years, predominantly in these role categories.

Successful positions for deaf employees

Housekeeping departments have proven particularly successful for Deaf 
integration, as these roles involve minimal verbal communication needs 
while benefiting from enhanced visual attention. Kitchen and food prepa-
ration positions leverage focus and precision in structured environments, 
with many hotels reporting quality improvements after integration. Some 
properties have successfully placed Deaf employees at front desks by 
implementing visual communication systems that ultimately benefit all 
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guests, particularly international travelers. Visual alerts for room readiness, 
emergencies, and service requests create more efficient operations overall.

Key implementation strategies

Successful hoteliers’ partner with specialized NGOs for recruitment and 
ongoing support, reducing internal resource requirements. Investment in 
basic visual communication tools and training creates property-wide ben-
efits beyond the immediate needs. Forward-thinking properties leverage 
available government subsidies and grants to offset implementation costs, 
often achieving a net positive financial impact within the first year. Many 
hotels create mentorship pairs to facilitate knowledge transfer between 
experienced and newer staff members. The development of clear visual 
protocols for emergencies represents an essential safety component that 
benefits all staff and guests, regardless of their hearing status.

Financial incentives
European Union framework

The European Social Fund Plus (ESF+) provides substantial funding target-
ing inclusive employment across member states, with specific allocations 
for hospitality sector initiatives. These programs aim to reduce inequality 
while addressing labor market shortages. Recovery and Resilience Plans 
developed following the COVID-19 pandemic include specific hospitality 
sector support mechanisms focused on workforce diversity and inclusion, 
creating time-limited opportunities for subsidized implementation.
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Country-specific programs

The consortium countries present significant economic incentives for 
hoteliers who implement inclusive employment practices. A cost-benefit 
analysis indicates that these financial advantages can substantially increase 
motivation for adopting such practices while simultaneously addressing 
concerns regarding initial capital expenditure for integrating new labor 
demographics

Poland’s PFRON program provides comprehensive support, including 
wage subsidies, social security reimbursements, and adaptation funding 
for employers who hire individuals with disabilities. Companies with 25 or 
more employees must meet a mandatory 6% quota for including disabled 
staff, although enforcement can vary. 

Greece combines legislation with practical support through the D.YP.A Grant 
covering 90% of accommodation costs up to €2,500 per implementation. 
Since 2002, Greek national building codes have required hotels to include 
accessible rooms and common areas, creating infrastructure that supports 
workforce inclusion.

Cyprus focuses on age inclusion through its targeted 10-month wage subsidy 
for hiring workers over 50, followed by a 2-month retention requirement. 
This program has demonstrated proven effectiveness with 1,155 successful 
placements between 2016–2020. 

The data contradicts the common perception that inclusive employment 
requires prohibitively high investment. When analyzed over a 3–5-year 
period, the financial returns typically exceed implementation costs by 
a significant margin.
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Conclusion: 
The forward-looking approach
Integrating 50+ and Deaf employees into hotel operations represents not 
simply a social good but a strategic business advantage. The combination of 
workforce stability, enhanced customer experience, and financial incentives 
creates a compelling case for hoteliers. Those who have implemented such 
programs report significant benefits that outweigh the initial adaptation 
investments. As labor markets continue to tighten and consumer prefer-
ences change toward socially responsible businesses, hotels embracing 
inclusive hiring gain competitive advantages while addressing persistent 
industry challenges.
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