
W O R K P L A C E  A G E I S M  I N  T H E  H O T E L  I N D U S T R Y
Zhiwei Wang, Lorna Wang, Tracy Xu

Surrey Hospitality and Tourism Management, Surrey Business School, University of Surrey

A I M
To investigate how ageism operates in hotel

workplaces and produce evidence-based, age-

inclusive management strategies.

B A C K G R O U N D  /  R A T I O N A L E
Ageism is stereotypes (thinking), prejudice (feeling) and discrimination (acting) based on age—affecting

any age, often harming older adults. Coined by Butler (1969), definitions (WHO; APA; OHRC; Age UK;

CfAB) include self-directed ageism and structural, age-exclusive practices.

Hospitality’s “youthful” image sustains stereotypes of older workers, especially around adaptability

and tech.

 Rapid digitalisation can exclude without age-inclusive training and support.

Hospitality’s “young industry” bias persists. In the UK: 1 in 5 over-50s  feel seen as less capable;  ~50%
expect disadvantage when applying (CIPD & CfAB, 2020). CfAB (2021): 36%  expect disadvantage, 17%
were rejected due to age; among affected jobseekers, ~⅔  lost confidence, 43%  reported health impacts.

 A multi-method, cross-cultural approach (UK–China) reveals what drives ageism and which practices

improve wellbeing and engagement.

M E T H O D
E X P E C T E D
C O N T R I B U T I O N S

Theory: Extend JD-R with age-linked

demands/resources; integrate SCM and IPA

to connect structure, stereotypes, and lived

experience.

Practice: Actionable HR toolkit (recruitment,

training, job/role design, recognition) for

age-inclusive hotels.

Impact: Developing retention and service

quality; guidance for policy and industry on

an ageing workforce.

R E F E R E N C E
Key theories and background evidence are drawn

from: Boehm et al. (2014) on age-diversity climate;

WHO (2021) global report on ageism; Van Dalen et

al. (2015) on employer strategies; hospitality-

specific studies (Cheung & Woo, 2021; Magd, 2003);

and practice guidance (CIPD & CfAB, 2020;

Timewise & CfAB, 2020; NICE NG13, 2015/2016;

ILC-UK, 2021). 

P H A S E  1  —  R E V I E W  +  M A N A G E R S  ( U K )
S Y S T E M A T I C  R E V I E W  O F  H O S P I TA L I T Y  A G E I S M
( P R E VA L E N C E ,  D R I V E R S ,  O U T C O M E S )；
M A P P E D  T O  J D - R ;  
S E M I - S T R U C T U R E D  I N T E RV I E W S  W I T H  U K
H O T E L  M A N A G E R S .

P H A S E  2  —  W O R K E R S  ( U K )
I PA  I N T E RV I E W S :  E M P L O Y E E S  A G E D  5 0 +  ( L I V E D
E X P E R I E N C E  &  D I G I TA L  I N C L U S I O N )
C O D E  T O  J D – R :  D E M A N D S / R E S O U R C E S  →
W E L L B E I N G  &  E N G A G E M E N T
D E L P H I  ( O L D E R  W O R K E R S  +  M A N A G E R S ) :
P R I O R I T I S E  I N T E RV E N T I O N S

P H A S E  3  —  S U RV E Y  ( U K – C H I N A )
C R O S S - C U LT U R A L  S U RV E Y
S C M  ( WA R M T H / C O M P E T E N C E )  +  J D – R
( D E M A N D S / R E S O U R C E S )
O U T C O M E S :  W E L L B E I N G ,  E N G A G E M E N T,
T U R N O V E R  I N T E N T
A N A LY S I S :  I N VA R I A N C E  T E S T S ;  M U LT I - G R O U P
S E M / R E G R E S S I O N

I N T E G R A T I O N  &  T O O L K I T
A G E - I N C L U S I V E  H R  G U I D A N C E :

R E C R U I T M E N T
T R A I N I N G
J O B / R O L E  D E S I G N
R E C O G N I T I O N


