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Symptoms and manifestations of stress 
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Stress is represented by the body's reactions to external stimuli. When the 
surrounding environment stimulates us, our body prepares to respond and 
activates the energies necessary to face them. 
Stress, therefore, is a mechanism of adaptation to the world around us and is 
perfectly functional in everyday life. 
The research talks about positive stress, or eustress, in this case. However, when 
the stresses of the environment become chronic or are greater than the person's 
ability to manage them, negative stress intervenes, which has a series of negative 
effects on a physical or psychological level. 
  
This guide is written for you, who in your daily work are exposed to a whole range 
of potentially stressful stimuli. The workers in the hotel and catering sector 
(Horeca) often experience stressful conditions. 
We have good news: stress can be dealt with effectively if the right techniques 
are applied. 
After reading this manual you will learn many key skills: 

• You will learn how to reduce stress in your personal and 
professional life 
• You will be able to spread the culture of well-being in your 
company 
• You will be able to suggest better recommendations and 
guidelines for stress reduction to the key institutional representative 

  

 
Talking about the effects of stress could be stressful for many, just as it is for 

any medical topic. Stress, when chronic or not treated properly, can cause: 

 
• Physical problems 

• Emotional problems 

• Psychological issues, psychological problems 

• Behavioral problems 

What is stress (really)? 

The effects of stress 
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Knowing that stress can technically be triggered by any stimulus is in itself 

stressful. 

The purpose of this paragraph is to: 

- Make yourself aware of the effects of negative stress          

- Turn negative stress into positive          

- Treat stress in a realistic way          

  

Life is made of risks. Any action (or non-action) involves a risk.  

The culture and knowledge of risk is the first criterion for modifying one's behavior 

healthily and effectively. 

If we read the package inserts of many of the commonly used drugs, or even 

commonly used substances, we could only deduce that we are constantly faced 

with risks.  

The important thing is to calculate and consider them.  

The risk of a drug's undesirable effect is written down and quantified. But we are 

not aware of many other sources of risk.  

The psychological risk of stress is perhaps one of the most underestimated, as it 

is apparently "invisible". 

 

  
  
The mechanism of production of the effects of stress is very simple, chronic stress 
reduces our immune defenses and therefore favors the development of 
numerous pathologies. 
  
  
  
 
 
 
 

Why chronic stress hurts us? 
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In this table, you will find the most common effects of stress 
  

Physical effects 
1. Dermatological pathologies 

2. Musculoskeletal disorders 

3. Cardiovascular Disorders 

4. Reduction of the immune system 

Psychological effects 
1. Anxiety 

2. Depression 

3. Panic attacks 

4. Suicidal instincts 

Behavioral Effects 
1. Addiction (smoking, alcohol) 

2. Eating compulsively 

3. Behavior at risk 

  
  

 
Work-related stress is officially a form of risk in work contexts, studied 

globally. Yet few countries mandatorily require companies to measure stress. 

One of these nations is certainly Italy, which since 2008 has law n.81 which 

obliges all organizations with employees to assess stress. 

Many other countries do not have a governing law, the assessment of stress is 

at the discretion of the organizations. In other countries, the assessment of stress 

is in the guide lines. 

The assessment of stress is therefore a legal obligation, but it is necessary to 

enter into the merits of how a legal obligation can impact the actual well-being of 

Stress in work contexts 



 9 

the participants and what are the advantages of using a legal tool to improve the 

well-being of workers. 

The presence of a law and assessment tools is the first step to offer a general 

overview of the level of stress in a given work group. 

A second advantage is the measurement criterion and the improvement 

actions. Where the company finds a high level of stress in a homogeneous work 

group it will have to implement corrective actions to reduce the stress level. 

According to Italian law, every 3 years, companies must evaluate stress and 

include the results to the Risk Assessment Document (DVR). This evaluation has 

to be carried out in two stages. 

• The first stage is called objective 

• The second stage is called subjective 

The subjective phase is activated only if a high risk is detected. Objective 

evaluation is not carried out on all employees, not all of them receive an 

evaluation questionnaire, but only the key people of the homogeneous work 

groups. 

The term “homogeneous work groups” is used since not all companies have large 

separate departments. Just as an example, just think that almost all Italian 

companies are small and medium-sized family businesses. 

The representative of the homogeneous working groups is not always formally 

defined and unambiguous. The decision is made centrally and is assigned to key 

people of the homogeneous group because they have a supervisory role or, 

simply, by seniority. 

The objective stress criteria are numerous and can be quantified or otherwise 

certified unequivocally. By way of example, some objective stress criteria are the 

number of accidents that have occurred, the fact to be held responsible for a large 

amount of money or expensive tools and types of machinery. 

The subjective criteria, on the other hand, are measured by psychological tests 

and are based on recurrent perceptions, thoughts and emotions, commonly 

associated with the condition of stress. Psychological tests can only be 

administered in Italy by psychologists regularly enrolled in the Order of 

Psychologists. 
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Psychological measurement tools are not as reliable as physical measurement 
ones. Physical measurement has almost 100% reliability. Psychological tools 
and measurement of psychological states have several limitations the evaluator 
must be well aware of. 
The reliability indices used in psychology often measure the internal coherence 
between the questions on the same topic to a homogeneous group of people. 
Good psychological tests have reliability ranging from 80 to 95%, but these are  
very positive examples. 

  
Several psychological tests on the market, including those for assessing stress, 

do not always have a high level of confidence. 

Some theorists such as Alberto Marradi, one of the most important 

methodologists in Italy, have also challenged the concept of measurement in the 

psychological field. 

Measurement, in itself, needs a unit of measurement that is absent in psychology, 

since psychology measures theoretical constructs, or “invisible concepts”. 

Stress is a theoretical concept, we observe its manifestations, physiological 

correlates but, in itself, stress is a concept. 

However, there are other formal aspects to consider when making a stress 

assessment. Whether the stress assessment is applied as a legal obligation or 

not, to change things you need a good organizational culture, responsible 

management, and employees open to change. 

  

Here we see some elements that discriminate objective and subjective tools in 

the assessment of stress. 

  

Objective vs subjective stress 
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Objective Stress Assessment 
1. The objective assessment of stress is based on concrete and 

observable elements related to stress. The fundamental advantage is 

the objectivity of the measures. If the observed aspect is, for example, 

“number of accidents”, we are not talking about the expression of an 

opinion. 

2. If the evaluation is based on observable and certifiable indicators, it 

becomes even more difficult to manipulate the evaluation results. A 

manager who certifies that there have been no injuries, while there 

have been, exposes himself to a greater risk, as this would represent 

an easily identifiable fake. The case of the answer to a subjective 

question about "recurring thoughts" or "negative emotions" is 

different. No one can, in fact, contradict the subjective answers. 

3. The objective evaluation has the advantage of having higher reliability 

than the subjective one. The objective evaluation does not give a word 

to all the participants. Of course, an evaluator could choose to collect 

information also from homogeneous groups through focus groups, but 

often this option is not chosen for reasons of time and logistical 

reasons. Furthermore, the focus group does not necessarily collect 

everyone's opinions and does not do it in a standardized way. 

4. Furthermore, the risk of objective assessment is that of considering 

only fully observable risks. Assuming that the objective evaluation 

should act as a filter to the subjective one, means precluding any 

subjective evaluation if there are no observable risks. Yet subjective 

risks of stress still exist and can be equally damaging. 
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Subjective evaluation 
1. The subjective assessment of stress is based on the detection of 

emotions, thoughts and behaviors commonly related to stress.          

2. The subjective evaluation is based on elements that are more difficult 

to investigate externally, but of vital importance for the well-being of 

the staff. 

3. The subjective evaluation, however, suffers from lower reliability: the 

elements described in the questions could be falsified in this 

direction.          

4. Poor communication between management and employees could 

facilitate this falsification. Disgruntled staff may actually exaggerate 

their stress responses to give management a message. But the 

opposite could also happen, if the employee fears a potential 

repercussion of management for the negative evaluation, he could 

pretend to give a positive evaluation only to please the 

management.          

  
 

 
The introduction of a bureaucratic element for the evaluation of a human factor 

such as stress is anything but trivial. On the one hand, this means that in Italy, all 

companies have the opportunity to give their own stress assessment, 

on the other hand, the bureaucratic imposition of the assessment system could 

frame it more as a formal passage than as a moment of reflection. 

It is therefore advisable that the procedure is promoted by management 

transparently and consciously, favoring a sincere response from all the parties 

involved and with the right motivation to correct any critical issues. 

To do this, you need to recognize and track them easily. 

Practice of stress assessment 
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Very often, intense workloads do not allow for adequate communication between 

staff and management. In addition, the manager often overestimates his ability to 

identify stressors in the work group. 

The best way to detect the stress levels in the company is to ask everyone. Only 

this is a truly democratic way of expressing opinions in the company. 

Alternative methods of collecting elements of stress, such as spontaneous 

complaints, could be useful, but not necessarily “democratic”. 

Those who raise their voices more in the company, or those who repeatedly 

expose complaints, do not necessarily express the opinion of the whole group 

(and in any case should not have more power of representation). The 

standardized questionnaires offered to the whole group give everyone a voice. 

There are therefore objective and subjective stress assessment questionnaires, 

but it should also be remembered that the work sectors have very specific 

characteristics of stress; for this reason, we recommend building or adopting 

specific detection tools for the HoReCa sector (Hotels, Restaurants and 

Catering). 

 
 

  
One of the most accredited methods for detecting stress is certainly that of the 

Health and Safety Executive (HSE), of which we propose below an adaptation in 

Italian. In this link you will find all the technical details for its complete application. 

  
 

 
https://www.hse.gov.uk/stress/standards/downloads.htm 

 
 
 

How to measure stress 
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1. It is clear to me what is expected from me at work              

2. I can decide when to take a break 

3. The job requests that are put to me by various people/offices are 

difficult to be matched              

4. I know how to do my job 

5. I am subject to personal offenses with unkind words or behavior 

6. I have deadlines hard to look up to 

7. If the job becomes difficult, I can count on the help of my colleagues 

8. They give me feedback on the work I do 

9. I have to work very hard 

10. I have a say in the speed with which to do my job 

11. My duties and responsibilities are clear to me 

12. I am obliged to drop some tasks because I have too much to do 

13. The objectives and goals of my department/office are clear to me 

14. There is friction or ire between colleagues 

15. I have the freedom to decide how to do my job 

16. I have to work very fast 

17. At work I am subject to harassment (mistreatment, abuse ...) 

18. I have crazy time pressures 

19. I can rely on the management in case I have work problems              

20. Colleagues give me the help and support I need 

21. I have a say in how to do my job 

22. I have sufficient opportunity to ask managers for job-related changes 

23. At work my colleagues show me the respect I deserve 

24. Staff are always consulted about changes in work 

25. If something at work has bothered me or annoys me, I can talk to the 

management 

26. My working hours can be flexible 

27. Colleagues are willing to listen to my work problems 

28. When there are changes at work, it is clear to me how they will take 

place 
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29. I am supported in emotionally demanding jobs 

30. Relationships at work are strained 

31. The management encourages me to work 

32. How does your work make you feel? 

(1 to 10 -> 1 Very bad - 10 Very good) 

33. Do you use medications for insomnia, agitation, anxiety, depressed 

mood, pain? 

34. In your opinion, do you use these drugs because of work? 

35. Have you had any work-related injuries in the past year? 

              
 
 

 
Laws, guidelines and international research need some standardization.  

The stress measurement instruments, the same in any context, can offer 

comparable surveys in all sectors. 

This is essential to give an overview to all those interested in management and 

work. However, it must be considered that a single stress assessment tool may 

not intercept some specific and typical elements of a sector. 

Therefore, our advice is always to associate the classic stress detection tools with 

useful and customized methods for the individual sector. 

In this paragraph we will describe the aspects of work-related stress typical of the 

Hotel, Restaurant and Catering sector, knowing that some of these are not well 

intercepted by the standard stress detection assessments. 

  

Let's go through them here together, and then come up with some thoughts that 

can help you improve your ability to cope with stress. 

  

Stress in Hotel Restaurants and Catering 
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Hotels and Restaurants often have a high turnover. 

Many kinds of tourism businesses have a seasonal character. Think of all 

maritime and coastal tourism. Essentially, employees work in the summer, or at 

best, a few more months. The temporal extension of maritime and coastal tourism 

is one of Europe's classic objectives for sector growth. This determines, by its 

nature, seasonal contracts, and a cascade of a whole series of consequences: 

• The work is precarious and this leads to a greater sense of instability 

• Work teams are often variable, you need to create teams on time, accept 

natural diversity or conflict between people. On the positive side, hotel and 

restaurant staff must demonstrate a great sense of adaptation, flexibility and 

resilience. 

• The sense of commitment and corporate identity of the individual 

employee may fail, knowing that most likely, that employee will have to do 

other things for the rest of the year, may not be confirmed the following year, 

etc. 

• Stress assessments are usually carried out every 3 years, any subjective 

assessments could be made on a team that will change shortly or even 

made in a period of the year when employees are far fewer than those 

employed in the summer period. 

• It is scientifically proven that high turnover can be caused by stress, which 

has a double impact on the tourism sector. 

 

 

 

 
 
 
 

High turnover 
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Hotels and restaurants are characterized by very demanding work shifts 

The work in hotels and restaurants is very long and demanding, it can require 

night shifts, think of all the concierge staff, or even the restaurant section. Many 

chefs work very long shifts, taking care of many other tasks, such as ordering 

work, menu management, food safety management. Shifts are often prolonged 

and require extensive preventive preparations. 

In luxury hotels there may be room service available at any time, and as a result, 

staff will have an additional time-related stress factor. 

 

 

The staff of hotels and restaurants is in constant contact with customers and 

among their implicit tasks there is also that of stimulating positive emotions in 

customers, managing objections and fostering a positive atmosphere. 

This element is of crucial importance, although it is natural for all people to have 

mood fluctuations. Long-term imposition of positive emotions can be 

deteriorating. Faking happiness and pleasure to please the customer can be 

stressful, especially if the employee is not feeling satisfied with their job or if they 

are in a bad mood that day. 

The management of positive emotions in hotel and restaurant staff is therefore 

doubly important, as the simulation of positive emotions is exhausting in the long 

term. 

Even staff not directly exposed to customers must still have a good ability to 

manage emotions. 

In theory, the chef rarely meets the customer. This usually happens in luxury 

hotels and restaurants, or where the chef has a particular reputation. Mainly, only 

hotels and restaurants with a lot of staff can allow a key resource like the chef to 

Long-lasting work shifts 

Emotional management with customers 



 18 

leave the kitchen for a while and to greet customers and get to know them. This 

is a fairly common practice in starred restaurants. In this case, the chef must pay 

attention to all the diners and tables present. 

In any case, in most restaurants this does not happen, yet even in this case the 
management of emotions is of crucial importance. 
 
The chef interfaces with the dining room staff and some critical issues between 
the two sections of the restaurant could affect the general atmosphere at the 
table. 
 
The chef is subjected to constant pressure regarding preparations, customer 
requests and possible objections to be managed. The dining room staff is the 
spokesperson for requests and possible objections from the room. This could 
generate conflicts with the kitchen staff who will have to be ready to organize their 
work in a short time. 
  

 
The recent crisis linked to Covid-19 has severely impacted the work of hotels 
and restaurants 
The restrictions related to the Covid-19 epidemic have had a huge economic 
impact on the HoReCa industry. According to Eurostat’s document "The IMPACT 
of Covid-19 on Services" of September 2020, the 19-Covid crisis had a very 
strong impact on the restaurants. Staff turnover, which was already high, 
increased by 55.4% in the EU-27 countries, favoring job instability and precarious 
work. 
According to this Eurostat document "the strongest decline linked to the Covid-
19 crisis was found in the tourism sector of hotels and restaurants, the economic 
decline if you compare April 2020 to February 2020 is 79.3%", depicting a 
financial situation much more difficult than in 2008. 
  
The issue of work-related stress becomes very relevant for the staff of this 

sector. According to a recent research published by Frontiers Public Health 

promoted by the Italian Federation of Chefs, the National Research Council and 

Covid-19 crisis 
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the University of Catanzaro, 47% of chefs suffered from 2 or more severe stress 

episodes with negative health consequences. 

The contribution of difficult working conditions to work-related stress is between 

13.8% and 24.9%. The sample analyzed in this study, made up of 710 cooks, had 

average working hours of 66.4 per week and significant effects of stress, 

especially in the older population. 

  

There are therefore some elements of stress typical of the kitchen staff, which 

can be summarized as follows: 

 

• High number of hours worked per week 

• High turnover 

• Job instability 

• Management of objections 

• Work-family conflict management 

• Conflicts with the team 

• Physical security 

• Exposure to noise and high temperature 

• Responsibility on staff 

• Responsibility for food 

• Food safety 

  
 

 
The high average of hours worked, the instability at work and the variations in 

shifts also make life at home complex for the worker. Work is often unstable and 

precarious, in certain cases it does not guarantee a good financial solidity and 

jeopardizes the time available to devote to the family and children. This can lead 

to high stress not only in the worker, but in all family members. 

 

Home-work conflict 
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How to reduce stress in restaurants and hotels (HoReCa sector)? 

  

Stress has a major impact on the performance and health of workers and can be 

adequately reduced through individual and corporate practices. 

Being the stress a general syndrome of response to any stimulus has the risk of 

conceptually exposing ourselves to a whole series of generalizations that do not 

help us. 

  

Common sense leads us to make statements such as: 

"We are all stressed" 

  

But each of us can easily recognize that stress is not the same for 

everyone. Imagine having to analyze a phenomenon that is certainly stressful for 

everyone, if not traumatic: a natural disaster. 

People exposed to an earthquake must certainly employ extraordinary resources 

to deal with this stressful event. You can lose your home, your job, your financial 

security. 

Yet, even with all things being equal, people exposed to an earthquake do not all 

develop traumatic conditions. Therefore, people differ in the way they cope with 

stressful events. If we were "all stressed", concerning the same stimuli, we would 

react in the same way. 

Similarly, we have all recently faced restrictions due to Covid-19. The restrictions 

were almost the same for all, homogeneous. Yet people have reacted in different 

ways to this stressful condition. Some have even learned to know themselves 

better and strengthen their ability to withstand stress. We found this in 

a longitudinal study that collected more than 4400 questionnaires in Italy during 

the first wave of Coronavirus (February 2020 - May 2020) and as shown by the 

following graphs. 

 

Stress reduction in the HoReCa sector 
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Stressful events can strengthen our resilience and keep us ready for the most 

difficult times. In the next paragraphs we will read the specific techniques to 

reduce stress in hotels and restaurants so that we can improve the working well-

being of employees. 
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Stress factors in restaurants and hotels and solution strategies 
  
  
  
https://www.igorvitale.org/test-di-psicologia-e-coronavirus-i-risultati-di-4471-test-

dati-di-maggio/ 
  
 

We cannot think that stress management can only be limited within the 

person. There are very useful techniques to manage stress, which can be applied 

individually, in moments of pause and relaxation. But, as we have seen in this 

paragraph, the concept of stress is based on the interaction between person and 

environment, and therefore, we certainly cannot ignore it in this equation. 

  

 

Person                                                       Environment 

  

  

Stress is by definition based on the interaction between person and 

environment. In this sense, it is good to work adequately in the organization of 

work, in communication with colleagues and superiors and in promoting an 

organizational culture of well-being. 

Good work organization can significantly reduce stress, and you don't have to 

think that you can solve everything through relaxation and meditation techniques, 

or by spending much more time in your personal life managing the effects of too 

much work. 

We see below the main strategies to reduce stress in restaurants. 
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The work in the restaurant is based on precise roles and times, there is no room 

for improvisation since the customer formulates his requests that should be 

satisfied by a result in line with his expectations. Making mistakes in the 

workplace can lead to loss of the company's reputation. 

The work in catering is put into practice through the triadic relationship between 

kitchen, service and customer. 

  

  

 

 

  Kitchen       Service       Customer 

 

 

 

The customer makes requests, the service coordinates these requests together 

with the kitchen. The kitchen must satisfy requests in the best possible way and 

on schedule. 

Unfortunately, this work does not always meet the needs of the customer who 

could make objections directly in the room, at the cashier or, perhaps worse, 

directly on public channels through the reviews. 

In any case, the customer's objection or part of the interaction may not go as it 

should and this can cause conflicts between the service staff (waiters, 

sommeliers), who report customer requests, and the kitchen that has to satisfy 

them. 

This conflict or, in any case, poor communication between service and kitchen 

staff can further deteriorate the final result. 

One of the exercises to foster understanding between the two parties is the 

exchange of roles. We rarely put ourselves in others' shoes. We are often self-

The exchange of roles 
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centered and for purely logical reasons, we know our position much better than 

that of others. 

The role-swapping exercise consists in simulating a work session in which the 

kitchen staff and the cooks take orders. 

By experiencing the difficulties and demands of the other professional, 

employees will be able to understand them better also in the real job, reducing 

friction and conflicts. 

 

  
A good way to reduce stress to the minimum consists of organizing your 

work. The kitchen must present a whole series of dishes in advance, to minimize 

the production time. A clear organization of the preparations, ingredients and an 

evaluation of the most commonly requested dishes by customers, also allow 

reducing waste. 

It is equally important to inform the service of all variations on the menu, the 

content and the logic of the dishes. At the beginning of the service, the exchange 

of this information can significantly improve the quality of the service. Very often, 

however, due to limited times, there are no briefing moments before and after the 

service, worsening the performance. 

  

In this section we will list a series of strategies to better organize the work: 

• Organize the dish preparation line 

• Arrange tools and work tools 

• Offer continuous cleaning of all tools 

• Apply strategies to merge customer requests (differentiating the dishes to 

be served slows down times and could worsen the quality) 

• Make briefing sessions before and after the service, identifying elements 

of risk and corrections 

• Inform the service about the characteristics of the dishes and ingredients 

Work organization 
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The world of restaurants and hotels has a high level of turnover. Seasonal 

facilities, in particular, have a very high turnover of employees, which may vary 

from season to season. This does not mean that the group becomes less 

important, quite the contrary. 

Since there is no time to consolidate strong relationships with the long-term team, 

team building is an effective technique to stimulate team spirit, goal setting and a 

positive organizational climate. 

Team building exercises create a space for sharing and cooperation that is 

somewhat separate from work. Participants have to cooperatively solve problems 

in different contexts than those of work. 

Outdoor team building is also very effective. 

Accommodation facilities and restaurants can often offer large outdoor spaces 

perfect to conduct team-building activities. 

A recent innovation in team-building also concerns restaurants. 

Much more often, companies use the kitchen as a training space in a creative 

way. 

The kitchen can be a metaphor for other workplaces where it is necessary to work 

quickly, solve problems and coordinate. 

Businesses in the hotel and restaurant sector, especially those that work 

seasonally, may use the months when the flow of customers is lower to propose 

training sessions to other companies, based on the kitchen. 

 

  
Creativity is a natural tool of stress resolution, while monotony tends to stress 

more. Very often, those who work on the assembly line suffer from the excessive 

repetitiveness of the actions and the scarce variation of the themes. Stimulating 

creativity in the kitchen and the service is possible. Of course, even the work in 

Team building 

Creativity 
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the kitchen can be mechanized, standardized, planned, but this does not mean 

that you cannot change the menu, think of creative solutions for changing the 

menu and deal with the staff to work in the kitchen with creativity. 

Even the service, although it must guarantee minimum elements of quality and 

certain technical specifications, can be customized and carried out with a basis 

of creativity. 

Each customer is unique and wants to feel unique, the service staff can creatively 

adapt their communication to each customer and make their work more creative 

and less mechanical. 

 
  
Critical incident is a technique widely used in the field of work psychology in a 

wide range of situations. The technique was devised by Flanagan in 1954 and is 

often used today in a wide variety of sectors: 

• Personnel selection 

• Staff training 

• Stress reduction 

 

The critical incident technique is based on exposing a problematic situation in a 

specific sector of intervention. The employee must respond how he would behave 

in the face of a problematic situation typical of the context in which he works. 

Critical incidents, therefore, must be related to the hotel and restaurant context in 

this case. 

Exposure to a problematic situation tells us a lot about the person in front of 

us. For a complete explanation of the technique, we refer the reader to the 

manuals produced in several past and complementary European projects, 

conducted by the partners of this project, in particular:  

• Communication Management in Tourism 

The critical accident technique 
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• Empowerment of Marketing Tourism in Rural Areas 

 

These manuals detail the critical incident technique for its classical 

applications. In this manual we will explore the critical incident technique for 

stress resistance training, summarizing the main steps of the technique. 

The way you construct critical incident situations to be presented to the person 

changes slightly, according to the main purpose of the technique. 

  

  
 

Download the Psychology of Tourism manual taken from the European 
project "Communication Management in Tourism" 

 
https://www.igorvitale.org/libro-gratuito-di-psicologia-del-turismo/ 
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Access the video course taken from the European project "Empowerment 

of Tourism Marketing in rural areas" 
https://www.igorvitale.org/corso-gratuito-psicologia-del-turismo-rurale-

con-attestato/ 
 
 

  
The critical incident technique is of extraordinary importance for the detection of 

individual characteristics. Stress management is a crucial aspect for the staff of 

the HoReCa sector (Hotels, Restaurants and Catering). Make a good selection 

is vital and clear communication with employees to inform them that this 

profession is characterized by elements of stress is necessary. 

How people react to critical incidents can be an element of considerable interest 

in personnel selection. Several studies on the subject have determined that the 

most predictive techniques for success in personnel selection are situational and 

behavioral ones. 

The critical incident in personnel selection 
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Several scientific kinds of research show that one of the best predictors of future 

behavior is past behavior. We tend to have a certain general consistency, this is 

what ensures continuity to our sense of identity. 

 

   

Past behavior   Future behavior 

 

 

For this reason, the critical incident technique is ideal for personnel selection. If 

you are interested in learning more about this topic, I suggest you to see the 

material created in the past European project “Effective Methods for Scientific 

Personnel Selection”, conducted by the partners of this project. 

 

 
Download the free book of Scientific Personnel Selection of the European 

project "Effective Methods and Techniques for Scientific Personnel Selection" 

https://www.igorvitale.org/course-free-in-tecniche-di-selezione-del-personale/ 
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The project manual describes in detail how to conduct a situational interview and 

include critical elements to understand the participant's response and prepare 

them for intense and stressful work such as that of the hotel and restaurant 

sector. 

The technique, in personnel selection, is usually put into practice during the 

individual interview and has specific adaptations. 

 
  

The critical incident cycle is based on the following phases: 

1. Description: what happened? 

2. Sensations: what were you thinking? 

3. Evaluation: What was good and what was bad about your experience? 

4. Analysis: what analysis can you make of situations? 

5. Conclusions: What could you have done differently? 

6. Action Plan: If it occurs again, what would you do? 

  

The interviewer presents the interviewee with a critical situation, taken from the 

typical work context in which they will be placed. 

This technique has a significant advantage, it introduces elements strictly 

inherent to the work. Many nations in the world do not allow questions about 

private and personal life to be asked during a selection. 

Piano 
d'azione

Descrizione

Sensazioni

Valutazioni

Analisi

Conclusioni
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However, we could also ask ourselves numerous questions about the questions 

normally produced during selection. Even some personality questions may be 

irrelevant and questionable within certain contexts. 

In selection contexts it is very important to adopt criteria of impartiality, this is not 

always easy when it comes to the individual interview, but it should remain a key 

objective of those who formulate the interview. 

Ethical issues are underlying the selection of personnel which can be 

summarized as follows: 

• The selection criteria should be set impartially, they must not 

undeservedly favor one candidate at the expense of another 

• The questions and selection tests must be the same for everyone and 

strictly related to the context of the job 

• The evaluation criteria must be established before carrying out the 

evaluation 

• All candidates (including unsuitable ones) must be informed about the 

results obtained with constructive feedback, in such a way as to 

recognize and respect the time dedicated by people in any case 

  

It may seem trivial, but very often, in personnel selection, scoring sheets are used 

without a clear manual for the attribution of the scores used or structured 

interviews (therefore with predefined questions) where it is not explained how the 

possible answers should be interpreted, which are the most appropriate answers 

and which ones are not. 

  

Take this evaluation table for example 

Communication 1 2 3 4 5 6 7 

Stress management 1 2 3 4 5 6 7 

Conflict Management 1 2 3 4 5 6 7 

Readiness 1 2 3 4 5 6 7 

  

If an evaluator had this scheme, without a clear indication of how to assign 

individual scores, we would be faced with a high risk of arbitrary decision. 
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The lack of a rule for the evaluation of applications poses an ethical problem of 

impartiality of the selection criteria. 

 

If you are interested in deepening the ethical issues of personnel selection for the 

respect of the collaborator, I suggest you take part in the video course taken from 

the “Young Ethical Leaders” European Project that you find below. 

 
Download the "Ethical Leadership" Course 

https://www.igorvitale.org/corso-gratuito-online-di-leadership-etica-con-

attestato/ 

  

In the context of the critical incident technique, the elements you need to submit 

to the candidate can be defined with the next example. 
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Let's go into the merits of the practice. Let's see an example of a situation to be 

submitted to the candidate: 

   

"For example, you are at the reception and a guest shows 

up who will not be able to be welcomed, as the structure is 

overbooked, how do you behave with the customer?" 

 

 
 

Overbooking occurs when the number of reservations exceeds the number of 

rooms available. This condition is possible and normally practiced in hotels and 

airline bookings. The customer has therefore actually booked the service, but will 

not be able to access it. 

  

Definition of the situation 
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Concerning this question, our candidate can give more or less adequate 

answers. His creativity may have no limits, but certainly, in your logic of quality in 

the hotel and hospitality sector, you should define in advance the adequate and 

inadequate answers. Usually this is done on a 5-point scale, and associated 

descriptors. 

  

An example of possible evaluation of the answers to the questions provided could 

be the following. 

  

5 The receptionist informs the customer of alternative solutions to 

overbooking, prepared in advance and of at least equivalent 

quality. The receptionist, in advance, prepares support services to 

reduce discomfort to a minimum (e.g., shuttle service, means of 

transport, porterage) 

4   

3 The receptionist takes time and talks with the management to provide 

a personalized response 

2   

1 The receptionist states that he is not legally required to provide the 

service. Overbooking is required by law and therefore the customer will 

have to look for another solution. 

  

As you can see, these answers are distributed in terms of adequacy, but the 

candidate does not see this grid and is free to answer what he thinks.  

For this reason, the grid also includes intermediate spaces for the attribution of 

points. 

 

If you deal with personnel selection in your company, you will surely repeat this 

question many times, and therefore you will get different answers, not always 

framed in the scheme. 
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One job you can do to improve this procedure is to collect and score each 

possible answer, grouping them into homogeneous groups. 

The previous model can therefore be expanded with all possible solutions to the 

problem and provide useful information to the manager of the HoReCa sector on 

the range of possibilities to face it with the least possible stress. 

Only in this way can you standardize the selection procedure. 

Detecting the ability to manage stressful situations can be an excellent selection 

tool. The detection of emotional stability and ability to react must always concern 

elements relevant to the life of work. 

Some recruiters use stress tests for their own sake (e.g. requiring fast 

calculations) but, if these questions do not concern the job the employees will be 

placed in, the survey is useless and unnecessarily causes stress in the candidate. 

Instead, it is the ethical duty of the recruiter to define clear and fair selection 

criteria. And above all, a good manager in the tourism and hotel sector should 

then relate those criteria to the actual performance of the employee. 

To submit the condition of impartiality, it is always advisable to administer critical 

incident questions individually, simulating the hypothesis of a scenario. Very 

often, staff evaluators tend to use group tests, in which one of the candidates 

simulates the critical situation. This modality, however, lacks standardization and 

could cause competity. 

Furthermore, candidates may not know enough about the critical situations to 

manage. Having then to submit the technique in order, inevitably the candidates 

who respond first to the scenario are disadvantaged compared to the subsequent 

ones, who can prepare the answers more adequately. 
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Staff training is another important area where you can apply the critical incident 

technique. What I often do in personnel training contexts, also for stress 

reduction, is the exposure of employees to possible critical scenarios. 

The critical scenarios are selected from those that most commonly occur in hotel 

and restaurant work. 

In the case of training, it is much easier to use the technique of role-playing. 

Employees have full knowledge of customers’ critical situations scripts and styles 

of interaction and can reproduce them live. 

The simulated reproduction of these situations allows all staff to share best 

practices to manage critical issues and, therefore, the prevention of potentially 

stressful situations. 

When addressing the critical incident technique, at least two participants are 

selected. One person represents the employee, the other the customer. 

The customer submits the problematic situation to the employee who must 

respond. The other participants in the course and the teacher assume the role of 

observers. 

 

 

 

 
  

Critical incident for training 

Interaction to be analyzed 

Observers 
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Observers must be silent throughout the interaction. Continuous comments or 

non-verbal responses can only negatively affect the simulation, making it less 

realistic. 

Observers will provide feedback at the end. Role-playing exercises should not be 

practiced just because they are more fun than the classic frontal lesson, but they 

should always lead to a clear result. 

The teacher, at the end of the exercise, should summarize the results and agree 

with the participants what are the best practices for the solution of the critical 

incident. 

This exercise should determine a clear report in the form of a question-and-

answer algorithm in critical situations or as a way of handling a single critical 

event. 

If the role-playing exercise does not determine this, it is simply raising awareness 

of the problem, without conveying a real practical way to deal with critical events. 

All this is particularly relevant for detecting stress. Stress also reduces by finding 

strategies to cope with critical events in the best way for customer satisfaction 

and employee well-being. 

  

 

The critical incident technique can therefore be a great way to detect stress. The 

operating logic of this technique is also common to many forms of 

psychotherapy. Exposure to a stressful phenomenon several times accustoms 

our body to deal with it effectively. 

The critical incident technique allows you to do it in a protected and simulated 

context. 

There are numerous techniques used in psychotherapy to expose a person to 

stressful conditions and reduce their effect. 

  

Stress reduction and psychotherapy 
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Cognitive Behavioral Therapy

Eye movement desensitization and 
reprocessing

Eye movement integration

Stress inoculation training

Hypnosis

Mindfulness

Virtual reality therapy
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One of the most common techniques is systematic desensitization, used in 

Cognitive Behavioral Therapy to deal with phobias. This type of technique 

consists in the progressive approach to disturbing, stressful stimuli or stimuli that 

trigger phobic reactions. The progressive knowledge of the harmful stimulus 

reduces the anxiety and stress responses. 

Another technique is called stress inoculation training, a method developed by 

Meichenbaun in 1985. This technique considers stress as the result of an 

interaction between the environment and the person. In this interaction, the 

person's interpretation plays a very important role in determining how stressful a 

phenomenon is. 

Stress inoculation training provides a set of skills and a flexible attitude to learn 

how to adapt one's behavior under stressful conditions. 

A similar logic is also applied by numerous therapeutic interventions useful for 

managing traumatic responses. Many psychological techniques such as 

Hypnosis, Eye Movement Desensitization and Reprocessing (EMDR) and 

Emotional Freedom Techniques (EFT) rely on imagined exposure to stressful or 

traumatic stimuli. 

If you think that your stress condition is particularly high or is linked to a single 

critical event, the advice is to address the issue with a psychologist specialized 

in this area. 

Potentially traumatic events come back to memory very often and in a disabling 

way, if this is your case, I recommend that you contact a psychotherapist for 

support. 

  

 

Since the 2000s, a new method for dealing with stressful phenomena has been 

experimented: the so-called Virtual Reality Therapy. This method is based on 

simulated exposure to stressful phenomena. Typically, since the early history of 

this type of therapy, the method has been used to address phobias. 

Virtual reality therapy 
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The method of systematic desensitization has a problem: it is necessary to 

approach a stressful stimulus. However, the stressful stimulus may not be so 

easy to come by. If a person is afraid of spiders or pigeons, he should strive to 

find someone, set a progressive approach, monitor his reactions and emotions. 

The same is true for stressful situations in the workplace, which present an 

additional problem in terms of stress management. 

A real work situation and a stressful response have real implications. If you react 

particularly emotionally in a work situation or in a stressed way, this could have 

repercussions in terms of performance or customer satisfaction. 

 

 
 
The work world is real, we can afford to be creative in offering personalized 

customer service, but we cannot improvise. 

Experimenting with new ways of managing stress at work can be done, but it 

involves risks. 

Virtual reality offers a realistic, protected, simulated context where we can allow 

ourselves to make all the mistakes necessary for learning, without having the 

risks associated with the real customer (who may be dissatisfied with a particular 

interaction). 
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Virtual reality can also be conducted on one's own. This is a great advantage, 

especially in the current context, where the restrictions related to Covid-19 do not 

allow group meetings or group training. 

Virtual reality, just like any App, can be applied at any time, optimizing individual 

training. 

Finally, virtual reality today can be applied in a simple way using a smartphone 

and virtual reality glasses, which can also have a minimal cost (prices generally 

start from € 10). 

 

 
The best way to apply the critical incident technique is through a focus group with 

the staff. The focus group is a group discussion led by a moderator, who has a 

flexible schedule. In general, focus groups have some participants no more than 

12 people. A focus group typically lasts between 90 to 120 minutes, but you can 

adapt the modalities to your needs. 

It is recommended that the moderator is a company supervisor who has a 

sufficiently broad view of all business processes. If this is not the case, he may 

have difficulty in deepening all the necessary aspects. 

Among those called to the focus group it is good to include at least one key 

representative from all divisions of your company (catering, service, cooking, 

wellness services, accounting, reception, etc.). 

Having all the people in the same focus group allows everyone to also share the 

possible interactions between each of the company departments. Especially if the 

interaction is problematic, this mode is recommended. 

Alternatively, if you think you need to investigate the aspects of a single section 

in detail or if you need more time, you can also organize separate focus groups 

(one per department) and at the end a focus group with all the representatives. 

How to identify critical incidents 
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The focus group setting often requires a circular arrangement of chairs and 

participants, with no other physical element in the center to encourage 

conversation between everyone. 

This depends on the level of depth you want to reach and, above all, on the time 

available. 

However, conducting the focus group by the supervisor may trigger a complex 

response in the participants, who may feel under exam. 

For this reason, an expert consultant in the tourism, hotel and restaurant sector 

is sometimes used. 

  

In any case, it is always a good rule to inform participants that this is not an 

evaluation session. The focus group is a moment that leads participants to reflect 

on a certain key theme. In this case, the focus group is dedicated to identifying 

stressful events and their solution. 
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A typical focus group lineup for identifying critical incidents is as follows:

 

  
 

Introduction of the aims of the focus group

Introduction of one of the crucial areas 
of the company

Evaluation of probability, occurrence 
and impact

List the actions taken

Selection of the best strategies

Replicating for each sector of the 
company

Monitoring
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1. Introduction of the purpose of the focus group: this section of the focus 

group has a motivational function. It is necessary to explain the aims and 

objectives of the meeting. It is very important to exclude the evaluation 

purposes. This is not a staff appraisal session and statements on critical 

events will not be used in any way either to reward or to devalue 

attendees. The purpose of the meeting is to identify the critical areas and 

ways of improvement. Motivate participants to identify the strengths and 

weaknesses of each strategy 

2. Introduction of one of the crucial areas of the company. The representative 

of one of the sectors will enumerate the most critical situations of a particular 

sector (eg, table service). The representative will be encouraged to prioritize 

the most frequent events and the most impactful events. In the world of 

tourism, hotel and restaurant work, it must be said that employees are often 

exposed to a small series of critical events. Somehow they produce more 

common responses to the critical situation, especially if they are exposed 

often. These practices can certainly be improved and optimized in the 

exchange between colleagues. However, there are particularly rare but still 

impactful events that can find some of the staff unprepared. Sharing is very 

important. 

3. Each critical event should be classified in terms of probability of 

occurrence and impact. Any critical event should be related to other 

sectors. The lack of communication between sectors can lead to second-

order problems. A focus group in the presence of representatives of each 

group can clarify all possible factors of interaction. 

4. For each critical event it is necessary to list all the actions taken and 

underline those that were most successful. It is necessary to relate these 

strategies with other departments, if relevant (for example, a customer 

complaint at the table is referred to the service, but also reported in the 

kitchen). 

5. The best management strategies are selected. 

6. The same content is replicated for each sector. 
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7. The conductor undertakes to stimulate the point of view of all participants if 

they do not actively report relevant feedback. 

8. Monitoring strategies are set up. If the methods of managing critical issues 

change, because it is agreed that some strategies have worked better than 

others, it is good to test new practices and give yourself a time limit for 

experimentation (eg. 3 months). After the time required for the 

experimentation, the experts can meet again to share the experience and 

check whether or not it has produced a result. 

9. At the end of the meeting it is necessary to produce reports and a summary 

of what has been agreed to better manage the critical issues. 

 

The criticalities obtained and the methods of managing the criticality represent a 

first step for the effective management of stress. The most functional strategies 

for solving problems in the company and managing stress can lead to an 

improvement in the performance and psychological health of employees. Even 

the simple fact of speaking about these difficulties in an open and shared way 

can have a therapeutic function. 

The leader of the focus group must have the ability to summarize the relevant 

interventions, orient the group towards the objectives and stimulate a free 

discussion. 

  

As an example, having worked extensively with different types of structures, I 

have accumulated some examples of critical event types. You can use this 

scheme to stimulate the management of critical events and understand if they 

also occur at your facility. You can ask yourself whether your structure has 

adequate management methods for the purposes. 

  

The guest does not want to follow the rules of using a service (e.g. sauna) 

The guest does not follow the rules of using a service even after having 

correctly received the instructions 

The guest does not remember the information given at check-in 
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The guest claims not to have been informed of the costs of some services 

The customer at the table reports that the dish is cold while it should be hot 

The customer cannot be hosted due to overbooking 

The customer is allergic to certain foods but did not notify the staff 

The customer is vegan, but the menu offers no options in this regard 

The customer reports that the food smells funny 

The customer reports that the tablecloths are not adequate and decent 

The customer complains of hygiene problems in one or more parts of the 

structure 

The client reports that his room is flooded 

The customer has a problem with the WiFi 

The customer has long conversations with the staff, which cannot be satisfied 

for reasons of technical time 

The customer submits a negative review online by reporting false information 

The customer gives a vague negative review 

The client wants to speak to the manager to formulate an objection 

The client stole the bathrobe from his room 

The customer reports that he cannot find any valuables he had left in the 

room 

The customer makes his complaints aloud 

The customer raises his complaints aggressively 

The customer wants to change rooms, but there are no others available 

The customer reports that the food is strange 

The customer insists on obtaining a further discount than agreed 

The customer does not respect the hygiene rules in common areas 

The customer smokes in the room 

The customer complains that the prices are too high for the services offered 

The customer at the table asks to get the dishes faster, but this is not 

technically possible 
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Each critical event can be readily managed by the service staff, a ready-to-use 

plan for the management of criticalities helps to manage stress if many requests 

are added at the same time.. 

 

 

The research by Pallarès, Linares, Moreno, Pazdyka (2017) validated a scale for 

the use of the critical incident technique in the pre-selection. By exposing staff to 

critical situations, you can also use it for stress management. Let's look at the key 

questions below: 

1. You are in a team and you have to set goals to be achieved for the 

day. Your turn is ending and none of the objectives have been 

met. What will you do? 

2. Have you ever had a conflict with a member of your team at work? 

3. When you work alone, do you get better results than when you work as 

a team? 

4. You have a customer who is interested in a service provided by the hotel 

but he says he doesn't have enough money to pay. What will you do? 

5. How would you adapt your service strategies to a different nationality, 

purchasing power and age? 

6. Do you usually achieve the goals you set yourself? 

7. After setting a goal, do you plan your work (tasks to be carried out daily, 

during the week, etc.)? 

8. What did you do under stressful conditions, when you had a lot of work, 

didn't know how to do it but still had to reach your goals? 

9. When you are faced with a complex problem, what do you do to solve 

it? 

10. How did you handle a problem that overwhelmed you? 

11. Do you think a lot before making a decision? 

This type of question allows to extract critical incidents in HoReCa contexts, to 

be reused in case of need. 

Structured critical incident interview 
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Stress detection techniques can be used several times a year if they are fast 

enough to be able to effectively detect the condition and intervene promptly. The 

Italian law n.81 of 2008 requires all companies to do this every three years. But 

many things can change in three years, especially in the HoReCa sector, which 

is very dynamic. 

This challenge was met by the Finnish Institute of Occupational Health and the 

University of Jyvaskyla in 2003, when researchers Elo, Leppanen and Jahkola 

validated a single-question stress measure. The single question is certainly the 

quickest solution ever 

 The single validated question is the following: 

  

“Stress represents a situation where a person feels 

tense, restless, nervous, anxious or unable to sleep at night 

because their mind is always worried. Do you feel this kind 

of stress these days? " 
Not at all       Very much 

1 2 3 4 5 

  
 The answer can be found using a 5-point Likert scale ranging from a minimum 

of 1 "not at all" to a maximum of 5 "very much". 

To validate this single question, the researchers had to measure the correlations 

between this single question and previously validated tests, to find a reasonable 

match. 

It is natural that other tests of 30, 40 or 50 questions will go more into the details 

of the individual distinctions. The objective of validating a test with a 

single question is that this, even alone, can give a correct and consistent 

indication of more complex and long tests, in a minimum time. 

A quick way to measure stress 
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Researchers validated this item with important tests such as: 

• Occupational Stress Questionnaire 

• Maslach Burnout Inventory 

• Mental Health Survey 

• Life Orientation test 

• Work ability index 

In all cases, the researchers found consistent correlations. This does not mean 

that the single question can replace all these tests but it can give us a reasonable 

indication in a short time. 

If, on the other hand, you need a more detailed measurement tool, you can use 

the Occupational Stress Questionnaire which detects the following stress 

indicators:  

• Tired out 
• Bored 
• Depressed 
• Nervous 
• Alone 
• Problems with concentration 
• Headache 
• Palpitation 
• Feeling weak 
• Nauesas 
• Chest pain 
• Stomach ache 
• Fall asleep 
• Sleep disorders 
• Active, energetic 
• Active, confident 
• Do the housework well 
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The European Agency for Safety and Health at work has published a checklist of 

elements to consider to reduce the risk in the Horeca sector, which can be 

summarized as follows. The complete document is called “Innovative solutions to 

safety and health risks in the construction, health care and HORECA sectors." 

The checklist is based on a series of questions: 

  

1. Do you use beds with a lifting mechanism? 

2. Are employees trained to prevent slip and fall errors? 

3. Do you implement measures to reduce your workload? 

4. Do you protect your business from possible theft? 

5. Do you evaluate training needs in dealing with workplace violence? 

6. Do you use strategies to reduce stress? 

7. Do you put into practice measures to improve work planning? 

8. Do you improve team communication through structured shift 

assessment? 

9. Do you evaluate and manage the risks of violence? 

10. Do you have a stress management approach? 

11. Has the communication between employees about the overall safety 

climate, improved in the organization? 

12. Do employees use protective respiratory equipment when needed? 

13. Are employees protected from the risks associated with flour dust (in 

kitchens and ovens)? 

14. Has the use of hazardous substances in cleaning work been checked? 

15. Has the risk of dermatitis from washing dishes been checked? 

16. Has glove dermatitis been checked? 

17. Have the risks associated with insects and mold been controlled for 

employees? 

 

Risk guidelines in the HoReCA sector 
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See below for Guidelines for Key Representatives, Policymakers and Industry 

Representatives to Reduce Stress in the Hotel and Restaurant Industry. 

Among the participating states, Italy, Romania and Cyprus, only Italy has a 

reference law that obliges companies to measure stress in employees and to 

apply corrective measures to minimize this risk. 

The measurement of stress is only the first step to be able to eventually intervene, 

but it also takes the goodwill and availability of all the parties involved to really 

change things. 

In this paragraph we see the general guidelines for improving this process. 

Countries that do not have a stress detection law should dedicate one that 

clarifies when stress detection is required. 

But this is not the only step. It is also advisable to offer guidelines to management 

to propose the assessment reasonably and to propose corrective actions that can 

be customized for each sector of work, to standardize quality and improve 

working conditions. 

Psychologists and the entire workforce employed in stress detection should 

consider integrating detection tools tailored to the sector, reminding us that the 

catering sector has very specific characteristics. 

  

 

 

 

 

 

 

 

 

 

Guidelines for laws and policies 
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There is a large number of critical events that can be grouped in the context of 

objection management. The dialogic exchange between customer and 

hotel/restaurant member is unique to some extent. Likewise, the level of 

customer determination may be particularly high. 

A very common saying in the hospitality industry is "the customer is always right", 

but the literal application of this saying would mean completely nullifying all 

regulations and practices within a hotel. It is appropriate to welcome the customer 

in the most accommodating way possible. 

Continued objections can lead to a significant level of stress on staff, worsen 

customer satisfaction and employee well-being. 

Furthermore, effective management of objections prevents the escalation of the 

conflict and possible negative outcomes. 

There are numerous ways to handle customer objections, but not always there 

are the resources needed to address all objections in real time. In this sense, it 

is always a good idea to anticipate objections, prevent them, have a set of 

responses ready for any eventuality. 

Objection management techniques can also be enumerated during critical event 

management exercises. In this way, the staff will be able to respond appropriately 

in all conditions, avoiding stressful conditions as much as possible. It is good to 

calculate that a large load of daily working hours cannot be accompanied by total 

lucidity and freshness in every way of the day. 

Let's see below the techniques for handling objections. 

  

   

 

 

 

The management of objections 
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Before using the strategies needed to handle objections, you need to understand 

them. 

The objection is any communicative act aimed at disconfirming what we propose. 

Tourism and hospitality operators should understand that the objection will not 

necessarily be verbalized. This is not necessarily an advantage. If a person does 

not object, it does not mean that he has no objection. 

  

 
 

There are therefore different types of objections: 

• The verbal objection: it is the one that is referred to the staff. Tourism 

and hospitality professionals must be ready and willing to respond. The 

verbal objection shouldn't scare you that much. Of course, it could be 

related to a problem that you cannot solve directly, but at least you can 

work on the relationship, you can avoid an escalation of the conflict or a 

formal complaint. You can also understand what your customer's real 

needs are to be more ready next time. In short, verbal objection makes 

you aware and ready. Finally, in many other cases, you can resolve an 

objection that, if not expressed, could remain unresolved and therefore 

reduce customer satisfaction. Customer satisfaction is one of the best 

predictors of purchase intentions and recommendations that the 

Verbal 
objection

NonVerbal 
objection

Written 
objection

Understanding the objections 
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customer could do. Ultimately, customer satisfaction creates business 

for your employer and therefore for you as well. 

• Non-verbal objection: The persons may not verbalize an objection but 

may use their body language and we may infer from that what they are 

not particularly happy with. Examples of non-verbal objections are facial 

expressions of sadness, closing of arms or legs, facial expressions of 

perplexity, paraverbal communication of impatience, or other subtle 

signals. In the case of non-verbal objection it may be useful to deepen 

the topic, maybe we can do something to resolve that objection 

directly. For example, we might ask "how can I help you?" or, "is there 

anything I can do for you?". Clearly this type of control shouldn't be 

obsessive and repeated, but our focus on the customer could pay off in 

the long run. Repeated non-verbal objections could lead to an escalation 

of the conflict and therefore to stressful effects. 

• Written objection: A written objection is a formal objection, a complaint. It 

could reach the Management and be taken into consideration for any 

measures, especially if something objectively serious had 

happened. Written objection usually occurs when a problem has not 

been resolved. A very common form of written objection is the 

review. Many people today are in difficulty in contacting the Director if 

not for particularly impacting problems. Instead, it is very common to 

formulate public reviews, even particularly negative ones via the 

web. Online booking systems (OTAs - Online Travel Agencies) require 

all people who book to submit a review. The handling of negative 

reviews occurs especially if we have not been good at handling 

objections in presence. When reviews are about a particular industry, 

they could impact individual stress levels and could have 

repercussions. We must learn to live with this aspect of our work, 

improve our performance to reduce the likelihood of having to manage 

stressful events. 
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Very often, when the objection refers to structural problems (the room has 

technical problems, a wallet has disappeared), it is natural that the customer 

wants to speak to the Manager. The Director is not always able to respond 

directly to all possible objections and it is not his role to manage everything. But 

it is natural to seek the responsible person. Very often, aggression is directed 

towards those involved in hospitality. 

One of the ways to get these objections to flow directly, offering a clear way to 

ask questions about possible problems. Some large structures, for example, 

dedicate a Whatsapp number to the management of all possible problems. This 

allows everyone to express themselves comfortably and directly and also avoids 

a possible verbal escalation. The Whatsapp chat also keeps track of all requests 

and allows you to do quantitative analysis in the type of requests made, better 

organize the work, prevent future objections and therefore reduce stress.  

 

 

 

There are a thousand techniques to handle objections. Those who work closely 

with people should learn this technique, precisely to reduce any stressful 

escalation of the conflict. 

The work of the one who handles objections is similar to that of a 

sculptor. Objections often come as if they were monolithic, through strategic 

questions we can learn to sculpt better, to bring out the objection in detail, 

specifically, eliminating the excess part from the monolith. In handling objections 

we must be good at bringing out the best in people. From your point of view, for 

stress reduction, you must always propose yourself positively with the person in 

front of you, to bring out the best in you. The fact that you see that person hostile, 

angry, impatient doesn't mean that person is always like that.  

She is in a time of difficulty and frustration and you can help her. And you can 

help yourself to create a positive climate in your company, and in managing 

guests in order to reduce stress. 

Your skill must be to capture the customer's attention and redirect it positively. 

How to handle objections 
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One of the texts that I recommend to learn how to orient the customer's attention 

positively explains the technique of the "Sleight of Mouth", was written by Robert 

Dilts and is called "The power of words and NLP", in Italy it is published 

by Unicomunicazione. 

  
 
Here are some techniques for dealing with objections 
 
 

 
  
 
 

 
There are direct ways to formulate objections and indirect ways. In any case, the 

problem is clear. We see below some examples of verbal objection. 

  

Direct objection: "this soup is cold". 

Doubtful expressions: "I wonder how you can offer food like this". 

Wait

Reformulate

Ask

Anatomy of verbal objections 
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Hypothetical expressions "there shouldn't be a single person at the reception, 

otherwise the line becomes very long". 

  

Verbal objections can be resolved: 

• Acting on the problem: "I take it straight to the kitchen to adjust the 

temperature". 

• By reorienting the interlocutor's attention through questions and insights 

"could you explain better what characteristics of the food you prefer?", 

"How can I help you in selecting a dish other than this?" 

• Explaining the choices: "we chose a simple tablecloth to minimize waste 

and achieve ecological goals". 

  
When we are faced with a formal objection we usually react in one of these two 

directions: 

• By counterattacking or by contradicting the client 

• Through unconditional accommodation 

Contradicting the customer is never a good thing for customer satisfaction, but 

sometimes we must have an educational and informative role towards the 

customer. 

If a customer says he wants a pork shank and, when you serve it, he denies that 

that is a pork shank, you cannot agree with him. It would be contradictory. If the 

customer does not like a certain characteristic of the dish, consistency or a flavor, 

but that consistency or that flavor is linked to an ingredient or a method of 

preparation, perhaps even specified in the menu, the customer has every right to 

say that he does not like that dish, but the waiter can inform and explain himself, 

also for a matter of education. It will subsequently manage the objection also 

based on the policies involved. 

If you don't like a dish, we can't make it up to the customer's taste. However, we 

can do many other things: 

• Explain the "logic" behind the dish 

• Use an open kitchen, which allows customers to see what is happening 

in the kitchen 
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• The chef can take a tour of the tables to get to know the clientele and 

encourage positive emotions 

• The service personnel can motivate the raw material used, they can 
promote knowledge of the raw material 

  
 

 
Much of the effect of our communication occurs in a non-verbal way. For 

example, the same sentence can take on different meanings if we use different 

tones of voice. 

A compliment expressed in a doubtful voice has a very different meaning from a 

compliment expressed in a firm and confident voice. 

Our body unknowingly communicates many things about us, and we do not 

realize it. 

The most common elements in non-verbal objections are the following: 

• Doubtful tone of voice 

• Provocative tone of voice 

• Lowering of the corners of the lips: this is a sign of perplexity 

• Contraction of the chin muscles: this is a sign of perplexity 

• Micro-expressions of anger 

• Microexpressions of sadness 

• Paraverbal sounds (blowing, snorting, etc.) 

• Lip pressure: it is a sign of information repression (usually we hold back in 

the expression of a direct objection) 

Let’s see some body language elements below that may hide an unspoken 

objection. 

  

  

Anatomy of non-verbal objections 
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The lower lid lifting is typically a signal of anger. This movement is also encoded 

by an important manual on the language of the face called the Facial Action 

Coding System by Ekman, Friesen and Hager (2002). Anger and frustration are 

dangerous elements that clearly hide an objection. 

 

  

Lowering the corners of the lips is a clear element of perplexity. Perplexity is the 

opposite of belief. Attention should therefore be paid to the customer's perplexity 

elements. Ask yourself: 
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• What exactly doesn't convince him? 

• What are the elements that you can improve on the offer to reduce the 

perplexity? 

• Did he/she also express perplexity in words? 

• Is there any element of your communication that is potentially unclear? 

 
 

The contraction of the chin muscle is also a possible indicator of perplexity. The 

communication strategies to be put into practice are the same as for lowering the 

corners of the lips. 

The case of the pressure of the lips is different, a signal that indicates censorship 

of information. Most facial expressions occur through the lower part of the 

face. There are many more movements in the lower part of the face than in the 

upper part. There is a class of movements called orbital movements. 

These movements essentially serve to repress three things: 

• Emotions 

• Behaviors 

• Information 

Basically, when a person represses their impulses, he/she is hiding something.  

Not necessarily something that challenging, but, in fact, he/she is in a state where 

it holds itself.  



 61 

We each have different thoughts and impulses and, fortunately, we check 

ourselves before deciding whether to say or not to say something, whether to do 

or not to do something. 

The non-verbal signal of this phase is represented by one or more of these 
movements: 

• Thin the lips 

• Press the lips 

• Bite back your lips 

• Biting your lips 

 

 
 

When this signal occurs, we should ask ourselves what the person is repressing: 

emotions, behaviors or words? The repressed words may be the cause of the 

hidden objections.  

If we see this type of signal very often, we can use one or more interlocutory 

phrases to stimulate the person.  

We unconsciously fear objections, so we prefer not to face them. In some very 

aggressive selling styles, we try to inhibit the objection as much as possible. The 

point is that if the objection concerns crucial issues, it will emerge anyway or lead 

to dissatisfaction or avoidance of a service. The customer may feel unheard. So 

it is always a good idea to explore with the customer possible areas for 

improvement of their experience at your facility. 
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Handling problematic customers is also of crucial importance for stress-related 
issues. If you want to detect this type of variable I suggest you use the research 
questionnaire by Bi, Choi, Yin and Kim (2021) which detects the elements of: 
 

 

We see below the questions used: 

Verbal abuse questions 

1. Customers make insulting or humiliating comments about me 
2. Clients refer to me unprofessionally (they speak disrespectfully or 

rudely) 

Verbal abuse

Physical abuse

Sexual abuse

Work related stress

Job satisfaction

Empowerment

The management of problematic customers 
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3. Customers take their frustrations out on me 

Physical abuse questions 

1. Customers physically harm service employees or other customers 
2. Clients are intoxicated and act aggressively and violently 
3. Customers violently vandalize or steal utensils from our restaurant 

Sexual Abuse Questions 

1. Clients make sexually abusive comments towards me 
2. Clients bother me physically and sexually 
3. Clients apply physical and body contact towards me 

Work related stress questions 

1. My job is extremely stressful 
2. Too many peers in my restaurant are exhausted by the demands of the 

job 
3. I feel a great deal of stress from my job 

Job satisfaction questions 

1. Overall, I am satisfied with my work 

2. In general, I enjoy working in my restaurant 

3. I feel happier at work compared to other people 

Empowerment questions 

1. I have the power to correct issues related to problematic customers 
when they occur 

2. I am encouraged to handle issues related to problematic customers on 
my own 

3. I am allowed to do almost anything to resolve problematic customer 
issues 

4. I have control over how to resolve issues related to problematic 
customers 

The model developed in this research clearly demonstrates that all forms of 
abuse are statistically significant predictors of work-related stress, but it also 
values the concept of empowerment. 
If staff is properly trained to resolve abusive situations, rather than turning the 
workforce into a group of people who have to undergo any form of comment, the 
effect of problem behaviors is rather controlled. 
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The values of hospitality push for a working class that should always agree with 
the customer, but when the customer's actions are too much exaggerated, 
perhaps we should put aside the concept of the "customer who is always right" 
because the health of employees is of primary importance. 
 
And, think about it, even on an ethical level, you should consider the internal 
conflict determined by the phrase "the customer is always right". For many, the 
customer is always right because they bring money. But on the sidelines of this, 
what is your company's mission?  
What is the idea of vacation or relaxation that your company wants to 
convey? Sure, we're talking about business, but your company isn't just business. 
 
Even from a business and reputation point of view, customers with problematic 
behaviors damage the general climate and can also have consequences for other 
customers.  
Customers who are very noisy or who do not respect the basics of education can 
also have an impact on the perceptions of other customers. 
 
  

 
Research on problematic behaviors demonstrates several statistically significant 
results: 
 

• Problematic customers can try to get a financial advantage 

• Those who work in the sector indicate a good prevalence of this type of 

behavior 

• Many HoReCa professionals in the United States daily experience 

verbal abuse  

• Verbal abuse leads to emotional exhaustion or burnout of the employee 

• Many employees feel that their company is not doing enough to manage 

the emotional impact of the customer 

• The blurred boundary between work and social relationships makes 

managing the problematic customer complex 

Scientific research on problematic customers 
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• The organizational culture of restaurants seems to recognize verbal 

abuse as a natural component of the work context and, for this reason, 

it becomes difficult to eradicate. 

 
Of all the forms of problematic behavior, the most common is certainly that of 

verbal comments. The effects of humiliating verbal comments can be 

summarized as follows: 

 
• They decrease morale 

• They leave employees exhausted and unmotivated 

• They reduce job satisfaction 

• Increase staff turnover (in an already critical sector) 

  
  

 
The concept of well-being is broad. The World Health Organization speaks in this 

sense of biopsychosocial well-being. Well-being is not only about the physical 

(bio) aspects, but also the psychological and social ones. 

 

It is no coincidence that one of the main stress-reducing factors is social support.  

We cannot understand stress, only on a physical and psychological level.  

Stress also necessarily depends on the context in which we find ourselves and 

on the people we surround ourselves with. 

 

For this reason, hospitality organizations (HoReCa sector) must equip 

themselves to make the social context of work positive and pleasant. 

In medical literature, there is a historical event that marked the opening of doctors 

to psychological and social factors.  

This phenomenon is called "Roseto Mystery." 

This event takes its name from Roseto Valfortore, a village in the province of 

Foggia, considered among the most beautiful in Italy. 

Biopsychosocial well-being 
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Since the end of the nineteenth century, many Italians have emigrated to the 

United States, including the inhabitants of Roseto Valfortore. Many of them settle 

in Pennsylvania and found a small town that has almost the same name "Rose 

Garden Pennsylvania". 

This small village became known in the scientific field because the research of 

Professor Stewart Wolf, at that time a professor at the University of Oklahoma, 

showed that the incidence of cardiovascular diseases was reduced to a minimum. 

Much of the mortality in the United States is from cardiovascular 

causes. However, this did not happen in Roseto. In several decades there had 

not been a single case of death from cardiovascular disease before the age of 

55. In people over 55, the incidence of cardiovascular mortality was reduced by 

50%. 

Researchers immediately hypothesized classical explanations for this 

phenomenon. Prof. Stewart Wolf and collaborators thought this could be related 

to diet and lifestyle. 
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The professor. Stewart Wolf 

  
In fact, in the United States there was no advantageous lifestyle: they ate a lot of 

fatty food, the work was often in the mines, with important consequences for the 

respiratory system, they drank a lot. 

 

In contrast to this, the life of the population of southern Italy was thought to be 

healthier. It was imagined that the cause of the reduction in cardiovascular 

disease could be linked to one or more of the following factors: 

• Mediterranean diet 

• Increased physical activity or outdoor work in fresh air (e.g., herding) 

• Less alcohol 

 

The professor. Stewart Wolf tried to verify this hypothesis by statistically 

comparing the type of work, diet and the amount of alcohol.  

But he did not find any relevant difference. In fact, some time had passed since 

the first migration of the Rosetans, but, in the meantime, they had completely 

adapted to the context of the work. They too worked in the mines, ate very fatty 

food and drank. 
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Not finding solutions to the dilemma, prof. Stewart Wolf had to look for alternative 

explanations to the phenomenon in the behaviors and ways of doing of the 

Rosetans. The explanation could only be social, psychological and 

anthropological. 

Observing the behavior of the Rosetans, the observable differences were mainly 

in the structure of society. The Rosetans were more convivial at tables, more 

social, the family was a more respected value and the fathers were more present 

in the education of their children and the respect of women. 

From this episode comes a greater openness in the medical world to consider 

social factors as a contribution to reducing stress to promote well-being. 

   

 
The interviews are edited by Alessia Soracco. 

 

  

 

 

 

 

 

 

 

 

 

 

 

We asked several industry experts for their opinion on stress reduction. Beyond 

the regulations, it is important to examine the opinion of those who have been 

involved in hospitality for some time in the field. To conduct this activity we have 

created a semi-structured interview, replicable and adaptable in 

Interviews with industry experts 
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different conditions. We have subsequently selected experts from different 

contexts, to always have a personalized perspective. 

The questions included in the interview are the following: 
 

1. In your opinion, what are the major stressors in the world of catering and 

hospitality? 

2. Which stressors are easy to be changed and which are difficult? 

Realistically speaking, which ones should be addressed (e.g., is it realistic 

to think of reducing the hours worked per week? 

3. How could worker protection be improved in this sense? 

4. Italy is one of the few European states where work-related stress 

assessment is mandatory. How can this law be useful? 

5. Work in the kitchen requires high concentration, long shifts, responsibility 

and communication with the staff. What measures should the employer 

consider to reduce stress in hotels and restaurants? 

6. The restaurant and hotel sector is subject to high turnover. The team is 

therefore not always stable, there is a significant turnover. In your opinion, 

what are the precautions that a team should consider to work well and 

avoid conflicts? 

7. What is the worst stressful experience you have had in your career? 

8. Could you tell us about any good practices or incidents that relieved stress 

effectively?  
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Interview with Giosuè Gilberto Di Molfetta - restaurateur and hotel maître, also 

participates in international events to promote Made in Italy and food and wine 

excellence. 

 
  

The content of the interview can be summarized as follows: 

One of the major stressors in the catering sector is the lack of organization, very 

often the tasks are not well defined, the shifts are too long, and the staff finds 

themselves having too many responsibilities, creating a disorganized and non-

functional environment. 

For this reason it is essential to increase the staff, not only to reduce the working 

hours, but also to avoid making the environment heavy, in particular, it is 

necessary to hire a manager for each sector who deals only with the organization, 

to define roles well and create a more pleasant, quiet and professional 

atmosphere. 

A good practice that is already used by some companies to reduce stress is to 

create spaces to allow staff to relax and think about something else, very often 

Giosue Gilberto Di Molfetta 
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the infinite shifts and tasks leave no room for themselves, to disconnect and think 

about something else, essential for maintaining a positive attitude. 

Unfortunately, stress is part of us nowadays, it is present in most cases, however, 

it becomes particularly evident in catering, the staff is in close contact with 

customers, who immediately perceive when the climate is negative, stressful and 

poor, leading them not to have a positive experience and maybe never come 

back. 

For this reason, another way to reduce stress and improve service is to form a 

united team, have good relationships with your colleagues and employers, so that 

you can have an excellent communication and support system that allows us to 

confront and talk about our problems to solve them and not risk reflecting what 

happens in private life during the service. 

This can be a problem because the restaurant and hotel sector is subject to a 

very high turnover, there is a continuous turnover of manpower, which leads to 

instability and difficulties in building relationships within the team, but a solution 

can be to organize briefings frequently, to set daily goals, get to know each other, 

communicate and help each other, allowing to build an organized, peaceful, 

serene and professional environment. 

What often drives people to work every day in such stressful circumstances is the 

passion and the need to work. Having traveled extensively, Giosuè observed and 

found himself in situations where hotels, even four or five stars, offered 

embarrassing accommodation to workers, with extremely small shared spaces 

and little privacy. 

Accepting to work in these conditions is unacceptable, no matter how passionate 

you are, it does nothing but increase stress and lower satisfaction, with significant 

consequences also on a psychological level. 

A piece of advice is, therefore, not to accept everything, maybe do a week of trial 

to understand the responsibilities that will be given to us, the level of organization 

and the environment in which we have to work, to avoid ending up in unbearable 

situations that only involve stress and low efficiency in the workplace.  

  



 72 

 

Marco Bonea - Docent of enogastronomy , Consulent , Trainer Chef 

  

In the catering sector, stress is mainly caused by an underlying problem, namely 

the type of staff that is hired. Too often, employees are chosen because they are 

friends of the owner and not for professional skills, which is why they feel superior 

and rely above all on the psychological level on other employees, causing 

situations in which unqualified personnel at a professional level and with technical 

incapacities also cause problems to those who are qualified. 

 

In addition, when making selections, another fundamental quality must be taken 

into account: personal character. Often a character level is incompatible because 

during the selections this point is omitted or canonical questions are asked 

without really testing the personal characteristics of the candidate. 

 

 

Marco Bonea 
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Therefore, from a practical point of view, based on the experiences lived in the 

field, three salient points must be changed: first of all, the recruitment must take 

place in a professional way, the recruiter must have a clear picture of the qualities 

required, make a list of questions relevant to the job, and not taking into account 

their own knowledge, must be professional and objective; then it is necessary to 

introduce psycho-aptitudinal tests to ensure that the candidate is compatible with 

the job and that he has a suitable character; and, finally, carry out a period of 

training in which candidates have the opportunity to learn how to manage their 

emotions, their character and understand the work well, and only at the end, their 

hiring could be confirmed. 

Stress can be caused by many factors, including fatigue, the heaviness of work 

done, lack of free time for yourself, and doing the same activities methodically 

every day, however, another major cause of stress is the salary. Many times in 

the same team and work environment there are people with different salaries, 

and this leads to a bad relationship within a team, and a high rivalry and jealousy 

among employees, worsening the stress and especially the desire to work 

effectively. 

These are also consequences caused by the high turnover to which the catering 

sector is extremely subject, and a solution can be to introduce a preventive 

training activity in which the staff learns to know each other, to meet both inside 

and outside the workplace and to communicate, to make sure they form a united 

and professional team, as, if one or more employees feel extraneous to the group, 

the union lacks, or a certain hostility from the colleagues is perceived, they create 

problems during the service and situations of high stress for all. 

In the last experience in the Caribbean where Marco Bonea worked as a trainer 

chef, he directly observed the unfavorable consequences caused by the hiring of 

many unskilled employees and the presence of conflicts within the team. He 

found himself in a situation where there was a strong division between the kitchen 

and the dining room, they were two completely separate teams and without any 

effective communication system, and this rivalry was not only reflected in the 

quality of the service, but also in how much concerns the division of tips, as the 

staff in the dining room and in the bar, by being in direct contact with the customer, 
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working fewer hours, and handling money, felt superior to the employees who 

worked in the kitchen and they therefore claimed to deserve more tips, creating 

unbearable differences between staff and causing even more stress.  

 

  

  

Interview with Marco Carducci - Barman, Sommelier, Consultant and 

Collaborator of the Italian Sommelier Association - Italian Sommelier Foundation 

  

  

 
  

The sommeliers are outside the famous dispute between the dining room and 

kitchen staff, they are a “thing in their own” and are therefore able to observe the 

situation objectively. 

Marco Carducci 
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The problem, in most cases, is the lack of communication. Each of the two 

departments thinks they are superior, they devalue the work of the other team, in 

particular the kitchen believes to do the heaviest work, more important as without 

them the restaurant would not go on, without considering the other side of the 

medal, that is all the work that concerns the waiters, starting from the reception 

to the explanation of the dish, they are the face of the restaurant and the pace of 

the service also depends on them. 

There is a need for team play, there must not be the kitchen team and the dining 

room team, but a single team, in which communication and the desire to complete 

the service in the best possible way, without conflicts prevail. 

Often employers ask for external advice to improve the effectiveness of their 

employees without understanding themselves where the problem comes from, if 

they come up with it, they do not care about the dynamics within the team and 

the conditions in which these people find themselves working for many hours 

every day, just always be effective and finish the service. 

They do not realize, however, that long shifts concentrated in peak hours, fixed-

term contracts, the responsibilities given and having to collaborate with very often 

incompetent and unprofessional people, are a source of strong instability and do 

not help serenity and, on the contrary, the desire to work greatly affects the 

employee's stress. 

The desire to have a united and effective team must start from the employer who 

must demonstrate that he is interested first of all in the mental and physical well-

being of the staff, and then in that of the restaurant, feeling part of the team and 

trying to understand the dynamics of his indoor. 

It should also be added that stress is not identified only at the catering level, but 

above all at a personal level, everyone has his private life with his problems that 

already involve a certain level of stress, and when the person is stressed instead 

of find support in the team finds his self in a workplace where everyone works for 

themselves, the team is not united and disorganized, and the climate is heavy 

and hostile, stress builds up enough to get to vent everything during work and the 

service, creating an unpleasant atmosphere both for the customers, who perceive 



 76 

when there is something wrong and for all the staff, who finds itself having to face 

even more pressures and stress. 

Therefore, from the point of view of a person who does not look from above, it is 

necessary to improve communication both between staff and with employers, 

who must strive to be more present and less pretentious, especially when starting 

to notice a change in the attitude of the staff. 

 

 

Rama Redzepi is Bar Manager at a 5-star luxury hotel on Lake Garda, considered 

by many to be among the best bartenders on the international territory. 

 

 
  

In addition to the physical stress caused by the long hours spent working without 

ever sitting down and running between the kitchen and the dining room to meet 

Rama Redzepi 
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the expectations of the employer and the consumer, the biggest stressor in the 

restaurant business is the customers themselves. 

They go to the restaurant to be able to relax and vent after a long day of work, 

and in doing so, they often open up with the waiter or the barman who is willing 

to unload all the negativity on them, leading them to work with this negative 

energy that does nothing but burden the climate. 

In addition, the known rule that says "the customer is always right" is wrong, very 

often the customer is not right but wants to be right, however, employees cannot 

react, they must maintain a polite behavior and endure, only increasing the stress 

and the frustration they have to live with. 

To even more exasperate the staff is the lack of free time to disconnect and relax, 

the shifts are too long and the breaks too short or non-existent. 

An optimal solution would be to give the opportunity during the day to let off 

steam, perhaps with a psychologist, to tell your day to a competent person who 

listens and advises on how to deal with stress, pressure and customers, to 

gradually learn how to manage the situation in the best way. 

Another big problem is the team, to relieve pressure and stress, apart from the 

need to work in a united team made up of professional and effective people, there 

is also a need for a leader capable of coordinating and taking responsibility when 

something goes wrong, as too often all the blame is placed on the employees, 

but in reality the fault lies with those who manage them. 

The leader must be available, if someone has a problem, which inevitably reflects 

on the work, he must be ready to listen and give advice where it is necessary, 

there must be a healthy balance between professionalism and friendship. 

The leader's priority must therefore be the well-being of his team, and in doing 

this, all the components must be taken into consideration, regardless of the role 

they hold, everyone is important and must be recognized. 

To improve the team's performance even more, it is necessary to hire competent 

staff, who want to work not as a hobby but because they want to grow in the 

sector, pay them adequately and give a well-defined role. 

It may seem trivial, but in a country where tips are very often not given or are very 

low, and with a salary that in relation to the amount of hours worked does not 
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allow you to make it to the end of the month, the best energy especially for 

bartenders it is given when customers give thanks for the experience, for the drink 

or for the dish served, it is the enormous personal satisfaction that repays all the 

effort and stress experienced. 

  

 

Alessandra Semeraro is a Psychologist, has decades of experience in the 

hospitality sector and maritime-coastal tourism. 

  

Maritime tourism has a fixed duration of three months, during which customers 

take a few days to relax, disconnect from their work and stress, and therefore do 

not want to wait for the services provided, they are very impatient, they demand 

perfect service, they demand unreal timing of efficiency due to the crowd of 

people present. This implies an additional stress factor for staff, as in addition to 

long shifts and excessive hours of work, they also have to endure all the 

additional stress caused by customers, who, to relieve their stress, increase that 

of employees. Clearly, the situation gets worse when working in a family 

business. If, generally, after hours and hours of service the staff returns home to 

a different environment where they have the opportunity to disconnect, let off 

steam and relax before returning to work the next day, in this case the problems 

that you have at work have repercussions within family relationships, including at 

the communication level. A bad working climate is a determining factor in both 

business success and the family, as members sometimes bring rivalry, 

disappointment, envy, grudge, and feelings about work to the family. The division 

of roles and responsibilities between relatives is one of the major causes of 

stress, which often causes deep ruptures between family dynamics, can cause 

conflicts and poor performance, which is why, especially in these cases, there is 

a strong need for professionalism, although it is very difficult to keep work and 

family separate. 

Alessandra Semeraro 
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The presence of an occupational psychologist is essential, he is the one who 

would be able to manage the problems encountered in the workplace and the 

repercussions in the family, if it is a family business, providing the necessary tools 

to learn how to manage certain situations, and would be also a fixed point present 

to let off steam and understand how to improve. It is particularly difficult to 

manage relational dynamics when stress at work takes most of the emotional 

state, it is difficult to unload it, for this we need an expert who gives us some 

suggestions and techniques to help us download and detach psychologically from 

work to do something else. 

In all this, the employer, to improve the stress and livability of the working 

environment, should first of all recognize the commitment of each one, every role 

is important and we must not discredit anyone, especially because this is a sector 

in which each piece is fundamental, if even a single component is missing, 

everything falls away. It is important to recognize everyone's commitment, also 

giving rewards, starting initiatives that incentivize employees, it does not have to 

be a reward on an economic level, the moral level is also very 

important. Furthermore, the type of relationship that the owner establishes with 

the employees is also fundamental, we must always maintain a certain type of 

authority, we need a leader to carry the team forward, but the leader can be 

authoritarian or not, he can make each member of the group participates and 

makes him feel important, showing himself present even in times of need. A 

strong, healthy balance must be established to carry the business forward and to 

succeed in the service. 
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Part 2 

Health through physical movement 
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Starting, therefore, from the assumption that moderate and 

continuous physical activity is ideal for reducing stress and improving 

psychophysical performance, it is now necessary to understand what exactly is 

possible to do to make any physical activity compatible and sustainable for a 

worker and, specifically, for a worker in the HORECO sector, considering the 

particular environmental conditions in which he finds himself. 

An ideal workout should therefore include the right combination of aerobic and 

anaerobic exercise, as well as a part of stretching to optimize the functionality 

of the structures and motor chains. 

Mentally, we should approach the "moment" of training exactly as we do when 

we go to the gym or when we are preparing to train outdoors, whatever the sport 

or physical activity in question. Therefore, the structure of the total expected time 

should always follow the following steps: 

1. Heating              

2. Anaerobic activity 

3. Aerobic activity 

4. Stretching 

IMPORTANT: depending on the intensity and frequency that you decide to adopt, 

you can separate the anaerobic activity from the aerobic one and thus dedicate 

specific moments to each of them. In this case the planning of 

the training sessions could be divided as follows (for example only): 

  

 

 

Practical exercises at the workplace 
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Example 1: on 3 weekly workouts including both anaerobic 
and aerobic exercises: 

day 1, 2 and 3 (anaerobic + aerobic ) 

• warm-up (5-10 minutes)              

• Anaerobic activity (20-30 minutes)              

• Aerobic activity (15-20 minutes)              

• Stretching (10-15 minutes)                            

Total time (50-70 minutes)                            

  

Example 2: on 4 weekly workouts of which 2 anaerobic and 2 
aerobic: 

day 1 and 3 (anaerobic) 

• warm-up (5-10 minutes)              

• Anaerobic activity (30-40 minutes)              

• Stretching (10-15 minutes)                            

Total time (45-60 minutes)                            

day 2 and 4 (aerobic) 

• warm-up (5-10 minutes)              

• Aerobic activity (30-40 minutes)              

• Stretching (10-15 minutes)                            

Total time (45-60 minutes)                            

Training session planning 
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As we can see the training times in Example 1 are slightly longer than those in 

Example 2, but we must consider that only 3 workouts per week are performed 

(Example 1), unlike Example 2 in which the training times they are slightly lower 

but the routine is performed 4 times a week instead of 3 times.  

This means that overall the weekly workload is equal in both examples of weekly 

planning.  

What differs, however, is the distribution of workloads and the organization of 

time and recovery (a topic that deserves a separate technical discussion). 

 

 
Below we list a series of illustrated exercises to allow the reader to take a cue 

on the various exercises that can be used in the workplace. 

The exercises shown have been extracted from Neila Rey's (2017) work "100 

office workouts - No- Equipment Visual Guidelines for Workplace Fitness", and 

can be adaptable to any work context as the necessary equipment is only desks, 

chairs and walls, since they have been specially designed to be able to exercise 

mainly "free body". For those who are more experienced in physical activity, 

nothing prevents you from being able to use your creativity to adapt new 

exercises to the specific work context, remembering to pay close attention to 

correct execution (biomechanics) and to all the necessary precautions that imply 

approval and the supervision of a physician and a graduate in physical education. 

  

  

  

Anaerobic activity 
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Regarding all the anaerobic exercises listed below, it is good to remember the 

following basic rules: 

Speed: the exercises must always be performed at that speed, such that it can 

allow control of the movement at all times of the execution arc. This implies 

that all movements performed with leaps, sways and uncontrolled thrusts are to 

be excluded, as they could cause musculoskeletal and tendon injuries. A good 

way to avoid incorrectness is to pay maximum attention to the movement when it 

is performed, meaning by this to avoid getting distracted or thinking about other 

things while performing an exercise routine: the mind should always be present 

to the movement. 

  

Intensity: considering that the intensity is given by the "load/time", the number 

of repetitions and series indicated in some exercises is only indicative and refers 

to a sample of people belonging to the "average trained person". This implies that 

the same workload could be high for a sedentary or poorly trained person and 

low for a highly trained person. It is therefore suggested to adapt the intensity to 

the individual training level, remembering that with time and with the improvement 

of physical performance (thanks to the training itself), it would be advisable to 

increase the training intensity. A good parameter to evaluate the right intensity is 

the level of "muscle-burning" that is experienced at the end of the exercise: if 

each end of the series is brought to the level of muscle burning, this is almost 

certainly indicative of a good level of intensity (depending also on of the subjective 

pain threshold). 

  

Correct execution: it is very important to perform each exercise correctly, 

whereby "correct way" we mean "according to the natural biomechanics of the 

joint movement". It would be advisable to have an expert person (graduate in 

Warnings Regarding Anaerobic Exercises 
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motor science, personal trainer), at least for the initial phases, that is, until the 

person memorises the correct execution. In any case, the selected exercises 

have been chosen wisely (for simplicity of execution) precisely to avoid that they 

can cause difficulty and danger in terms of possible injuries. If in doubt it is better 

to contact a professional or in any case use tutorials to understand the correct 

execution, at least for the most dangerous exercises (such as the "squats"). 

  

NB: We remind you that the proposed training program is mainly aimed at 

reducing stress and not at increasing specific sports performances, so the expert 

training reader may find the proposed program insufficient if evaluated in the light 

of this possible misunderstanding. 

  

Heating 
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Legs 
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Legs and lateral abdomen 
  

 
  
At the end of this sequence it is possible to repeat everything several times but it 
is advisable not to exceed 15 minutes in total. 
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Pectorals and shoulders 
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 Abs 
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Simulated exercise bike (always abs) 
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 Triceps 
 

 
  
 Buttocks 
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Back and lower back 
   

 
  

  

Stretching 
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Stretching S balls and neck 
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Neck massage 
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Rotator cuff stretch (this can also be done as a warm-up) 
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Shoulder and arm stretch 
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Chest and back stretch 
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Leg stretch 

 

 

Spine stretching 
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As for aerobic activity, it is important to understand that the specificity of the 
exercise being performed is not so important as the possibility of bringing the 
cardio-circulatory system to an optimal range, in the sense of a sufficient 
"heartbeat level" to stimulate a series of parameters including the Krebs cycle 
and therefore the mobilization of lipid energy resources (in the case of weight 
loss), or more specifically the activation of the cardio-circulatory system to 
optimize and improve the functioning of the same which, as we saw in the first 
part, it is responsible for reducing oxidative stress. 

Even in this case, when we talk about the optimal range, we must think that it is 
not so much the intensity of the exercise that makes the difference, but the 
relationship between this and the age of the person who performs the 
exercise. Also, in this case, time is an important factor and, as we have already 
written, in our case it would be appropriate to stick to a time of 20-30 minutes, i.e. 
an optimal time that can be long enough to activate the necessary metabolic 
processes, but not so long that it puts the body under stress. 

Aerobic activity 
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Given therefore that even in this case individual creativity can be accepted as 
long as it is correct in the execution (especially in terms of biomechanics of 
movement), we decided to provide ideas for different types of activities that can 
be carried out in a very short time. space, which is indicated when you want to do 
aerobic activity in closed spaces such as a room or other places specially 
prepared for it. 

  

1. The Race in Place    
  

In many ways, this type of running has the same benefits as jogging and running 
in the gym or park. Here are some tips that make exercise more effective and 
performing. In summary:     

• Raise the knees from the floor 

• Follow the “run” movement with arms  

• Breathe with regularity, do not hold your breath 

• Keep the rhythm for at least fifteen minutes 

• If you feel excessive fatigue, slow down 

  
Slow down but not stop. It is preferable to reduce the intensity of the run rather 
than abruptly stop it and forgo the benefits. The fifteen minutes of activity are 
a great goal, but at the same time, they can be a starting point. Running in place 
to tone up also means going over the threshold a little bit gradually.  

Below is a graphical representation of the exercise: 

 



 102 

2. Jumping Jacks    
  

Let's start with something simple, useful for warming up the muscles. In the 

Anglo-Saxon world they are known as Jumping Jacks, but in Italy they are called 

in different ways: they are very easy exercises, which simply consist of spreading 

and closing the legs with jumps on the spot while rolling the arms until they touch 

hands above the head. 

It is not as difficult as it may seem, and most importantly it is possible to do the 

exercise at the desired pace. Those most trained can go faster and do even 

series of 20 consecutive movements. 

Those out of shape should start with a slower pace and do 7 or 8 touches before 

pausing. In any case, it is still advisable to perform more Jumping Jacks during 

the training session. 

They are not exercises that urges no exaggerated muscles and joints, so they 

are ideal at the beginning of warm-up and as aerobic real activity. 

Below is a graphical representation of the exercise: 
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3. Stairs    
The stairs are an excellent way to do aerobic activity and also give a particularly 

beneficial stimulation to the lower limbs. Especially the calves and 

buttocks benefit greatly, and if the pace is sustained they also help us to 

"breathe". 

Furthermore, it is not only the "going up" that is interesting but also that of "going 

down" the stairs because in the two movements even slightly different muscles 

are stimulated from time to time. 

  
4. Burpees    

  

It is the most challenging of the proposed series. But it is also the exercise 

that can give the greatest satisfaction as far as the line is concerned. In fact, it 

consists of four different exercises put together. 
It starts standing upright. Then you bend over, in a sort of particularly deep squat, 

until you put your palms on the ground. 
At this point, in a single movement, the legs are stretched backwards, in the push-

up position. A push- up is performed and then you pull yourself up, staging a 

rising squat that ends with a jump on the spot. 
Below is a graphical representation of the exercise: 
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To conclude 

A nice way to understand the proposed aerobic activity is to make a creative 

mix between the various techniques presented, to obtain more results at the 

same time: 

• give variety to exercise on a mental level; 

• stimulate different muscles and therefore go in favor of a more 

generalized tone; 

• stimulate different parts of the body and different kinetic chains while 

maintaining an ideal heart rate for "staying aerobic". 

  

  

   
Physical activity, free radicals and oxidative stress. 

 

Numerous scientific studies have now amply demonstrated that oxidative stress 

is one of the common causes of most of the chronic and degenerative diseases 

that afflict the population of industrialized countries.  

This particular stressful condition has, in fact, been called into question in 

cardiovascular pathologies, in neurodegenerative pathologies, in numerous types 

of tumors, in the metabolic syndrome, but also common aging processes.  

Although the terms "oxidative stress" and "free radicals" are on everyone's lips 

every day, perhaps not all of us know what it is exactly and what are the most 

effective strategies to counteract its effect. 

Physical exercise and psychological well-
being 
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The term free radical generally refers to a set, even very heterogeneous, of 

molecules united by one characteristic, that of having a high reactivity due to their 

particular electronic configuration, of being able to trigger chain reactions and 

being able to damage basically all biological molecules. 

By oxidative stress, on the other hand, we mean a particular condition of our 

organism, namely that for which exposure to free radicals and other oxidizing 

substances is such that it cannot be adequately counteracted by the defense 

mechanisms that the organism itself possesses.  

In this situation, the reactivity of free radicals will unleash against our organism 

which in some way will necessarily be damaged, one after another the 

accumulation of these small damages represents the mechanism underlying the 

involvement of oxidative stress in the onset of pathologies. listed above. 

This distinction, as well as in-depth analysis, must be taken into consideration the 

more the organism finds itself in stressful conditions, whereby "stressful 

conditions" we mean: 

• High physical exertion 

• High mental effort 

• Staying in negative emotions for a long time 

• Low recovery levels 

Particularly stressful rhythms of life (e.g. shift work, absence of adequate breaks 
in working hours, etc.) 

This is why in the case of works involving catering or hospitality it becomes very 

important to take note of the conditions in which we find ourselves and in which 

we submit the body. 

  

An important question that many readers will be asking themselves at this point 

and that needs to be answered is: "How often does our body come into contact 

with these reactive compounds that seem so harmful?" The answer is very 

simple, our organism is exposed to the attack of oxidizing species moment by 
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moment, every moment of our existence and the fault is not only and exclusively 

of the environment in which we live but also of our own nature that leads us to 

consuming oxygen to produce most of the energy we need to live, move and 

think. Not all the oxygen introduced with respiration is completely reduced in 

cellular respiration, a small percentage, in fact, escapes the control of cellular 

metabolism and, in the form of free radicals, is in a position to damage cellular 

components. Since its appearance on earth, man has had to evolve living with 

the risks that life in an oxygen-rich environment could entail, in fact, during the 

course of evolution, the organism has developed numerous antioxidant defense 

mechanisms, that is, capable of counteracting and neutralize free radicals; these, 

which are defined as endogenous antioxidant systems, ie products directly by the 

body, are flanked by those commonly defined as exogenous antioxidants, ie 

those antioxidant molecules that our body can take from the outside through 

food. These considerations have led, in recent decades, many scientists to study 

which foods are richest in antioxidants and most effective in countering oxidative 

stress; this enormous research effort has made it possible to identify not only the 

most interesting molecules, among which, in addition to numerous others, some 

vitamins and polyphenols present in plant foods, but also the biological 

mechanisms underlying these molecules carry out their protective and 

preventive. 

 

  
  
If by now we are all aware of the most common sources of oxidative stress such 

as: pollution, smoke and ultraviolet solar radiation, perhaps not everyone knows 

or imagines that certain forms of physical exercise can result in a massive 

production of reactive oxygen species and free radicals to cause real damage to 

the organism. 

When the physical activity we conduct 

Physical activity: does it prevent or aggravate 
stress? 
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a) it is acute, that is, conducted in an occasional manner and not repeated 

consistently over time      

b) and exhaustion, i.e. conducted at an intensity that is too high compared 

to what our body can bear      

we are in a physical condition that produces an increase in lipid peroxidation, a 

reduction in antioxidant defenses such as the ratio between reduced glutathione 

and oxidized GSH/GSSG and an increase in oxidative damage to cellular 

proteins. 

  

This increased oxidative stress may, at least in part, be responsible for the micro 

muscle injuries typical of this type of physical exercise (Vina et al 2000). All this 

then translates into the reduction of the force of contraction, muscle pain, 

activation of the inflammatory response with leukocyte infiltration and release 

of proinflammatory cytokines, a mechanism known to be a source of further 

oxidative stress (Jamurtas et al. 2005). 

In conclusion, it is evident that acute and exhaustion physical exercise represents 
a condition of oxidative stress that exceeds the normal ability of the organism to 
maintain the balance between pro and antioxidant factors. 
  
Therefore, considering the already high-stress conditions of the workers in the 

HORECA sector, this type of approach to physical activity that sees exercising or 

sports occasionally and/or with excessive individual efforts, is absolutely to be 

avoided! 

  

At this point, each person needs to ask themselves what kind of physical activity 

they do.  

 

Believing to take advantage of the health benefits that sporting practice 

guarantees by practicing a sport occasionally, such as once a week, until you are 

exhausted is certainly a serious mistake which, contrary to what one might 

believe, causes much more harm than good. 
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Numerous studies have now clearly shown that during too intense physical 

exercise the production of reactive oxygen species increases both in the 

skeletal muscles and in the heart (Sen et al 1995; Ji et al. 1999).  

However, research has also shown that subjects subjected to long-term 

programs of moderate exercise are more resistant to oxidative stress, this 

appears mainly due to the adaptation that their endogenous antioxidant systems 

undergo (Powers et al. 1994). 

In the light of this evidence, starting from the beginning of the third millennium, 

some scholars have wanted to explain the modifications induced by physical 

exercise through the concept of hormesis, not only as regards the adaptations 

involving muscle trophism or resistance to fatigue, but for those involving the 

ability to more effectively counteract oxidative stress (Ji et al 2006).  

The concept of hormesis, which is borrowed from toxicology, indicates the 

behavior of the response of biological systems to exposure to certain toxic 

agents.  

More simply, therefore, in toxicology the concept of hormesis represents a bell-

shaped trend of the dose-response curve of exposure to a substance (Cook et 

al. 2006). 

  
 
As we can see, Figure 1 shows the trend of the dose-response curve for physical 

exercise: 

  

at the far left you can see how inactivity reduces the level of physical function, it 

is known that a too low level of physical activity is associated with a long series 

of pathologies such as cardiovascular diseases, type II diabetes mellitus, muscle 

atrophy, obesity and neurodegenerative diseases such as Alzheimer's and 

Parkinson's (Booth et al. 2007). 

Similarly, overtraining, the right end of the curve in Figure 1, increases both health 

risks and the rate of muscle damage (Ogonovszky et al. 2005). 

The role of recovery 
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The most important effect of physical exercise on the body is, therefore, the set 

of adaptation processes. 

  

Like any source of stress, exercise also can induce adaptive phenomena, even if 

only in a narrow range of cases linked to the duration and intensity of exercise 

sessions (Radak et al. 2001). Exercise, like all chronic sources of stress, can be 

extremely dangerous if the rest period, understood as the time interval in which 

the source of stress is absent, is not sufficient. Rest is essential both to ensure 

recovery and to optimize the body's response to stress. The adaptations that are 

obtained with regular physical activity are called "systemic adaptations", that is, 

they involve the whole organism, even if they vary according to the type of 

exercise performed. 

  

 
Figure 1: Trend of the dose-response curve for exercise (modified from Radak et al. 2007) 
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As already mentioned, according to many authors, moderate and 

continuous physical activity stimulates the body's antioxidant defenses to adapt 

to the new conditions of increased oxidative stress (Hollander et al 1999). Studies 

conducted both on humans and on animal models have concluded that aerobic 

exercise can stimulate, even in a very short time, the activity of the main 

antioxidant enzymes, both in muscle tissue and in the blood. When the subjects 

studied are part of a controlled training program of aerobic exercise, the activity 

of these enzymes increases especially in tissues such as type I muscle fibers, so 

much so that in well-trained subjects the production of reactive oxygen species 

is very reduced. if not negligible following the activity itself. 

 As for the effects of training and anaerobic exercises on the activity of antioxidant 

enzymes, the results are controversial and more difficult to interpret. Some 

studies have shown an increase in the activity of antioxidant enzymes while 

others have not identified any variation (Groussard et al. 2003). 

Increased activity of antioxidant enzymes and exercise-induced oxidative stress-

mediated repair mechanisms may therefore play a major role in reducing the 

incidence of pathologies associated with oxidative damage, such as 

cardiovascular disease, Alzheimer's disease and some cancers (Perry et al. 

2005).  

It is no coincidence that moderate aerobic physical activity is also suggested by 

the guidelines of the Ministry of Health for the prevention of cardiovascular 

diseases and metabolic syndrome in general. 

 This means that an paradoxical condition is created in the organism but in reality, 

this is exactly how our physiology works. We are saying that paradoxically, 

people who practice physical activity (as long as this is moderate and 

continuous and not intermittent and intense), can be more efficient than those 

who do not, even if the work activity itself is already a lot stressful (provided, of 

course, that there is adequate recovery).  

What is the optimal physical activity? 
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So, just to give an example, between two waiters who work 10 hours a day always 

standing and in activity, you will feel less tired and the one who will do a moderate 

and continuous physical activity will be more efficient than the one who will not 

do any physical activity (because perhaps he will think that since work is already 

very tiring it is not sensible to do an activity that will tire him further) and also 

concerning any waiter who will practice a high-intensity sport and/or 

occasionally.  

In our opinion, this condition applies to most of the activities related to the various 

tasks of the workers in the HORECA sector. 

  

  

 
The growing attention of the population towards these issues has led some to 

hypothesize that the subject who practices sports is a subject exposed to strong 

oxidative stress who must therefore identify alternative strategies to protect his 

body, such as the use of food supplements. While this may be true for those who 

undergo very intense physical activity, it is certainly not desirable for those who 

follow moderate training programs. The intake of high amounts of antioxidants 

through the consumption of food supplements could, in fact, have the effect of 

neutralizing those positive adaptations induced by physical exercise. To better 

understand this point, it is necessary to clarify how moderate exercise can 

stimulate the body's antioxidant defenses. 

The modest quantity of reactive oxygen species that are produced during 

moderate physical activity is sufficient to stimulate the activation of specific 

molecular signals in the affected tissue that lead to an increase in the synthesis 

of those enzymes capable of protecting the cell itself from a possible and 

subsequent attack by free radicals. The intake of high quantities of antioxidants 

in the form of food supplements would have the effect of neutralizing the reactive 

oxygen species, preventing them from acting as chemical mediators and 

stimulating those positive adaptations of the endogenous antioxidant 

defenses. On the contrary, when the production of reactive oxygen species is 

Oxidizing supplements 
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excessive, as in the case of too intense physical exercise, the tissue would be 

irreparably damaged and no adaptive or preventive process could take place; in 

this case, taking antioxidants in the form of supplements could help protect 

against the oxidative stress caused by the exercise itself. 

These considerations have recently made it possible to define moderate 

physical activity as a real antioxidant, which stimulates the body to raise 

its endogenous defenses to more effectively counteract a further stressful 

situation. 

Ultimately, moderate physical activity is therefore an essential component in the 

prevention of those pathologies that have oxidative stress among the triggering 

causes. 

  
 

 

  
Of essential importance is the fact that physical activity remains a 

component capable of contributing to prevention, which however must be 

supported by other factors, such as nutrition. 

We must make an important distinction: antioxidants are divided between 

endogenous and exogenous. If moderate physical activity acts as a stimulus for 

endogenous ones, it is equally true that exogenous ones must necessarily be 

taken through the foods that contain them. 

A diet rich in fresh plant products guarantees the correct intake of all those 

micronutrients that have been shown to have antioxidant activity and protect the 

body from numerous chronic diseases. 

In recent decades, many attempts have been made to try to increase the level of 

antioxidants in the body, such as the prescription of particular diets, the 

supplementation of antioxidants with the diet and the administration of synthetic 

antioxidants. However, none of these strategies has been shown to sufficiently 

raise the body's defenses (Ji, 2002). 

Dietary antioxidants and nutrition 
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It is therefore clear that only through the synergistic combination of physical 

activity and dietary intake of antioxidants is it possible to maximize the antioxidant 

defenses. 

 
 

 
  
Proper exercise prescription and regular physical activity correlates with a longer 

life expectancy, reducing the risk of diseases related to the aging process. This 

evidence is based on several observational studies that associated the reduced 

risk of hospitalization and death based on different levels of physical activity and 

weekly frequency (Dose / Response). 

Many professional associations such as the American College of Sport Medicine, 

the American Heart Association and government agencies such as the Center 

for Disease Control and Prevention have, over time, published reports that 

emphasize this importance. 

Sedentary lifestyle, i.e. physical inactivity, is currently recognized as a primary 

risk factor, on a par with cigarette smoking, hypertension and a high cholesterol 

level. This means that physical exercise, in addition to being important for 

preventing disease and improving lifestyle, is also indispensable as a therapeutic 

address. 

Today there are more certainties than doubts in favor of the promotion and 

dissemination of physical exercise, but there is still no clarity on the knowledge 

of the right dosage to achieve the desired effect. In this case we refer to the 

possibility of improving or maintaining one's state of health, by increasing the 

level of physical efficiency. In humans, the effects induced by a balanced and 

constant administration of physical exercise, on the main risk factors related to 

sedentary lifestyle, are documented by conspicuous evidence and by several 

large cohort studies. 

The right amount of exercise 
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The risk factors are associated with specific genetic, environmental, working 

conditions (among the working ones, those of the HORECA sector are of interest 

to us in this discussion), even if in absolute terms what harms most in this sense 

is a wrong lifestyle (the latter absolutely modifiable!) whose effect is to increase 

the onset of a disease, to contribute to its pathogenesis, to facilitate its 

development or accelerate its progression. 

Until a few years ago, physical inactivity was considered a risk factor of little 

relevance, the level of cardiorespiratory efficiency was not listed in any of the risk 

categories. But leaving out this aspect, albeit very important and taking up the 

considerations described above regarding the dosage, it is necessary to highlight 

how, especially in the sedentary adult subject (> over 40), inactivity or occasional 

and intense physical exercise, can constitute a risk factor for cardiovascular 

events and more. 

A sedentary person is someone who does not regularly practice physical activity 

or is unable to walk for more than a few minutes without experiencing 

fatigue. This first consideration relates to the importance of knowing how to 

carefully evaluate the various risk factors with the level of physical efficiency. A 

correct dosage must be administered considering the subject's ability to respond 

adequately to solicitations. So if for an average trained person a certain load can 

provide adequate responses of the organism, for another less trained person and 

of the same age, the same load could be maximal or submaximal. 

In Figure 2 we can clearly identify how physical activity sessions that are too long 

or too high in intensity increase the risk of orthopedic problems and heart 

complications. The chances of experiencing cardiovascular problems increase if 

the intensity of exercise goes beyond what is recommended. This means that 

physical activity must be prescribed and then administered through very precise 

rules to favor preventive action and optimize the positive effect of the activity 

itself. 
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Figure 2 - Effects of the assay - from Power, Howley, 1997 

 

 

Let's try to better understand this concept. As already mentioned, unfortunately, 

most people, despite being informed that physical activity is an integral part of 

preventive medicine, continue to think that movement can only give results if the 

intensity and duration of the physical exercise reach volumes. elevated, bringing 

the practitioner to the extreme of their abilities. It is these false "beliefs" that often 

induce subjects not to carry out physical activity or to practice it occasionally, with 

sometimes harmful results.  

The CDCP/ACSM report " Physical Activity and Public Health " published in 1995 

addresses this "belief" in particular, highlighting that a moderate amount of 

physical activity is sufficient, such as, for example, walking fast or on a slightly 

inclined plane for 30 minutes, run for 15 minutes, or play volleyball for 45 minutes, 

for significant health benefits, especially if this is done on most or all days of the 

week.  
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Additional health benefits can be obtained by increasing physical activity, 

maintaining a regular diet for a long time. This is one of the questionable or 

ambiguous issues, especially for those who carry out uncontrolled activities.  

One of the main causes is related to the suggestions that are often disclosed, 

through slogans, sometimes inaccurate commercials. We must start from an 

important assumption, the best dosage of physical exercise varies from individual 

to individual since it depends on the level of initial physical efficiency related to 

age (not only) and on the goals that each one wants or must achieve.  

So what must be done to undertake a physical activity program that gives the 

possibility to reach a good level of physical efficiency, in safety? The first step, in 

a healthy and unhealthy person, is certainly to obtain authorization, after a fitness 

visit by the sports doctor, especially if the goal is to increase cardiovascular 

efficiency.  

In the case of physical activity to be done by workers, and in our case, we are 

referring to workers in the HORECA sector, it is good to check whether in referring 

to the concept of "physical activity" we are talking about something that concerns 

an individual training program self-managed, or if it concerns a training sponsored 

and managed by the employer and, perhaps, also in special spaces set up 

specifically in the company places.  

Unfortunately for many, the physical activity structured at the company level and 

therefore also that of the medical examination is the first major obstacle that 

generates the impediment to starting a training program with the right 

criteria. Instead, it would be a useful aid for several reasons: the result of medical 

fitness could be used by the person in charge of supervising physical activities 

(eg the motor science professional), to obtain useful qualitative and quantitative 

information in the administration of physical exercise; to the person who intends 

to start the activity, to possibly verify the existence of risk factors that can 

sometimes be "shielded" by a subjective state of well-being; to eventually 

establish or suggest, what could be the activity to be carried out, more suited to 

the person.  

The next step is to identify the initial goal. Naturally, summarizing what has been 

written so far, for the sedentary in good health, it is necessary to reflect on the 
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opportunity for physical activity to become an integral part of daily life and that 

gradually, by including intense and regular workouts in the weekly program, 

increase the overall level of physical efficiency by improving one's state of 

health. In this case, clear and coherent suggestions can be provided even if, if 

we want to be rigorous, it is difficult to generalize.  

Taking into consideration the guidelines of the American association of sports 

medicine, the advice is precisely to consider physical activity as an integral part 

of daily life, so choose walking rather than using the car, climbing stairs instead 

of taking the elevator or the escalator, also move around the house and office. All 

this can certainly be a good start and for those who love comfort, an important 

first step in the pyramid of physical activity.  

The next level, which could be to initiate a moderate physical training protocol, 

even of just a few minutes, with occasional frequencies, requires greater control 

for one's own safety and, in the case of activities carried out in the company and 

supervised by the same even more attention to worker safety.  

In principle, whatever the exercise, you should stick to the progressive load rule, 

especially when it comes to lifting, pushing, pulling or carrying light to moderately 

heavy objects and weights.  

As for bending and flexing, since they affect the different joints, it is good to start 

with simple and well-controlled exercises (the supervision of an expert is always 

to be considered positively. movement analysis, precisely to understand how 

pitfalls can be hidden in this case as well. Often a wrong movement or inadequate 

stress on the joints and muscles can cause trauma to the musculoskeletal 

system. A normal weight subject will respond to external stresses, unlike an 

overweight or obese person. Help and initial control by a professional in the sector 

would certainly avoid this possibility. 
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Individual differences: Let's move on to the next phase, the stage in which the 

subject intends to exceed this threshold and decides to carry out a specific and 

regular activity, aimed at achieving a minimum level of physical efficiency. At this 

point, it becomes difficult to provide the same information for everyone, let's try 

to understand why. The guidelines suggest at least 30 minutes of activity per 

day. In this case, the subject must know the intensity of the exercise and therefore 

the effect of the dosage, to positively affect calorie consumption and improve 

physical efficiency. The responses induced by the exercise may be different 

concerning some considerations.  

For example, considering body weight, the evidence shows that a person with a 

bodyweight of 54 kg who walks at a speed of 3.2 km/h has a caloric consumption, 

indirectly estimated, of 2.6 Kcal/min. If the same subject had a bodyweight of 82 

kg, walking at the same speed, he would have a calorie consumption of 3.5 

Kcal/min. This means that each individual has his precise response to physical 

exercise and therefore what is true for one subject is not necessarily true for the 

other. Other elements that can determine a variation of response from individual 

to individual are the heart rate related to age, the type of terrain, the slope of the 

course, the use of any overloads and the walking speed that can be obtained 

through some variables, such as increasing the step frequency or increasing the 

length of the step itself. Let's try to imagine all this in overweight and moderately 

obese subject. It is easy to understand how the adaptations and the variability 

between the two subjects are different and at times capable of inducing different 

responses. These are fundamental assumptions that must always be taken into 

consideration before undertaking any physical activity. Having assessed these 

risks and the initial level of physical efficiency of each subject, it is necessary to 

proceed with the correct administration of the dose, in this case, we refer to the 

intensity, duration, frequency and specificity of the exercise. In particular, 

intensity, in a cardiovascular workout, is the amount of energy required for a 

particular activity, often indicated in terms of the ABSOLUTE QUANTITY of  

energy consumed or as a percentage, concerning the maximum performance 

capacity. In physical terms, it is equivalent to the expressed mechanical 

power. The duration of the exercise depends on the intensity and vice versa. For 
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example, if the goal of aerobic work is to improve one's physical efficiency, we 

can carry out an activity of short-medium duration, if we want to achieve a certain 

result on the metabolic consumption of fats, the duration must be prolonged. Of 

course intensity and duration interact with each other. Frequency concerns the 

number of weekly training sessions and also in this case it is essential to correlate 

it to the intensity and duration of the exercise. As a general rule, we can say that 

exercise performed at moderate intensity should be practiced on most days of 

the week, while exercise performed at an intense level should be practiced no 

more than three times a week or alternating with other types of activity. 

It can be understood how the achievement of a goal (maximum effect), such as 

the improvement of the resistance to effort and, therefore, of the transport and 

consumption of oxygen (VO2 max) or the heart rate at rest, is to be attributed to 

a correct and balanced intervention of the parameters indicated 

above. Furthermore, it can be noted that the maximum effect to be achieved can 

have different times of achievement both for the objective and for the responses 

of individual physiological adaptation and not only that our body must tolerate. 

When we talk about physical exercise we must think of different effects, namely 

that physical exercise has short-medium-long term indices and these effects must 

be respected. Short-term responses are those that occur after one or more 

exercise sessions without further improvement and therefore do not produce 

permanent adaptations. Medium-term responses are those that rapidly generate 

improvements and stable adaptation. Long-term responses only manifest 

themselves after a few weeks of training and may correspond, for example, to 

changes in lipid metabolism or to the increase in specific muscle strength. Better 

to avoid believing in immediate and "miraculous" programs. This discussion 

focuses on how important it is to understand proper dosing to achieve in the best 

possible way to achieve the goal. From this brief analysis, it can be stated that to 

be able to significantly influence the induced exercise of physical exercise, it 

is important to follow the logic and consequently a training plan. Physical training 

must be re-evaluated, to review the concept of simple "gymnastics" or "gym 

activities". This objective requires interventions aimed at affirming a 

conception of physical activity that goes beyond the concept of competition, 
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aesthetics or occasional activity in conjunction with one's free time. Instead, it 

must materialize in a moment of physical and psychological well-being that 

involves everyone, young and old. All this must be inserted in the working context 

of the HORECA sector in the most intelligent and sustainable possible way.  
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Part 3 

Techniques for stress reduction 
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Some methods can help you significantly to reduce stress. These techniques are 

inspired by the ancient strategies of meditation and breathing, while others have 

a psychological matrix and tend to reinterpret a negative past event, to give it a 

new function in current life. 

Work contexts, especially those in the restaurant and hotel sector, have little time 

to relax, so it is important to mediate between the time available and the benefits 

obtained. In this guide, designed specifically to promote well-being in these 

categories, I will mainly talk about rapid stress release techniques. If you need to 

use all your free time to recover from stress, it becomes difficult to balance the 

personal and professional spheres. 

Fortunately, there are these quick techniques that you can learn right away. I'll 

start by explaining the simplest of all and then move on to the more complex 

ones. 

  

 

Breathing techniques are among the most effective and simple techniques for 

relaxing. They can be applied by everyone, even quickly. If you are interested in 

a detailed reading of breathing techniques, I suggest you read the "Free 

Breathing Course" that you can find on www.igorvitale.org/corsi-gratis/ which 

includes 14 free lessons on this topic and a scientific explanation of the 

breathing mechanism. operation. 

Breathing works very well on anxiety levels because it affects various 

physiological indicators. Also, some breathing techniques are very simple. Let's 

see some exercises below. 

  
  

Techniques for stress reduction 
 

Breathing techniques 
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Download the free breathing course 

https://www.igorvitale.org/course-gratuito-di-respiration/ 
  
 

  
Tibetan square breathing is a technique that is based on different phases of 

inhalation and exhalation. Tibetan breathing is called "square" because it is 

completed in 4 steps that can be repeated 6 times. It is a rhythmic type of 

breathing, where inhalation and exhalation have the same duration. 

The sequence to be repeated 6 times is the following: 

 
• Inhale (3 seconds) 

• Hold (3 seconds) 

• Exhale (3 seconds) 

• Pause (3 seconds) 

  

  
  

Tibetan square breathing 
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Another very beneficial type of breathing is called Kapalabhati breathing. The 
technique to be applied is the following: 

• Sit comfortably with your torso straight and your hands on your knees. 

• Close your eyes and fully relax your body. 

• Breathe out deeply through the nose and contract the 

muscles of the abdomen. 

• Inhale passively and release the muscles of the abdomen 

• Repeat the cycle 10 times, breathing quickly 

After a recovery break you can repeat the cycle several times. 
  
  
  

Breathe 
in

Hold

Exhale

Hold

Kapalabhati breathing 
 



 125 

 
Self-hypnosis is a slightly deeper state of relaxation that can be achieved very 

easily, one of the strategies I use most often takes a few minutes to reach this 

state and can be summarized as follows. 

• Sit comfortably with your feet flat on the ground and your hands on your 

knees 

• Keep your head straight in front of you 

• Move your eyes up without moving your head 

• Become aware of your breath 

• Keep your eyes open as the air enters 

• And close them when the air comes out 

• Continue like this until the eyes are closed 

  
 

  
One of the simplest meditation techniques can be put into practice as follows: 

• Sit comfortably with your feet flat on the ground and your hands on your 

knees 

• Look straight ahead 

• Keep your head straight in front of you 

• Move your gaze approximately 20 degrees upward 

• Close or squint your eyes 

• Breathe slowly and deeply 

• Each time you exhale, count from 20 to 1 

• After the twentieth exhalation is complete, open your eyes 

  

Self-hypnosis exercises 
 

Simple meditation 
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You can try to manage a critical or dysfunctional memory with your imagination, 

to do this, observe the following instructions. 

• Get in a comfortable position with your feet flat on the ground with your 

hands on your knees 

• Breathe deeply 3 times 

• Close your eyes 

• It evokes the dysfunctional event 

• Try to modify some parameters of the mental image or of the sensations 

associated with one or more of the following modalities: 

• try to imagine the same event in black and white 

• Try imagining the same event in a small frame 

• Try to situate the same event as if it were in a postcard and mentally 

push the image away 

• Try to imagine the same event with blurred outlines 

• Try to imagine the same event as if you were seeing it in the third 

person, from the outside 

• If you perceive a negative emotion associated with that event, try to 

locate it somewhere in the body 

• Try to imagine what color that emotion can be, mentally change it 

to your favorite color and see what happens 

• Try to imagine what form that emotion can have, change it and see 

what happens 

• Imagine being able to move that emotion located in the body and 

see what happens. Try various parts of the body, and then close 

with nails or hair, reducing sensitivity and intensity and see what 

happens. 

• Open your eyes 

  

Change your imagination 
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The Havening exercise is based on the restructuring of a negative past 
event. The exercise is based on the definition of a past negative image and the 
use of bilateral stimulations. Bilateral stimulations can occur as simultaneous 
stroking of two symmetrical parts of the body (e.g., stroking/rubbing the arms, 
cheekbones, just above the eyebrows). You can see in the images represented 
the recommended type of movement. Bilateral stimulations help the person to let 
go and rework past negative events. 
 

  
• The first step in this technique is to identify a past negative event 

• Imagining this negative/stressful event, evaluate the intensity of the 

negative emotion from 1 to 10. If the event doesn't score at least 7, try a 

more impactful event. This exercise is designed to work with impactful 

events 

• Imagine that event 

• Breath deeply 

• Close your eyes and start the movement 

• Mentally count from 20 to 1 and while you do it imagine you are walking 

by the sea and for every step you take mentally say a number 

Havening exercise 
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• Open your eyes and move your eyes to the right and then to the left six 

times 

• Close your eyes and repeat the movement 

• While your eyes are closed, mentally count from 20 to 1 and for every 

step you imagine yourself taking in a large park, the moment continues 

• Open your eyes and move your eyes to the right and then to the left six 

times 

• Close your eyes and repeat the movement 

• While your eyes are closed, mentally count from 20 to 1 and for each 

step you imagine you are taking in a forest you relax more and more and 

say a number, they continue the chosen movement 

• Stop the movement and open your eyes 

• Think about the mental image you wanted to work on and rate the 

intensity of the negative emotion from 1 to 10. Has it decreased? If it's 

not between 0 and 3, repeat the exercise until you reach a minimum 

score. 

 
Another highly recommended technique for reducing stress is progressive 

muscle relaxation. This technique is very popular because of its simple 

application, it works very well even without using complex imaginative processes. 

This technique is very effective in reducing stress and anxiety. My advice is to 

practice it constantly, only in this way will you get the necessary benefits. Any 

activity needs training. The duration of the exercise is from 15 to 20 minutes, but 

it may also be advisable to practice it shortly. Better 2-3 minutes of nothing. 

You can do this exercise in a quiet and comfortable place, possibly without noise 

or interruptions. If you are not alone, explain to the people around you that you 

need to do this exercise, so that they don't interrupt you or wonder what you're 

doing. Free your mind of all thoughts and worries. If any disturbing thoughts arise, 

simply acknowledge them and go back to the exercise again. There is no need 

to react to any disturbing thoughts during the exercise, simply return to the muscle 

Progressive muscle relaxation 
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instructions. Once you are ready to begin inhale, count three seconds mentally 

using the numbers 1001, 1002, 1003, imagining that you bring the breath towards 

the abdomen and exhale. The exercise is based on contracting and decontracting 

the muscles progressively. The logic is to contract the muscles for 7-10 seconds 

and then relax them for 10 seconds. Muscles need to be contracted vigorously, 

but you shouldn't feel pain.  

Work each muscle group separately, following this order: 

• Hands 

• Forearms 

• Arms 

• Shoulders 

• Neck 

• Front 

• Eyes 

• Jaw 

• Tongue 

• Chest 

• Stomach 

• Back forward 

• Buttocks 

• Thighs 

• Calves 

• Feet 

• Open your eyes and relax for 5-10 minutes 

The advice is to repeat this exercise 1-2 times a day for 8 weeks. 
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The working environment in the hotel and restaurant sector is quite demanding 

and, understandably, a worker in this sector wants to relax above all, applying as 

little effort as possible. There are solutions in this sense offered by those involved 

in meditations and guided relaxation exercises. 

This is a different way to learn stress reduction techniques, you can follow a 

protocol, you can follow the directions in this manual, or you can choose to follow 

guided audio exercises. In this case, just use the headphones, click play and 

follow the instructions. 

There are plenty of free videos and audios in this regard. Most of them are in 

English, but they exist in any language. Just search Youtube for keywords such 

as "guided hypnosis", "guided relaxation", "mental relaxation". 

I have personally recorded many of these exercises available in Italian that you 

can find with these keywords “Igor Vitale Hypnosis”, or “Igor Vitale Relaxation”. 

A method to better understand which exercises to use is also contained in a free 

App available in all countries called “Igor Vitale App”. This App is freely 

downloadable from Google Play and compatible with Android. The objective of 

the App, using a specific algorithm, is to suggest the most appropriate exercise 

to follow based on the answers provided to specific questions. 

If you want to download this App too and start practicing the guided exercises 

right away, you can find all the contents in this link. 

  
 
 
 
 
 
 
 
 
 
 

Apps and new technologies to relax 
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Download Igor Vitale App 
     

 
 

 
 
 
 



 132 

 

 

Mindfulness is a practice that aims to apply meditation through very specific 

protocols for therapeutic purposes. Meditation techniques are certainly among 

the oldest in the world and somehow we have always understood their benefits.  

 

Mindfulness simply proposed to systematize knowledge and translation, 

scientifically measuring their effectiveness. 

 

 

 
 

 

 

 

Mindfulness in the HoReCa sector 
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Meditation, in its original version, is connected to religious themes. Mindfulness 

is more like a replicable practice that has psychological purposes, although the 

methods are similar.  

Mindfulness also organizes practices into protocols, in such a way as to replicate 

and standardize them. 

Furthermore, mindfulness has passed a whole series of qualitative tests on its 

effectiveness, through the use of psychological verification tests and even 

neuroimaging. A technique capable of identifying which areas of the brain are 

"activated" in certain tasks.  
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These attitudes are the basis of practice and the life of awareness. Learning to 

see, increase and d apply these attitudes, moment by moment and day by day, 

is what enhances our ability to address: 

• Fear 

• Anxiety 

• Stress 

• Sadness 

Through mindfulness you can promote your sense of peace and well-being. 

Here are the fundamental attitudes to develop the mindfulness technique simply 

and effectively. 

These attitudes are to be considered interconnected and interdependent with 

each other. 

  
 

 

 

Non-judgment is a complex goal. Categorization and evaluation are tools that our 

mind often applies automatically. It is our way of simplifying reality into sufficiently 

understandable pieces of information. For this reason we judge, evaluate, 

categorize, parcel experience into understandable units of information. 

Mindfulness is based on an opposite concept, which is to be non-judgmental. 

To practice mindfulness you need to observe yourself, your experience without 

judging in the present moment. 

Classification and judgment are parts of our mind that could however lock us into 

automatic thought patterns. We observe a customer, we don't really like him, we 

begin to think that he can put us in some difficulty, so we react in a surly and not 

courteous way. And this is not only stressful for you but it also worsens the result. 

The correct attitude for mindfulness 
 

Attitude 1 - Non judgment 
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In the mindfulness approach, judgment separates us from direct experience of 

how our life unfolds. 

It is therefore useful to practice awareness, to recognize the quality of the 

mind. Also, sometimes we even judge our own judgments (e.g., I judge a person 

negatively and then feel guilty for doing so, so I judge myself negatively). 

Our mind is in a constant stream of information, just when you realize that you 

are judging, stop and just notice it. Remember the goal.  

It is unrealistic to get rid of all judgmental thoughts, but simply notice when 

judgment is present and take the opportunity to evaluate its consequences. This 

way you can choose to relate differently to judgment and find better behavioral 

responses. 

  
 

  
 
Patience can be defined as the ability to endure hardship with calm and self-
control. 
Patience is based on the connection between yourself, faith and courage. 
It requires also kindness and compassion for yourself as you bear any discomfort 
and emotional disturbance. 
Impatience, its opposite, comes when the ego attacks 
reality, wishing that things are other than they appear. 
The wise ego instead that recognizes the truth has a "life cycle" independent of 
your desires. The more you learn to recognize this, the more your patience 
increases. Only by recognizing the present moment can you learn to get to the 
next. 
 
 
 
 

Attitude 2 - Patience 
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When you look at the present moment, the thinking mind tends to believe he 

knows all about what is happening or tries to control reality through 

further information. 

The structure of thought determines a filter between you and the experience of 

life. But it is in the present moment that we find the richness of life. 

The beginner's mind concept allows you to simulate and imagine every moment 

as if it were the first time, similar to how a child does. 

You can try this exercise by remembering every single experience as you did 

when you were a child. Everything was new, everything was a surprise and 

significantly stimulated your mind: 

- The first time you smelled the scent of a flower          

- the first drop of rain          

- the first taste of an orange.          

In truth, every moment of life is unique. And from this point of view, every time is 

the first time. You may have seen that landscape a million times, but when you 

see it now, that particular landscape, with those particular lights is different and 

unique. 

 
 

Attitude 3 - Beginner's Mind 
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But we often forget about it. And therefore our work becomes monotonous and 

repetitive. We become apathetic and we also show it to the customer. 

Some of the work activities in the HoReCa industry can appear repetitive. Think 

about all those routine activities we do with the client: 

- the information given at check-in          

- invoicing          

- the request for an order at the table          

Yet this makes us forget that we have a single person in front of us. And this 

person is unique, different from others. If we begin to treat people as practices to 

be dealt with, we will only be able to perceive monotony and repetitiveness. This 

not only hurts us and makes us more stressed, but the customer will feel less 

welcomed. 

He will feel the attitude. Each person wants to feel unique and unrepeatable. If 

you are in the present moment, if you place your total attention on the customer, 

not only will they perceive it, but you will prevent a whole series of stressful and 

counterproductive elements. 

The smile, the welcome and the presence can only improve customer satisfaction 

and therefore reduce conflicts and stress. 

 

 
To successfully practicing mindfulness, you need to trust yourself and your 

emotions. If you learn to trust yourself, you can notice what really happens. The 

practice of mindfulness deepens your sensitivity and accuracy in discerning the 

present moment, focusing on your body and on what is happening around you. 

The more you increase your self-confidence, the more you work effectively and 

you no longer need constant confirmation and reassurance from others. Truly 

discover who you are and live with authenticity. 

Attitude 4 - Trust 
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Much of our life is based on "doing something to change things". This habit is the 

natural urge to be different from who we are.  

The ego-mind wants everything at once and gets rid of what it doesn't understand 

or doesn't like. 

In psychology, this concept is called "cognitive dissonance" and was coined by 

the psychologist Leon Festinger in 1954.  

When an element appears inconsistent, incomprehensible, our mind does 

everything to eliminate it, not consider it. 

There are a thousand cases where our mind tells us we should be different. 

yourself! This pressure is perceived as a commitment or effort to be different, to 

go somewhere else, or to do something else. 

We are much less good at "not doing" and "being" instead of doing. 

The paradox of meditation is that the best way to achieve your goal is to let go 

of the effort and instead focus carefully on seeing and accepting things as they 

are, moment by moment. 

 
 

 
The feeling of acceptance is based on a determination to want to see things as 

they are and not as they should be. You need to be aware of yourself, even if you 

want to change, have less stress or start a transformative process. 

This transformation could put you through different emotions: anger, fear or 

pain. But these must be accepted and not denied. Accepting does not mean 

pleasure, it is reasonable. Accepting does not mean being satisfied. 

You can recognize that you can also accept many situations where you could 

actually have done better. 

Attitude 5 - No effort 
 

Attitude 6 - Acceptance 
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Accepting means being willing to see things as they are, in a profound, sincere 

and complete way. 

When there is no acceptance and a clear picture of what is happening, your mind 

is clouded with selfishness, prejudice and a desire to be different from who we 

are. 

 

 

 Letting go is another key attitude of mindfulness. Many times we practice the 
opposite attitude, we cling to how we want reality to be, without even realizing it. 
Often, what you hold onto most strongly are ideas and views about yourself, 

others, and situations. 

These beliefs shape our experience profoundly. 

If we pay attention to our experience through mindfulness, we can find out what 

thoughts, feelings and sensations we are trying to hold back. We will learn to let 

go. This attachment to reality is unequivocally based on our judgments, while with 

mindfulness you can learn to deeply let go of many unnecessary things. 

 It is important to let your experience be what it is, moment by moment. This 

letting-be is actually a way of letting go. By not interfering, simply letting things 

be, you have better chance of letting go. 

 

 

 Mindful eating is a technique that applies to the table. Too often we eat in an 
unconscious, automatic, non-present way. This not only does not make us 
experience the food properly, but it harms us, leading us to eat more than 
necessary or badly.  

Attitude 7 - Letting go 
 

Exercise 1 - Mindful eating 
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How often do we eat in front of the television, without even realizing what we eat 

and how much we eat? 

How often do we eat mechanically, automatically, without experiencing the 

beauty of the table? 

 

 

The mindful eating technique places all the attention on the act of eating and 

leads us to focus on ourselves. This technique has also proved effective in all 

cases in which a person is on a diet or wants to eat less and even in people with 

an Eating Disorder. 

 

Furthermore, it should be considered that nutrition is one of the cornerstones of 

your well-being and is greatly connected to stress. Workload and intense stress 

lead to a range of compensatory behaviors such as overeating. 

 

Here are the steps to follow: 
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We see below the basic steps to apply mindful eating. Also remember that if your 

accommodation is concerned with promoting the well-being of your guests, you 

can apply special mindful eating sessions for nutritional well-being, in 

cooperation with an expert psychologist or a multidisciplinary team. 

  

Eat slower 

Eating slowly doesn't have to mean taking it to extremes. However, it is a good 

idea to remind yourself and your co-workers that eating is not a competition, but 

a moment of awareness 

Eat slower

Take your time

Enjoy the silence

Mute the phone and TV

Pay attention to the taste

Know your food
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Take your time 

To taste and enjoy your food is one of the healthiest things you can do. As you 

begin to notice that you are full, you will chew food better and thus digest it more 

easily and you will likely find yourself noticing flavors you did not recognize 

before. 

Enjoy the silence 

Eating in complete silence may be impossible in a workplace, but you may still 

encourage more peace of mind and reflection. Again, try introducing it as a 

challenge: "Let's see if we can eat for two minutes without talking". If this is 

complex to apply, you can suggest having one meal a week with a colleague in 

silence. 

It should also be said that in work teams, lunchtime could also be a good time to 

team up and deal with important work or bonding issues. So don't even let go of 

the opportunity to use that time to team up. A good balance is an advisable 

choice.  

Mute the phone and TV. 

Our daily life is full of distractions and it is not uncommon for workgroups to eat 

in noisy conditions, such as blaring TVs, cell phones ringing. Consider preparing 

the work meal, which can be done as a team should be an area free from 

technology and noise. Not that it should never be done, but it should be a 

conscious decision, the exception and not the rule. 

Pay attention to the flavor 

The flavor of a lemon, the spiciness of chili pepper, the fragrance of a pizza 

crust are all different flavors. Focus on those and pay attention to the finer details 

of the food. 

After all, if you devour everything very quickly, you may not even be aware of the 

nuances of the flavors of food. 

If you eat with someone, you can also decide to talk about the organoleptic 

aspects of the food, the flavors, the textures. You can ask your colleagues about 

the flavor. And discuss the food you are eating at the moment. 
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Know your food 

Awareness means rekindling a relationship with our food. You can learn about 

food, it can be the origin of the raw material, the nutritional properties. 

If you don't know the origin of the food you are eating, ask yourself awareness 

questions about the possibilities, for example: 

- Who has grown? 

- How?          

- Where did it come from?          

- How did it get here?          

In this way, you will learn to better appreciate what you are eating, and eventually, 

to change your shopping or eating habits, improving them. 

You will learn to eat the right amount of food. 
 
 
  

 
Body scan is a technique of fundamental importance to practice mindfulness 
correctly. 
Body scanning is an extremely powerful and healing form of meditation. It 
determines important attention that is open and focused on the body. 
The exercise consists to concentrate your attention for a few seconds only on 
certain parts of the body, to learn to become more aware of ourself. Here we see 
the recommended sequence in this exercise: 

• Toes of the left foot 

• Base of the left foot 

• Heel of the left foot 

• Upper left foot 

• Left leg including the ankle 

• The knee 

• The calf and patella 

Exercise 2 - The body scan 
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• The thigh in its entirety 

• The whole thigh on the surface (skin) and in depth (muscles and bones) 

• The groin 

• Left hip 

• Repeat the procedure for the right foot 

• Pelvic region 

• Lower back 

• Abdomen 

• Upper torso 

• Upper back 

• Outer part of the torso (skin) 

• Chest 

• Ribs 

• Heart 

• Lungs 

• Shoulders 

• Arms 

• Fingertips 

• Between the fingers 

• The palms 

• The back of the hands 

• Wrists 

• Forearms 

• Elbows 

• Arms 
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• Armpits 

• Shoulders 

• Neck 

• Throat 

• Face 

• Head 

  
Now let's see how this exercise technically works. When we practice the body 

scan, we are moving systematically and intentionally our attention to our body, 

taking care of the sensations throughout the body. 

In this way, we realize that we can see our body impulsively or systematically. 

The beauty of this exercise is that we can focus our attention on every part of the 

body simply by choosing to do it and wanting to do it. We could describe this 

exercise as attuning to sensations and becoming aware of what is already 

happening. 

You can practice body scans in the following ways: 

• Short 
• Slow 
• Lying down 
• Sitting 
• Standing 
• At night 
• At morning 

  
Here are the possible sensations you may experience from the body scan 
exercise: 

• Tingling 
• Heat 
• Pulsation 
• Lightness 
• Heaviness 
• Tension 
• Relaxed 
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• Soft 
• Rigidity 
• Flexibility 
• Numbness 
• Ache 

Some of the more common emotions you can experience after a 
body scan exercise are: 

• impatience 
• wanting to break neutrality 
• joy 
• sadness 
• fear 
• pain  
• pride 
• disgust 
• surprise 
• anger  
• motivation 
• pride 

  
Here are some of the more common thoughts that can occur: 

• Review the past 
• Imagine the future 
• Think about others 
• Planning 
• Rating 
• An analysis 
• Circular thinking 
• Desire 
• Hope 
• Comparison 
• Labeling 
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The sitting position is one of those things we do ordinarily. We all sit down, just 

as we all breathe. But sitting consciously is something of a difference. The 

difference is in awareness. 

To do this, you need to create a special moment and place for relaxation. 

We assume a relaxed body posture and accept the present. It is something 

similar to what you have done in the previous exercises. 

When using an idea it is important that you have a straight back, so you can have 

your feet flat on the ground. If you choose to sit on the floor instead, use a firm 

cushion or zafu cushion specifically for sitting in this exercise. 

There are several positions for meditations which you can see in the following 

images. 

 

Posture 1 

Exercise 3 - Static meditation 
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Posture 2 

 
Posture 3 
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Posture 4 
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Posture 5 
  
  

 
Posture 6 

  
When we have assumed the posture we have chosen, we bring our attention to 

breathing. We feel the breath coming in and out. We live in the present moment 

by moment, breath by breath. 

It sounds simple and it is. Maintain full awareness as you inhale and 

exhale. Letting the breath proceed like this, simply observing it, experiencing all 

the sensations, the most evident and the least associated ones. 

It's simple but it's not easy. 

Maybe you can sit in front of the TV or on the freeway without paying any focused 

attention. But then when you have to do this exercise with nothing to observe 

except your breathing it is that perhaps a part of you will not want to continue, 

maybe after 1, 2 or 4 minutes. 

Maybe your mind will ask you to do something different, to change your position 

for example. This is very likely. And you can observe it in your body language. If 
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your mind is restless, the body will follow by demonstrating it with impatient 

movements. 

And so it may be natural to wonder what is behind that restlessness, that desire 

to fill every moment of emptiness with something. What prompts your body to 

refuse to sit still? 

Instead of following the instinct, whenever the mind wanders to other stimuli, we 

bring it back to the focus on breathing and our focused attention. 

We just continue like this, teaching our mind to be less reactive and more stable. 

 

 

  

 

Walking meditation contrasts with static meditation. In many situations, we 

cannot stand still for long. Many think that meditation is only applicable in static 

positions. Instead, we can change our state of consciousness even on the go. 

It may seem paradoxical to many, but for example, it is possible to apply hypnosis 

to sport and movement. Some studies show that hypnotic suggestions can 

increase muscle strength in standardized tests. There are post-hypnotic 

suggestions that can even be applied in sports competitions. 

Hypnosis and meditation are natural states of the mind that are based on focused 

concentration. Muscle relaxation is not necessarily associated. 

Walking meditation is easy to apply if you follow the right protocol. It can be 

applied in many contexts, even by service or HoReCa personnel, who may find 

themselves walking very often. You can also include this type of activity in 

different parts of your workday, because it allows you to. 

  

  
  

Exercise 4 - Walking meditation 
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You can also apply this meditation before or after the static meditation or at any 

other time. Choose a ritual, you may decide to practice it after a day of work. You 

can choose to walk home if distance and time permit. 

Meditating while walking is the art of staying aware while walking. You can also 

apply this walking trail in a safe place. Placing your hands relaxed, wherever they 

are comfortable. You can also close your eyes for a moment by focusing only on 

your steps. You can feel the soles of your feet and all the other basic sensations 

associated with the activity of walking. 

Open your eyes and stay present and alert. Start walking very slowly. Pay 

attention to your body. Step by step, feel the different sensations of your feet as 

you walk. Be aware of every step you take. When you have completed your 10 

or 30 meter walk, turn around and retrace your route, always focusing on walking. 

The duration of this exercise can be 10 or 20 minutes exactly like the static 

meditation exercise. 

As soon as your mind gets distracted or thinks of something else, simply focus 

again on your steps. 

 



 153 

 

There are moments in your working life when it is absolutely necessary to take a 

break and a little breath. The STOP exercise is designed precisely for this 

purpose and is particularly suitable for all professionals in the HoReCa sector, a 

sector in which working hours and the intense workload may require a break. 

 

 
 

This exercise provides a method for returning to the present moment. If your mind 

wanders into producing dysfunctional or negative thoughts, simply repeat the 

word "STOP", stop and focus on the body, head and heart. Emotions, behaviors 

and physiology. End. Resume with the word "STOP" and ask yourself the 

following questions: 

• What is my experience at the moment? 

• Head Questions: Thoughts 

o What are you saying to yourself? 

o What images come to your mind? 

• Heart Questions: Feelings 

o Positive emotions 

o Neutral emotions 

o Negative emotions 

Exercise 5 - STOP exercise 
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o Conflicting or ambivalent emotions (i.e. positive in some ways, 

negative in others) 

• Body: sensations 

o actual sensations of the present moment 

o tension in the body 

o equilibrium 

o sense of lightness 

o sense of heaviness 

o Proprioception (ability to perceive and recognize the state of one's 

body) 

 

After doing this quick check, recognize and memorize your experience. Take 

note, even though it may not be pleasant. 

Take a breath and guide your awareness towards breathing. Put all your attention 

on your breathing. The breath is used to return to the present moment. Only after 

you have become fully aware of your breath can you move on to the next stage, 

which is to reopen to external experience. 

Put your attention on the physical context that surrounds you, the spatial context, 

the elements you observe in space, in such a way that it also includes your body 

as a whole, your posture, facial expression and any other sensory element: 

- Pictures          

- Sounds          

- Smells          

- Touch          

 

Do not enter into a reactive mechanism, place yourself in a curious, open and 

natural way. You may be surprised by new positive feelings after this exercise. 

  

Let's see in this diagram the basics of the STOP exercise. 
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Identify the stressful time

Stop

"Head" questions

"Heart" questions

"Body" questions

Breath

Focus on the external environment



 156 

 
This type of exercise is to be applied in cases where the source of stress is based 

on relationships. The work in the restaurant and hotel sector, or the hospitality 

sector in general (HoReCa) is strongly based on relationships. Whether they are 

relationships with colleagues or with clients, a meditation on love and kindness is 

useful for developing empathy and understanding towards others. 

This exercise, which derives from classical meditation, has also found application 

in the business environment. Numerous multinationals such as Google and Apple 

have applied this method to improve empathy and prosocial behaviors in the 

company. 

 
In companies, especially those in which the relationship is the basis of many 

exchanges, such as HoReCa companies, it is of crucial importance to develop 

the so-called organizational citizenship behaviors. 

Organizational citizenship behaviors are spontaneous altruistic behaviors that 

employees put into practice in favor of the company. These spontaneous 

behaviors are the basis of the company's success, as they guarantee extra 

activities to support everyone. And through the group there is an additional 

advantage. 

Exercise 6 - Meditation of kindness 
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Think about how limiting it could be to strictly and solely consider your own roles 

and responsibilities. 

Consider that there is even a form of strike based on this concept. If airports 

applied all the necessary rules and control procedures to each of their activities, 

they would simply go so slow as to create significant problems in terms of 

customer management. 

It is the so-called white strike, which consists in the bureaucratic application of all 

the rules. This cannot be formally contested, the employee is actually doing his 

job. 

Nothing can be said to him on a formal level, the problem is that the literal 

application of certain bureaucratic processes can actually block the work. 

The concept of organizational citizenship behaviors, on the other hand, are 

projected beyond the formal contract. It is all those spontaneous behaviors put 

into practice by employees in support of the group and company performance. 

The employee of a department may not be required to share information on 

certain processes to improve general performance, but if it is a question of 

favoring the group result, they can do so spontaneously with organizational 

citizenship behaviors. 

Employees are not contractually bound to establish a positive organizational 

climate. Think about it, it is also difficult to formally write in a contract and define 

exact criteria, but if he cares about the group, he does it spontaneously. 

Employees are not contractually bound to resolve conflicts between the parties, 

but they can try to make an effort to favor the group result. 

Employees are not required to feel sympathy and empathy for each of the 

participants in the workgroup, this aspect cannot be contracted exactly, but if they 

care about the company result, if they are fond of the company they work for, they 

can do it through behavior of organizational citizenship. 

Going beyond the formal contract means considering a psychological contract. 

The psychological contract includes everything that cannot be put on a formal 

level. Organizational commitment, positive emotions, team spirit can never be 

dictated by a contract. Concrete activities, times, monitoring systems can be 
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determined. But psychological concepts, which largely have a positive impact on 

final results, are difficult to formalize. 

What you can do, as an employee or as a company, is to encourage 

psychological exercises based on the development of empathy. One of these is 

the meditation of love and kindness. 

This meditation is based on taking a comfortable, relaxed position and deep 

breathing. Feel free to use any of the self-hypnosis, meditation or deep breathing 

methods covered in this manual. It must be your preferred method. 

Subsequently this exercise is based on expressing best wishes to people of 

different types, through the imagination. 

 

Greetings are repeated mentally using the following formula: 

• Safety wishes 

• Wishes for happiness 

• Greetings of health 

• Well-being wishes 

 

Greetings are formulated to different people of increasing difficulty, for example: 

• Themselves 

• A friend 

• An acquaintance 

• A person with whom you have had some frustration 

• A person we dislike 

• A real enemy 

  

Starting with yourself is by no means trivial. And perhaps for some not even that 

easy to get started. More than anything else, we often forget to dedicate time to 

ourselves. And when we have to thank someone, we always thank someone else. 

  

An example of applying the formula to ourselves can be summarized as follows: 

• I'm safe 

• May I be happy 
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• May I be healthy 

• May I can live with ease 

Perhaps it seems contrived to say these things to yourself, for yourself, or to offer 

love and kindness to yourself. 

You can repeat the formula mentally several times, or if you like, you can also 

imagine thanking yourself with your mind. 

 

Next, move on to a friend, and imagine mentally repeating or saying to that friend 

• May you be safe 

• May you be happy 

• May you be healthy 

• May you live in well-being 

 

For some people, it is difficult to find a friend, consider that this is mainly an 

exercise and you can find valid alternatives to the friend. It could also be: 

• A pet that you particularly care about 

• A person from the past 

• A person who inspired you in the past, a mentor, someone who taught you 

something special 

 

This part of the exercise is relatively easy because we naturally wish the best to 

a person we love. 

The gradient of difficulty increases when we have to do it towards a stranger or a 

neutral person. A neighbor we don't know well could be an example. Maybe we 

have nothing to say against this person, but neither is it spontaneous to express 

wishes for happiness and well-being. Try to imagine it now, and use the formula 

"you", the same one you use for your loved one. 

Gradually, the exercise becomes more and more difficult, because it concerns 

people with whom you have had some frustration, unpleasant people, who may 

have never done anything wrong to you, but who you find genuinely unpleasant, 

and finally, openly enemies. 
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This exercise is not at all easy to do, but it will help you develop a sense of 

remarkable compassion and empathy towards others. Working in 

the HoReCa sector, you will certainly meet many people and it will not be difficult 

for you to identify examples to consider for exercise. 

Research has shown that this type of exercise improves group relationships and 

climate and naturally favors organizational citizenship behaviors. 
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If you have made it this far, it means that you have shown great interest in the 
topic of stress reduction in hospitality work contexts and as authors of this 
manual we would like to offer you the best thanks for your attention. 

The subject of work-related stress is often underestimated, difficult to understand 
and put into practice. 

Our commitment, in this sense, is to provide practical methods that you can put 
into practice on an individual and organizational level, to make the workplace a 
better place. 

The hope is that you can remember your workplace as a beautiful place, full of 
positive experiences, relationships and emotions. The power of stress reduction 
techniques is just that, providing the best solutions and stimulating positive 
emotions. 

Our emotions mirror and influence those of others. If we learn to have greater 
control over our emotions, we can also improve those of others, fostering a 
positive environment for all. 

Our personal thanks from the Healthy Life Through Stress Management team, 
the project does not end there. Soon new educational content will be released on 
the official website. 

If you have any question about the content of the project, do not hesitate to write 
to us at dr.igorvitale@gmail.com or call +393295997585 (for Italy) 

Thanks for reading 
  

Igor Vitale – Leliana Valentina Parvulescu – Cerasela Zizi Merlan – Michalis 

Papatherapontos – Flavia Guez – Richard Rudas – Alessia Soracco 
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