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Abstract: Restaurants increasingly rely on digital training; however, deaf and hard-of-hearing (DHH) employees still face 

barriers in noisy, fast-paced kitchens where spoken instruction is difficult to follow. This interpretive qualitative study examines 

how 30 restaurant managers in Egypt implement, adapt, and sustain accessible digital training for DHH employees under service 

pressure. Guided by the job demands-resources (JD-R) model and analyzed through reflexive thematic analysis, the study 

identifies four interconnected patterns. First, managers use visual and replayable tools, including captioned standard operating 

procedure videos, photo sequences, tablets, and workstation prompts, to reduce ambiguity and support self-paced rehearsal. 

Second, they engage in managerial bricolage by localizing corporate materials, improving Arabic captions, simplifying task 

steps, and distributing short refreshers through messaging applications. Third, caption errors, English-first interfaces, limited 

device access, and unstable connectivity can turn digital tools from job resources into additional operational demands. Fourth, 

peer mentoring, WhatsApp micro-coaching, and protected off-peak practice help convert digital content into confidence, task 

mastery, and psychologically safer learning. The findings extend hospitality disability employment research by shifting attention 

from hiring and inclusion climate to the day-to-day learning architecture through which inclusion is enacted in mainstream 

restaurants. They also extend JD-R by showing that inclusive digital training is a contingent job resource whose buffering value 

depends on localization and adaptation, access and quality management, and peer mentoring and coaching. Practically, the study 

shows how managers can convert mainstream videos, tablets, messaging applications, and AI-assisted captioning into workable 

inclusion practices for DHH employees in high-pressure restaurant operations. 
 

Keywords: disability inclusion, digital training technologies, deaf and hard-of-hearing employees, restaurant management, job 
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*  *  *  *  *  *  
 

INTRODUCTION              

Employees with disabilities represent an underutilized talent pool (Jamin et al., 2024). About one in six people 

worldwide live with a disability; however, hospitality organizations still struggle to provide equitable access to 

employment and career development (Ramukumba, 2024). In this labor-intensive industry, disability inclusion has 

shifted from being a peripheral social responsibility issue to a strategic priority linked to workforce resilience, service 

quality, and brand legitimacy (Manoharan et al., 2024; Lu et al., 2025).  

However, studies show that people with disabilities are often concentrated in low-skill roles, face precarious 

contracts, and receive limited, non-individualized support at work (Manoharan et al., 2024; Scerri et al., 2026). 

According to Ramukumba (2024), disability research in hospitality and tourism has primarily focused on tourists with 

disabilities and accessible service design, while employment-related issues remain comparatively underexplored. Within 

the employment field, scholars have mainly concentrated on macro policies, employer attitudes, and guest responses to 

disability employment, rather than on the everyday practices through which managers enable employees with disabilities 

to learn complex service tasks and handle demanding frontline conditions (Manoharan et al., 2024; Lu et al., 2025). As a 

result, there are calls for context-sensitive studies of mainstream workplaces (Jamin et al., 2024; Scerri et al., 2026).   

Globally, persons with disabilities represent about 15% of the population, and their labor force participation rate 

remains 30% lower than that of persons without disabilities, which highlights the continuing gap between inclusion 

commitments and actual work opportunities (Ramukumba, 2024). At the same time, hospitality learning systems are under 

pressure to do more with fewer resources. Recent industry evidence shows declining learning budgets and reduced time for 

ongoing training, even as operators prioritize speed, efficiency, and technology-enabled learning. In hospitality and 

restaurant operations, this pressure has accelerated investment in digital tools, including learning management systems, 

replayable microlearning, visual task guidance, and mobile messaging platforms (Tavitiyaman et al., 2024; Peng et al., 2024). 
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However, restaurants remain high-strain learning environments in which time pressure, communication load, space 

constraints, task complexity, task change, and infrastructure limitations shape what training can achieve, especially for 

DHH staff who cannot depend on spoken briefings in noisy kitchens. We selected the job demands-resources (JD-R) model 

as the guiding framework because the central issue in this study is not only whether training enhances ability, motivation, 

and opportunity, but whether managers can mobilize resources that buffer operational demands and prevent strain during 

service. In this context, an ability-motivation-opportunity AMO lens is useful for explaining performance-oriented human 

resource (HR) practices. Still, JD-R offers a stronger fit because it explains how accessible digital tools can operate as job 

resources, how those resources can fail under pressure, and how this balance shapes both learning and well-being in frontline 

restaurant work (Demerouti et al., 2001; Bakker & Demerouti, 2007; Bakker et al., 2023). In disability employment research, 

this distinction matters because prior hospitality studies explain why inclusion is important and which barriers persist. Still, 

they rarely show how managers build accessible training systems in everyday operations. To the best of our knowledge, AI- or 

digital-based training for employees with disabilities remains underexplored in hospitality, particularly in restaurant settings 

where communication barriers are amplified by speed and noise (Manoharan et al., 2024; Jamin et al., 2024; Lu et al., 2025). 

We therefore examine how restaurant managers in Egypt adapt digital training for DHH employees and show that inclusive 

digital training becomes valuable through three mechanisms: localization and adaptation, access and quality management, and 

peer mentoring and coaching. Accordingly, this study is guided by two research questions:  

RQ1: How do restaurant managers implement and adapt digital training technologies to make onboarding and ongoing 

learning accessible for DHH employees?  

RQ2: How do these technologies and managerial mechanisms operate as job resources that buffer job demands and 

shape both positive and negative outcomes for employees, teams, and service performance? 

The study contributes to theory in three ways. First, it extends hospitality disability employment research from hiring 

and inclusion climate to the day-to-day learning architecture through which inclusion is enacted in mainstream restaurants. 

Second, it advances JD-R by showing that digital training is a contingent job resource rather than a generic organizational 

input; its buffering value depends on how managers localize content, secure usable access, and embed peer coaching under 

service pressure. Third, it explains managerial bricolage as a form of resource crafting through which managers repair 

misfits between corporate training systems and frontline realities. These contributions also offer a practice-ready 

explanation of how restaurants can convert digital training investment into substantive disability inclusion. 

The rest of the paper is organized as follows. Section 2 reviews disability inclusion in hospitality employment and 

develops the JD-R foundation for technology-enabled training, alongside related work on accessibility and hospitality. 

Section 3 details the interpretivist, multi-site qualitative design, including sampling, interview procedures, and analytic 

approach. Section 4 reports the four themes and synthesizes them into the emerging JD-R framework of inclusive digital 

training for DHH employees. Section 5 interprets the findings by elaborating on the framework and propositions, then 

presents theoretical and managerial implications, and concludes with limitations and future research. 

 

LITERATURE REVIEW 

Theoretical foundation 

JD-R explains how job demands consume employees’ physical and psychological energy and, when sustained, can 

generate strain, whereas job resources support goal attainment, stimulate learning, and protect well-being (Demerouti et al., 

2001; Bakker & Demerouti, 2007; Bakker et al., 2023). We use JD-R because restaurant training for DHH employees 

unfolds under intense operational pressure, where noise, speed, and communication complexity can quickly turn even well-

designed tools into extra work. This makes the demand-resource balance central to the phenomenon under study.  

An AMO lens can explain how practices enhance employees’ ability, motivation, and opportunity to perform. Still, it is 

less able to show how accessible training tools buffer strain, fail under peak pressure, and redistribute workload across 

managers and peers. JD-R, therefore, offers the stronger theoretical fit for examining both the enabling and the burdensome 

sides of digital training in frontline restaurant settings. 

 

Employees with disabilities and technology-enabled training in hospitality 

Employees with disabilities encounter learning challenges in hospitality because training often relies on brief spoken 

instructions, informal coaching, and noise-sensitive cues. Technology-enabled training can improve accessibility by 

converting operational knowledge into multimodal, self-paced resources such as captioned task videos, annotated 

visuals, and replayable step sequences that employees can revisit during or after shifts (Berke et al., 2019; Alsalamah, 

2020; Leung et al., 2022). However, the accessibility value of these tools depends on caption accuracy, interface 

usability, language fit, and the realities of service environments (Kuhn et al., 2024). Recent hospitality research also 

suggests that employees’ digital capabilities shape whether technology contributes to inclusion, indicating that digital 

tools become meaningful only when workers can use them confidently and effectively in practice (Huang et al., 2026).   

To the best of our knowledge, hospitality research has not yet examined in depth how AI- or digital-enabled training is 

adapted for employees with disabilities in restaurant operations, particularly for DHH employees. Caution is advised 

when using automatic speech recognition (ASR)-based captions: performance varies across vendors and environments, 

and live or streaming modes can reduce accuracy. Organizations should test caption accuracy within their specific acoustic 

and language contexts before using ASR as an accommodation (Kuhn et al., 2024). Accessibility research also shows that 

DHH users’ preferences for caption placement, segmentation, and readability influence usability during quick interactions, 

emphasizing user-informed design over standard defaults (Berke et al., 2019). Immersive approaches such as virtual reality 
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(VR) can enhance restaurant training outcomes (Leung et al., 2022). Still, research rarely examines accessibility for people 

with disabilities, leaving uncertainty about which features promote inclusion within real service flows. 

 

Disability research in hospitality and tourism 

Disability-at-work research contrasts medical perspectives (which view disability as an individual limitation) with 

social perspectives (which see disability as rooted in workplace barriers, routines, and systems). In hospitality, recent 

research increasingly aligns with the social model, urging firms to redesign HR systems and daily work practices to 

enable employees with disabilities to participate and advance on equal terms (Jamin et al., 2024; Manoharan et al., 

2024). Early hospitality research on disability employment primarily examined whether firms hire and integrate 

employees with disabilities and why managers may hesitate to do so (Table 1). For example, HR-focused work in hotels 

has shown that gaps between policy and practice (e.g., limited accommodations, fragmented support, and uneven 

supervisory skills) hinder integration, even when organizations claim to promote inclusion (Gröschl, 2007).  

Subsequent studies mapped employer concerns, recruitment approaches, and perceived barriers in the leisure and 

hospitality sector, emphasizing that many obstacles stem from managerial uncertainty and limited knowledge of 

inclusion, rather than job incompatibility (Houtenville & Kalargyrou, 2012; Jasper & Waldhart, 2013). Comparative 

data further indicated that service firms might express stronger intentions to hire people with disabilities but still worry 

about customer reactions and operational disruptions (Houtenville & Kalargyrou, 2015).  

 
Table 1. Previous literature review of employees with disabilities in hospitality and tourism (Sources: Created by authors) 

 

Study Context and service Method / data Key constructs / theory Main outcomes Gap relative to this study 

Gröschl 

(2007) 

Hotels; integrating 

persons with 

disabilities 

Empirical HR-

focused study 

HR policy/practice 

lens 

Identifies policy/practice 

gaps in integrating em-

ployees with disabilities 

Predates today’s digital training stack; 

no focus on DHH accessibility, digital 

features, or AMO/JD-R pathways 

Houtenville 

& 

Kalargyrou 

(2012) 

Hospitality 

employers; disability 

hiring decisions 

Employer-

focused 

empirical study 

Employer attitudes; 

business-case logics 

Explains motivators and 

barriers shaping disability 

hiring 

Front door focus (hiring) rather than 

how managers build accessible training 

ecosystems via digital tools 

Jasper & 

Waldhart 

(2013) 

Hospitality industry; 

disability employ-

ment perspectives 

Empirical study 
Employer/workplace 

inclusion issues 

Evidence on perceptions 

and barriers in hospitality 

disability employment 

Limited attention to day-to-day training 

/onboarding practices, digital accessibi-

lity, or DHH communication barriers 

Houtenville 

& 

Kalargyrou 

(2015) 

Hospitality 

employers; disability 

hiring 

perceptions/behavior 

Empirical 

employer study 

Attitudes/intentions; 

perceived barriers 

Extends evidence on 

what drives/blocks 

inclusive hiring 

Does not explain how inclusion is 

produced through training routines, 

especially tech-enabled and manager-

adapted practices 

Luu (2019) 

Hotels employing 

workers with 

disabilities 

Quantitative 

field data 

Disability-inclusive 

HR; leadership 

resources 

Links inclusive 

HR/leadership to 

improved employee 

outcomes 

Does not specify which digital training 

features (captions, microlearning, 

messaging) drive AMO/JD-R 

mechanisms for DHH roles 

Hui et al. 

(2021) 

One international 

hotel; intellectual di-

sability employment 

Qualitative: 

interviews; focus 

groups 

Supported 

employment; 

managerial practices 

Identifies operational and 

social inclusion challen-

ges; practical lessons 

Not DHH; not restaurant/kitchen 

context; not focused on digital training 

affordances under constraints 

Köseoglu et 

al. (2021) 

Tourism/hospitality; 

disability hiring as 

CSR 

Qualitative 

interviews (HR 

managers) 

CSR; disability 

employment 

Shows how CSR logics 

shape disability hiring 

narratives/practices 

CSR lens rather than micro-level trai-

ning design; little on digital accessibi-

lity features and AMO/JD-R pathways 

Manoharan 

et al. (2024) 

Hospitality disability 

employment 

research landscape 

Systematic 

review 

Thematic mapping; 

inclusion 

barriers/enablers 

Notes employment 

stream is thinner; calls 

for workplace/process 

evidence 

Review-level; does not unpack how 

digital training features affect 

AMO/JD-R for DHH staff in 

restaurants 

Jamin et al. 

(2024) 

Hospitality/tourism 

inclusion as an 

ecosystem 

Integrative 

review; agenda 
Ecosystem framing 

Identifies multi-actor 

roles and major research 

gaps 

Not empirical; doesn’t show how 

managers adapt corporate digital tools 

(captions/language/device access) in 

daily training 

Lu et al. 

(2025) 

Tourism work; 

thriving with 

disability 

Conceptual/empi

rical framing 

Thriving / capabilities-

oriented inclusion 

Reorients inclusion 

toward thriving and 

meaningful work 

Does not examine manager-level 

digital training adaptation/bricolage in 

restaurants or DHH-specific 

communication barriers 

Huang et al. 

(2026) 

Hotels; employees’ 

digital skills and 

perceived inclusion 

Cross-sectional 

survey of 607 

hotel employees; 

PLS-SEM and 

set-theoretic 

mediation 

Digital skills; 

psychological capital; 

perceived inclusion; 

social cognitive theory 

Shows that employees’ 

digital skills are 

positively associated with 

perceived inclusion, with 

psychological capital 

playing a mediating role 

Not disability-specific; does not 

examine accessible training design, 

DHH communication barriers, 

restaurant operations, or manager 

adaptation of digital tools through JD-

R processes 

Scerri et al. 

(2026) 

Hospitality 

employment; 

inclusive social 

innovation 

Conceptual/typol

ogy-building 

Social innovation; 

inclusive employment 

practices 

Develops 

typologies/approaches to 

inclusion 

Broad practice focus; limited detail on 

specific digital affordances shaping 

AMO/JD-R pathways for DHH 

frontline foodservice roles 
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A second stream shifted toward employee experiences and relational inclusion, showing that inclusive climates and 

leadership matter for well-being. Quantitative field evidence linked disability-inclusive leadership and climate to better 

outcomes for employees with disabilities (e.g., lower perceived discrimination and improved job attitudes), moving 

beyond hiring narratives toward the quality of everyday work life (Luu, 2019). Related hospitality research also shows 

that employees’ day-to-day experiences are shaped by the distinctive features of specific service environments, 

reinforcing the need for context-sensitive analysis of workplace conditions and support systems (Marghany et al., 2025). 

More broadly, recent hotel research shows that employees’ digital skills can strengthen perceived inclusion, suggesting 

that inclusion in hospitality is shaped not only by leadership and climate but also by workers’ confidence in engaging 

with digital systems (Huang et al., 2026). Other studies documented gaps in perception between managers and frontline 

employees regarding disability employment and the practical tensions that emerge in team settings, reinforcing that 

inclusion is enacted in daily coordination, not only in HR policy statements (Hui et  al., 2021).  

Researchers also framed disability hiring through the lens of corporate social responsibility (CSR) logics. They 

identified structural barriers and stakeholder expectations; however, this line remains largely oriented toward 

organizational intentions and external legitimacy rather than toward micro-level training design (Köseoglu et al., 2021).  

Qualitative work in foodservice examined moments of truth in customer interactions involving employees with disabilities, 

underscoring how frontline encounters can generate both dignity and vulnerability. However, it still leaves open the question 

of how managers prepare employees to handle these interactions through training systems. Across this literature, major 

reviews converge on a common limitation: hospitality research remains thin on process evidence of how inclusion is produced 

through day-to-day managerial practices, especially in operationally intense settings (Manoharan et al., 2024; Jamin et al., 

2024). Complementary conceptual developments push the field from access to employment toward quality and thriving at 

work for workers with disabilities in tourism, thereby raising the bar for what inclusive systems must deliver (Lu et al., 2025).  

Work on disability-inclusive social enterprises also highlights multi-actor pathways for sustaining inclusive 

employment. Still, it does not specify how mainstream hospitality managers translate corporate tools into accessible, role-

specific learning in practice (Scerri et al., 2026). Digital training now sits at the center of this unresolved problem. 

Hospitality firms increasingly use apps, platforms, and mobile devices to standardize onboarding and performance support. 

Still, research on technology adoption and performance cautions that effects vary by context (including job level and 

cultural setting) and depend on how tools fit local work practices (Guo et al., 2023). However, disability employment 

studies rarely examine whether digital training is accessible, which digital features matter (e.g., caption accuracy, visual 

task sequencing, replayability, and quiet text-based coaching), and how managers adapt these features under real-world 

constraints (e.g., bandwidth, device access, language/localization). This gap is evident among DHH employees in 

restaurants, where noisy kitchens render spoken instruction unreliable and where training-as-talk can unintentionally 

reproduce exclusion. Therefore, prior research explains why inclusion matters and what barriers persist. However, it still 

under-specifies how managers build accessible training ecosystems that convert digital investments into AMO-enhancing 

resources while reducing communication-related job demands for employees with hearing disabilities. 

 

MATERIALS AND METHODS 

Research design 

We used semi-structured interviews to examine how managers in Egyptian restaurants employ digital technologies to 

train and coach DHH employees. We focused on how managers select tools, adapt them to local constraints, and embed 

them in routine training tasks, such as onboarding, station sign-off, refresher coaching, and performance feedback.  

 

Sampling and recruitment 

We used purposive sampling to recruit managers who could provide recent, experience-based accounts of accessible 

training rather than general opinions. We required at least six months in a site-level role with training responsibilities 

because this threshold increased the likelihood that participants had completed full onboarding cycles, managed routine 

operational pressures, and worked with both corporate and local training systems. We also required at least one recent 

training episode with a disabled employee, usually a DHH employee, within the previous 12 months, so that the accounts 

reflected current tools, workflows, and specific incidents rather than distant recollections or hypothetical views. We 

excluded managers who did not meet these criteria because they could not speak directly to the phenomenon under study. 

We recruited across Greater Cairo and Giza, Alexandria and Beheira, and Upper Egypt cities, including Minya, Luxor, 

and Assiut, to capture meaningful variation in restaurant density, infrastructure conditions, chain presence, and access to 

disability-support networks within Egypt. Greater Cairo and Giza offered large urban restaurant clusters and stronger 

access to corporate systems, Alexandria and Beheira added coastal and second-tier market conditions, and the Upper Egypt 

sites helped us examine how managers adapted training under relatively thinner institutional and digital support. Access 

was secured through three routes: corporate gatekeepers in multi-unit chains, professional contacts in independent 

restaurants, and nongovernmental organization (NGO) and interpreter networks that support disability-inclusive restaurant 

employment. This multi-channel strategy improved site access across cities and helped us reach managers who were 

actively involved in onboarding, coaching, and performance support for DHH employees. 

We followed an information power logic to assess sample adequacy and stopped data collection when successive 

rounds no longer yielded new second-order concepts across outlet types and managerial levels. The final sample 

comprised 30 managers: 19 store managers, 5 assistant managers, 3 training supervisors, and 3 area managers. Twenty 

participants worked in Greater Cairo and Giza, seven in Alexandria and Beheira, and three in Upper Egypt.  
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Most participants worked in quick-service restaurants, followed by fast-casual outlets, cafés, and casual dining 

restaurants. The sample included 20 men and 10 women, which broadly reflected the male-dominated pattern of site-

level operational management in the participating restaurant segments rather than a deliberate gender quota. All 

managers had experience training DHH employees, and 11 also supervised mixed-disability teams. Table 2 summarizes 

the respondent profile and the main training technologies discussed across the sample.  
 

Table 2. Respondent profile (Source: Created by authors) 
 

ID Gender Role Outlet format Location Disability focus Main training technologies discussed 

R01 Woman Store manager 
quick-service 

restaurant (QSR) 
Cairo DHH only 

Captioned standard operating proce-
dure (SOP) videos; WhatsApp ASR 

R02 Woman Store manager QSR Cairo DHH only 
SOP videos; shared tablet 

microlearning 

R03 Woman Assistant manager Fast-casual Cairo DHH; mobility WhatsApp groups; checklists 

R04 Woman Store manager Café Cairo DHH only Tablet-based barista modules 

R05 Woman Store manager QSR Cairo DHH only Captioned fryer/assembly clips 

R06 Woman Training supervisor QSR Giza Mixed (DHH, mobility) 
Chain learning management system 

(LMS); WhatsApp 

R07 Woman Store manager Fast-casual Giza DHH only Tablet SOP; visual timers 

R08 Woman Assistant manager QSR Alexandria DHH only Captioned SOP playlist 

R09 Woman Store manager Café Alexandria DHH; visual Tablet; photo-based recipes 

R10 Woman Store manager QSR Upper Egypt (Minya) DHH only Offline videos on shared tablet 

R11 Man Store manager QSR Cairo DHH only WhatsApp ASR; captioned videos 

R12 Man Store manager Fast-casual Cairo Mixed (DHH, mobility) Chain LMS; WhatsApp groups 

R13 Man Assistant manager QSR Cairo DHH only 
Point of sale (POS) prompts; 

microlearning app 

R14 Man Store manager Café Giza DHH only Short barista clips; timers 

R15 Man Area manager QSR Cairo/Giza DHH only Group LMS oversight; store tablets 

R16 Man Store manager Fast-casual Giza DHH; mobility Captioned kitchen workflows 

R17 Man Store manager QSR Giza DHH only WhatsApp broadcasts; photos 

R18 Man Training supervisor Casual dining Cairo 
Mixed (DHH, mobility, 

visual) 
Central LMS; augmented reality (AR) 

trial 

R19 Man Store manager QSR Alexandria DHH only Video SOPs; haptic timers 

R20 Man Store manager Fast-casual Alexandria DHH only Tablet checklists; WhatsApp 

R21 Man Store manager QSR Alexandria DHH only Captioned assembly and service clips 

R22 Man Area manager QSR Alexandria/Beheira Mixed (DHH, mobility) 
Regional learning management system 

(LMS); audits 

R23 Man Store manager Casual dining Cairo DHH; cognitive Tablet menus; photo prompts 

R24 Man Assistant manager QSR Cairo DHH only Video-led onboarding flows 

R25 Man Store manager QSR Giza DHH only WhatsApp groups; peer videos 

R26 Man Store manager Café Upper Egypt (Luxor) DHH only Offline captioned clips 

R27 Man Store manager Fast-casual Upper Egypt (Assiut) DHH; mobility Tablet SOPs; messaging 

R28 Man Training supervisor QSR Cairo 
Mixed (DHH, mobility, 

visual) 
National LMS; microlearning 

R29 Man Area manager QSR Cairo/Alexandria DHH only Multi-site LMS; WhatsApp 

R30 Man Assistant manager Casual dining Giza Mixed (DHH, visual) Tablet menu training; videos 

 

Interview guide and procedures 

We developed a semi-structured interview guide. The guide opened with a brief profile module covering role, tenure, 

outlet type, branch size, disability mix, and current training technologies. We then moved through four blocks. First, we 

discussed inclusion and training practices, including the barriers managers aimed to reduce in their outlets. Second, we 

reconstructed recent onboarding and cross-training episodes step by step and asked managers to explain what they did, what 

the trainee did, and how understanding was assessed. Third, we created an inventory of technologies in use and discussed how 

each tool fitted into training. Examples included captioned standard operating procedure videos, microlearning or learning 

management systems, messaging apps, digital checklists, shared tablets, point-of-sale prompts, and visual or haptic timers. 

Fourth, we invited reflections on outcomes, barriers, and desired improvements. We used targeted probes to elicit critical 

incidents, such as miscommunication during peak periods, caption failures, device breakdowns, and instances in which a 

specific clip or message helped a trainee master a task. Interviews lasted 45 to 75 minutes and were scheduled during off-peak 

periods. Most interviews took place in a quiet office or a low-traffic corner within the restaurant; a minority were conducted 

via secure video calls with out-of-city managers. Participants chose Egyptian Arabic or English. Appendix A presents the main 

interview questions and illustrative probes used across the four interview blocks. 
 

Ethics, transcription, and data management 

We provided an information sheet and a brief ethics script explaining the study’s purpose, procedures, voluntary 

participation, and the anonymization of brands and individuals. We obtained written consent before each interview for 

participation, audio recording, and use of anonymised quotations, and participants could skip any question without penalty.  
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With permission, we audio-recorded interviews using an encrypted application and took brief field notes on contextual 

details, without conducting systematic observation that would alter the interview design. We transcribed recordings 

verbatim in the source language. Bilingual research assistants translated key passages into English for analysis and 

reporting, and we back-checked 10-20% of the translations for accuracy. All files were stored on encrypted drives, with 

identifiers and consent forms kept separately, consistent with Consolidated Criteria for Reporting Qualitative Research 

(COREQ) aligned guidance for sensitive employment settings. 

 

Data analysis and trustworthiness 

We analyzed the data using reflexive thematic analysis (Braun & Clarke, 2006), combining inductive coding with JD-

R-informed sensitizing concepts. Because our analysis moved iteratively between participants’ accounts and theory, the 

process was abductive rather than purely inductive. First, both researchers familiarized themselves with the Arabic 

transcripts and field notes. Second, they generated initial codes that captured concrete actions, adaptations, barriers, and 

perceived outcomes. Third, the team compared codes and organized them into candidate themes related to demands, 

resources, and local workarounds. Fourth, we reviewed and refined the themes by returning to the transcripts, testing 

negative cases, and clarifying the boundaries between themes. Fifth, we defined and named the final themes and linked 

them back to the JD-R lens. To strengthen trustworthiness, we followed the practical criteria outlined by Nowell et al. 

(2017). We maintained an audit trail of coding decisions and theme revisions, used peer debriefing to challenge early 

interpretations, checked selected translations for accuracy, and sought brief member reflections from a small subset of 

participants. These steps supported credibility, dependability, confirmability, and transparency in the analysis. 

 

RESULTS  

Across 30 interviews, managers described a shared challenge: turning corporate training materials and disability 

policies into tools that genuinely help DHH staff master demanding restaurant work. They operated in noisy, space-

constrained kitchens with high customer expectations while balancing efficiency and inclusion amid persistent job 

demands, including time pressure, communication load, task complexity, task change, and infrastructure limitations. 

Analysis generated four interrelated themes: (1) visual, replayable tools as bridges, (2) managerial bricolage and 

localization, (3) boundary conditions around language, design, and infrastructure, and (4) peer mentoring with micro-

coaching and off-peak practice. These themes show how digital training underpins the emerging inclusion framework by 

positioning inclusive digital training technologies as job resources. 

 

Visual, replayable tools as a bridge in noisy restaurants 

Across formats, managers treated visual and replayable materials as the main entry point for training DHH staff. They 

contrasted earlier lecture-style briefings with practices centered on captioned SOP videos, stepwise photo sequences, and 

illustrated checklists. R3 summarized this shift: “Before, we talked, and they watched our lips; now the video shows every 

step, so they can follow without guessing.” Visualization turned verbal instructions into concrete sequences that could be 

rehearsed, repeated, and refined at the workstation. Replayability emerged as equally crucial. Managers emphasized that many 

DHH trainees needed time to build confidence with sequencing, timing, and coordination under pressure. R11 commented: “If 

they forget a step, they rewind the clip, not the supervisor. That keeps dignity and saves time for everyone.” Managers 

encouraged trainees to watch clips before and after shifts, treating microlearning modules as portable memory aids that 

reduced anxiety when menus changed or promotions introduced unfamiliar items. Several managers also noted that artificial 

intelligence (AI)-assisted captioning and translation enabled them to generate faster first drafts of subtitles, which they then 

reviewed to ensure accuracy for food terms and timing cues. Managers also highlighted the value of embedding visual 

prompts directly into the workflow. Tablets near fryers, dessert stations, or coffee machines allow staff to view short loops that 

show the correct sequence of actions. R7 explained: “During the rush, there is no time for big explanations; they just check the 

tablet and continue.” These arrangements reduced dependence on spoken reminders and interpretation during peak periods and 

signalled that visual tools were a shared resource rather than a special accommodation. This theme shows that visual and 

replayable tools operate as immediate job resources because they reduce ambiguity, support self-paced rehearsal, and lower 

dependence on spoken instruction in noisy service settings. The finding extends accessibility and hospitality training 

research by showing that the value of captioned and replayable content lies not only in information delivery but also in its 

ability to buffer communication demands at the point of work (Alsalamah, 2020; Guo et al., 2023; Kuhn et al., 2024). 

 

Managerial bricolage and localization of mainstream tools  

The second theme examines how managers adapt mainstream technologies to address local constraints and disability-

related needs. Corporate teams usually supply generic videos and PDFs, often in English. Store-level managers then cut, 

annotate, and re-order these materials to highlight critical steps and simplify language. R14 described: “Head office sends a 

long video; we trim it, slow some parts, add Arabic subtitles, and print key frames for the wall.” Bricolage also shapes 

learning pathways, with DHH staff first assigned visually rich, tightly defined tasks before progressing to multi-step roles. 

Messaging applications, particularly WhatsApp, became informal learning platforms. Managers created groups that brought 

together supervisors, Deaf employees, and, at times, interpreters or NGO partners. They circulated short reminder videos, 

annotated photos, and emoji prompts before busy periods. R9 noted: “At night, I send a thirty-second clip about 

tomorrow’s offer; in the morning, they already know the sequence.” Physical and temporal bricolage complemented these 

practices, as managers negotiated off-peak micro-lab times and improvised mounts for phones when corporate tablets were 
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scarce, keeping the emerging framework workable in everyday restaurant conditions. This theme shows that digital 

inclusion is managerial and relational rather than purely technological. Managers created value through localization and 

adaptation, which supports recent hospitality evidence that technology improves practice only when it fits local workflows, 

service rhythms, and workforce realities (Guo et al., 2023; Tavitiyaman et al., 2024; Elmohandes et al., 2026). 

 

Boundary conditions: Arabic user experience (UX), caption quality, and access gaps  

The third theme surfaces boundary conditions that limit the inclusive potential of digital training. Managers repeatedly 

identified caption quality as the primary bottleneck. Automatically generated subtitles often distorted food terms or timing 

cues, creating errors when DHH staff followed them literally. R5 recalled: “The caption said ‘sauce later’ when it should be 

‘sauce first’; our Deaf colleague followed it exactly, and the burger was wrong.” Where the head office invested in careful 

translation and proofreading, misunderstandings fell, and managers were more willing to delegate complex tasks. Language 

and interface design posed further challenges. Many tools defaulted to English menus, small fonts, or cluttered layouts 

designed for office workers rather than busy kitchens. To cope, managers produced simplified Arabic instructions in the 

form of laminated cards or infographics and placed them beside official devices. Infrastructure gaps compounded these 

issues: limited tablet availability, unreliable Wi-Fi, and power-outlet shortages meant that staff sometimes queued for devices 

or lost access during peak periods. R22 explained: “When the internet drops, the app is useless, so we fall back to gestures and 

memory.” Partnerships with NGOs and interpreters were invaluable during recruitment and induction. However, they rarely 

provided funding for ongoing support, leaving store teams to shoulder day-to-day inclusion work with uneven digital 

scaffolding. This theme clarifies that inclusive digital training can also strain when content quality, language fit, or access to 

infrastructure breaks down. In JD-R terms, this is the point at which a putative resource stops buffering demands and begins to 

generate additional workload, uncertainty, and technostress (Tarafdar et al., 2007; Alfehaid et al., 2024; Ye & Chen, 2024). 

 

Peer mentoring, WhatsApp micro-coaching, and off-peak practice 

The final theme shows how digital tools enabled ongoing peer mentoring and micro-coaching that reinforced formal 

training. Many restaurants adopted buddy systems, pairing experienced DHH staff or supportive hearing colleagues with 

newcomers. Digital clips served as shared reference points during these interactions. R8 described: “We watch the video 

together once, then I stand next to him and repeat the moves; if he is unsure, we watch again.” This combination of visual 

modelling and side-by-side practice created a safe environment for questioning, error correction, and gradual skill 

refinement. WhatsApp and similar platforms amplified these relationships outside scheduled sessions. Peers exchanged 

short reminders, photos of correctly assembled items, and encouraging messages after busy shifts. R19 noted: “When a new 

Deaf colleague nails the dessert order, we send a thumbs-up video in the group; he knows he is progressing.” Managers 

deliberately protected off-peak times for structured practice with digital tools, scheduling short “micro-labs” during slow 

periods so staff could replay clips and rotate through stations. R27 summarized: “If we only train during the rush, they just 

survive; off-peak practice with videos is when they really learn.” Over time, these routines turned digital tools from 

onboarding devices into embedded resources for continuous development and resilience. 

This theme highlights the social side of digital training. Peer mentoring and micro-coaching translated digital content 

into confidence, error correction, and psychologically safer learning, which connects inclusive training to the broader 

literature on learning behaviour and retention in hospitality work (Edmondson, 1999). 

Taken together, the four themes explain how inclusive digital training functions within the JD-R model and what new 

insight this study adds to that framework. In this setting, inclusive digital training technologies are visual, replayable, AI-

assisted, and messaging-based tools that make task learning accessible to DHH employees. Localization and adaptation refer 

to managerial work that aligns corporate content with local language, task flow, and outlet routines. Access and quality 

management refer to maintaining caption accuracy, usable interfaces, device availability, and connectivity. Peer mentoring and 

coaching refer to the social practices through which coworkers and supervisors help one another convert digital content into 

skill mastery. The study extends JD-R by showing that digital training is a contingent resource whose buffering effect depends 

on these three mechanisms. When they are strong, training supports engagement, retention, service quality, customer value, 

and productivity. When they weaken, the same system intensifies strain, inconsistency, and supervisory burden. 

 

DISCUSSION  

Our results show that disability inclusion in restaurants depends less on hiring intentions and more on how managers make 

training usable in daily operations. This insight responds to recent calls to study disability employment as an enacted 

workplace process rather than a policy statement (Jamin et al., 2024; Manoharan et al., 2024). Managers described a persistent 

problem: they had corporate training assets and, in some cases, disability policies, but they still needed practical methods to 

help DHH staff learn high-risk tasks quickly in noisy, crowded kitchens. From a JD-R perspective, this setting entails multiple 

job demands, including time pressure, communication load, space constraints, task complexity, task change, and infrastructure 

limitations, which can undermine learning if managers do not provide compensatory resources (Demerouti et al., 2001; Bakker 

et al., 2023). This finding also aligns with hospitality technology research showing that digital investments improve 

performance only when managers integrate tools into local workflows (Guo et al., 2023; Helal et al., 2026). 

Across restaurant formats, managers relied on inclusive digital training technologies as the most direct bridge to 

learning. They used captioned SOP videos, replayable microlearning loops, photo sequences, workstation prompts, and 

mobile and messaging-based platforms to reduce dependence on spoken coaching during peak periods. In JD-R terms, 

these technologies operate as job resources that buffer demanding conditions by reducing ambiguity, enabling self-paced 
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repetition, and supporting quiet coordination when noise and speed make verbal instruction unreliable (Bakker et al., 2023). 

Because task complexity and task change are constant in restaurant operations, replayable and updateable content becomes 

especially valuable for maintaining consistent execution during menu shifts and promotions. 

However, technology did not work as a standalone solution. Managers repeatedly described localization and adaptation, 

in which they edited long corporate videos, strengthened Arabic captions, simplified steps, and distributed short refreshers 

via messaging to align with local language and operational constraints. They also engaged in access and quality 

management, addressing caption accuracy, interface readability, device shortages, and connectivity breakdowns that can 

turn resources into barriers (Kuhn et al., 2024). Peer mentoring and coaching then stabilised learning: buddy systems and 

micro-coaching helped trainees check understanding, correct errors quickly, and progress safely beyond survival mode. 

These practices build psychological safety for asking questions and learning from mistakes, which is critical when demands 

are high and errors are visible to coworkers and customers (Edmondson, 1999). 

At the same time, managers highlighted boundary conditions that can turn digital tools into new burdens. Caption 

errors, English-first interfaces, device queues, and unstable connectivity disrupted learning and pushed teams back toward 

ad hoc methods. When job resources weaken, job demands dominate, producing negative outcomes such as work anxiety, 

emotional exhaustion, service inconsistency, and a heavier training-time burden for supervisors and peers. This demand-

resource imbalance also increases the risk of technostress when tools require constant troubleshooting during service peaks 

(Tarafdar et al., 2007; Alfehaid et al., 2024). The four themes provide the empirical base for our framework, which explains 

when technology-enabled training produces substantive inclusion and operational gains, and when it remains symbolic. 

 

Emerging framework 

Our findings suggest that technology-enabled training can move disability inclusion from a policy aim to daily practice 

in restaurants when managers treat digital tools as inclusion resources rather than as generic training add-ons. Accordingly, 

we anchor the emerging framework in the JD-R model and specify how inclusive digital training technologies operate as 

job resources that help restaurants manage persistent job demands in DHH employment contexts.   

 

 
Figure 1. Conceptual framework 

 

As shown in Figure 1, the left side of the model captures salient job demands that concentrate in restaurant operations: time 

pressure, communication load, space constraints, task complexity, task change, and infrastructure limitations. These demands 

intensify cognitive load and coordination costs, particularly in noisy kitchens where verbal instruction becomes unreliable, and 

service errors carry immediate customer-facing consequences. Consistent with the JD-R model, such demands can erode well-

being and performance unless managers provide compensatory resources that enable learning and execution under pressure 

(Hassanin et al., 2023). The central element of the framework specifies inclusive digital training technologies as a bundle of 

job resources (rather than a single tool): AI-enabled tools, visual training technologies, replayable microlearning systems, and 

mobile and messaging-based platforms. Managers in our study relied on these technologies to translate verbal, time-

sensitive routines into visual, replayable sequences that support self-paced rehearsal before, during, and after shifts, while 

reducing dependence on spoken reminders during rush periods. When embedded at the point of work (for example, station-

based prompts or short task loops), these resources buffer communication demands and time pressure by reducing 

ambiguity, supporting quiet coordination, and stabilising task sequencing during menu changes and promotions.  

Notably, the framework clarifies that technologies become effective through three key mechanisms that managers enact in 

situ. First, localization and adaptation capture managerial work to tailor corporate materials to local language and workflow 
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realities, including trimming videos, strengthening Arabic captions, simplifying steps, and converting content into wall-based 

or station-based visual prompts. Second, access and quality management reflect the operational governance required to keep 

resources usable in real kitchens, including ensuring caption accuracy, interface readability, device availability, connectivity 

continuity, and quick fallback options when systems fail. Third, peer mentoring and coaching explain how buddy systems and 

micro-coaching routines translate digital content into skill mastery through side-by-side practice, error correction, and 

confidence-building, especially during off-peak micro-labs. These mechanisms determine whether digital training functions as 

a stable job resource or becomes a fragile add-on that collapses under peak demand conditions.  

The right side of the model specifies outcomes. When resources remain strong and mechanisms operate consistently, 

managers report positive outcomes, including job satisfaction, work engagement, retention intention, service quality, 

customer value, and productivity. However, when access breaks down, or content quality is unreliable (e.g., caption errors, 

English-first interfaces, device queues, unstable Wi-Fi), the same system can exacerbate strain, leading to negative 

outcomes such as work anxiety, emotional exhaustion, service inconsistency, and increased training time for supervisors 

and peers. In JD-R terms, these negative outcomes reflect a demand-resource imbalance, in which troubleshooting and 

compensating for tool failures add hidden work that intensifies strain during already demanding service periods (Tarafdar et 

al., 2007; Hassanin et al., 2023). Building on the emergent framework, we translate its pathways into propositions for future 

testing and practical application in restaurants that employ DHH staff. The propositions explicitly draw on the JD-R model, 

treating inclusive digital training technologies and supportive practices as job resources that buffer against high job 

demands and enable sustainable performance (Demerouti et al., 2001; Bakker & Demerouti, 2007; Bakker et al., 2023; 

Hassanin et al., 2023). Mechanism 1, localization and adaptation, explains how managers convert generic corporate content 

into usable training in specific restaurants. When managers trim and reorder procedures, strengthen local-language 

captions, and embed short, station-based learning materials into routines, DHH employees can rehearse steps with greater 

role clarity and lower ambiguity under real service conditions. Poor localization can recreate barriers, even when 

technology is available, by making content linguistically or operationally misaligned. 

Proposition 1a: Localization and adaptation are positively associated with DHH task mastery. 

Proposition 1b: Localization and adaptation mediate the relationship between inclusive digital training technologies and 

substantive training effectiveness. 

Proposition 1c: Job demands weaken the positive effect of localization and adaptation on substantive training 

effectiveness. 

Mechanism 2, access and quality management, captures how managers sustain resource reliability in busy kitchens. 

Accurate captions, readable interfaces, device availability, and stable connectivity determine whether digital tools function 

as resources or become friction. When access and quality break down, managers and peers absorb compensatory hidden 

work, increasing strain and undermining outcomes, consistent with technostress logic (Tarafdar et al., 2007). 

Proposition 2a: Access and quality management are positively associated with substantive training effectiveness. 

Proposition 2b: Access and quality management strengthen the relationship between inclusive digital training 

technologies and substantive training effectiveness. 

Proposition 2c: Low access and quality management are positively associated with training time burden. 

Mechanism 3, peer mentoring and coaching, explains how teams convert digital materials into capability through buddy 

systems, micro-coaching, and protected off-peak practice. These practices provide social support and rapid feedback, which 

can offset communication constraints during peak periods and reduce the likelihood that trainees merely survive the rush. 

Proposition 3a: Peer mentoring and coaching are positively associated with the intention to retain DHH. 

Proposition 3b: Peer mentoring and coaching mediate the relationship between the effectiveness of substantive training 

and service quality. 

Proposition 3c: High job demands strengthen the positive effect of peer mentoring and coaching on DHH work 

engagement. 

 

Theoretical implications 

This study advances hospitality disability research by shifting attention from hiring intentions to the daily learning 

system that makes inclusion feasible in high-pressure restaurant work (Jamin et al., 2024; Manoharan et al., 2024). 

While prior work documents barriers and employer concerns, it provides limited process evidence of how managers 

develop training arrangements that remain workable during service peaks. Our findings address this gap by theorising 

inclusion as an operationally embedded training system in which restaurants must continuously translate policy and 

corporate content into accessible task execution. 

Second, the study extends the JD-R model by treating inclusive digital training technologies as context-specific job 

resources rather than as a generic input (Demerouti et al., 2001; Bakker & Demerouti, 2007; Bakker et al., 2023). In 

restaurants, job demands are concentrated by high speed, noise, limited space, and frequent changes in menu routines, 

which can intensify strain for DHH staff when training relies on speech. We show how inclusive digital training 

technologies, including visual training technologies, replayable microlearning systems, and mobile and messaging-based 

platforms, buffer these demands by increasing role clarity and enabling self-paced rehearsal at the point of work. This 

articulation strengthens JD-R’s explanatory power in hospitality by linking digital training directly to the buffering 

function that the theory assigns to resources. 

Third, the framework clarifies how resources become effective through three mechanisms that managers enact in situ. 

Localization and adaptation convert generic content into locally usable routines; access and quality management protect 
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resource reliability; and peer mentoring and coaching sustain learning through guided practice and feedback. By specifying 

these mechanisms, we move beyond adoption narratives in hospitality technology research and explain why the same 

platforms yield uneven outcomes across outlets (Guo et al., 2023). We also demonstrate that inclusion is not only 

motivational but also infrastructural and procedural, requiring the ongoing maintenance of captions, interfaces, and device 

access (Kuhn et al., 2024).Finally, the study makes a theoretical contribution by integrating negative outcomes into the 

study of technology-enabled inclusion. When resources are poorly configured or unstable, they do not merely fail to help; 

they can increase strain and create additional work for managers and peers, consistent with technostress arguments (Tarafdar et 

al., 2007; Ye & Chen, 2024). This insight positions training time burden and service inconsistency as consequences of 

demand-resource imbalance rather than simple implementation errors. Conceptually, managerial bricolage functions as a form 

of resource crafting that repairs the misfit between corporate systems and frontline realities, extending JD-R discussions of 

how workers and managers actively shape resources to protect performance and wellbeing (Tims et al., 2013). 

 

Managerial implications 

Managers can use the framework to move from symbolic inclusion to daily, workable training for DHH staff by treating 

inclusive digital training technologies as core job resources that buffer restaurant job demands rather than as optional 

accommodations. The priority is to map the primary needs in each unit (time pressure, communication load, space 

constraints, task complexity, task change, and infrastructure limitations) and then embed visual, replayable training content 

at the point of work. Managers in our study relied on tablets, short clips, and workstation prompts to support learning 

during peak periods when spoken coaching is ineffective, particularly in noisy kitchens.  

This approach aligns with evidence that digital tools improve frontline outcomes only when managers integrate them 

into local workflows (Guo et al., 2023) and with JD-R’s claim that resources reduce ambiguity and protect performance 

under high demands (Demerouti et al., 2001; Bakker & Demerouti, 2007; Bakker et al., 2023). Second, restaurants should 

institutionalize localization and adaptation as routine managerial practices. Managers can trim long corporate videos, 

simplify step sequences, and upgrade local-language captions so DHH employees can rehearse tasks accurately during 

menu changes and promotions. Without this localization, available technology can still reproduce barriers through 

linguistic and operational misfit (Kuhn et al., 2024). Third, leaders should professionalize access and quality management. 

Managers should adopt a simple checklist to verify caption accuracy, interface readability, device availability, and offline 

backups when connectivity drops. These practices reduce the hidden work that emerges when staff must troubleshoot tools 

during service peaks, a pattern consistent with technostress research (Tarafdar et al., 2007; Hassanin et al., 2023).  

Finally, managers should institutionalize peer mentoring and coaching through buddy systems, messaging-based micro-

coaching, and protected off-peak micro-labs. These routines create faster feedback loops, support safe error correction, and 

build confidence beyond rush survival. Explicit messaging norms (brevity, visual prompts, and role clarity) also help 

prevent communication overload from turning coordination tools into additional demands. When managers align these 

resources with operational realities, restaurants are more likely to see higher engagement, retention intention, service 

quality, customer value, and productivity; when resources weaken, teams risk work anxiety, emotional exhaustion, service 

inconsistency, and increased training-time burden (Bakker et al., 2023; Habobati et al., 2023; Ye & Chen, 2024). 

 

Limitations and future research 

This study has several limitations. First, the sample was purposive and manager-centered, which means the findings 

reflect information-rich cases rather than statistical representation and may understate tensions that DHH employees 

themselves experience. Second, although the multi-city design improved contextual variation, the sample remained 

concentrated in urban and chain-dominated settings, with fewer cases from Upper Egypt and independent outlets. Future 

research should therefore test whether the framework travels across ownership forms, labor markets, and accessibility 

infrastructures. Third, the study relied on interview accounts rather than longitudinal performance records or sustained 

observation, so we cannot determine how digital training practices evolve or how they perform across repeated peak-

service cycles. Future research should more explicitly examine contextual moderators, including outlet format, technology 

maturity, language localization, disability-support ecosystems, and infrastructure reliability. Mixed-method, longitudinal, 

and comparative designs could also test whether the three mechanisms identified here explain variation in task mastery, 

work engagement, retention intention, and service quality across settings. 

 

CONCLUSIONS 

This study examined how restaurant managers implement, adapt, and sustain digital training for DHH employees in 

demanding restaurant environments. The findings show that technology supports substantive inclusion only when 

embedded in everyday work practices. Visual and replayable resources, including captioned standard operating procedure 

videos, photo sequences, workstation prompts, and mobile microlearning, reduce dependence on spoken instruction and 

support self-paced learning. Managers also adapt corporate materials by improving Arabic captions, simplifying task 

sequences, and sharing short reminders through messaging applications. However, caption errors, English-first interfaces, 

limited device access, and unstable connectivity can turn digital tools into additional job demands.  

Peer mentoring, micro-coaching, and protected off-peak practice are therefore essential for developing confidence, task 

mastery, and psychologically safer learning. The study extends the JD-R model by showing that inclusive digital training is 

a contingent job resource. Its value depends on three mechanisms: localization and adaptation, access and quality 

management, and peer mentoring and coaching. When these mechanisms are strong, digital training can improve 
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engagement, retention intention, service quality, customer value, and productivity. When they are weak, technology may 

increase anxiety, emotional exhaustion, service inconsistency, technostress, and training burden. For practice, restaurants 

should provide accurate local-language captions, readable interfaces, sufficient devices, offline alternatives, and short 

visual guides, supported by buddy systems and scheduled practice. Overall, inclusive digital training becomes effective 

when managers and coworkers continuously adapt, maintain, and socially embed it in frontline restaurant work. 

 
Appendix A. Main interview questions 

1. Please describe your role, your outlet, and your current responsibilities for training and supporting DHH employees. 

2. How is training for DHH employees typically organized in your outlet, and what barriers are you aiming to reduce 

through these training practices? 

3. Please tell us about a recent onboarding or cross-training episode involving a DHH employee, step by step, 

including what you did, what the employee did, and how you assessed understanding. 

4. Which digital tools or training technologies were used in that process, and how did each one fit into training, 

coaching, or day-to-day task support? 

5. How did you adapt the training content, language, pacing, or delivery to make it understandable and workable in 

daily restaurant operations? 

6. What barriers, breakdowns, or misunderstandings occurred during training or service, and how did you respond to them? 

7. What outcomes did you observe for the employee, the team, and service performance? 

8. What improvements, resources, or changes would help make digital training more accessible and sustainable for 

DHH employees in your outlet? 
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