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[bookmark: _Toc48774724]Abstract
[bookmark: _Hlk211713599]The hospitality business suffers from a severe mental health epidemic that influences the health of the employees and the quality-of-service provision. Stress and burnout are enhanced by long working hours, emotional labour and staff shortages. COVID-19 increased these issues by increasing the workload and the financial strains. In this paper, the study examines the problem through secondary qualitative research and uses the PEAS framework (Problem, Evidence, Analysis, and Solution) to assess the problem and suggest ways of improvement. The Holiday Inn Peterborough-West IHG case study raises awareness of the adverse impact of stress, pressure from guests, and insufficient support on workers. Despite good teamwork and guest service, policies in the area of mental health are weak. The results indicate that such factors as good management, information communication and well-being training are critical to improve. The research suggests well-organised mental health programmes, equitable shift systems, and staff awareness programmes. In general, sustainable hospitality needs a positive culture that would take care of both the employees and guests to the same measure.


Table of Contents
Abstract	2
1. Introduction	3
2. Literature Review	4
Prevalence of Mental Health Issues	4
Root Causes of the Mental Health Crisis	5
Organisational Culture and Stigma	5
Post-COVID Factors	6
Current Interventions in Mental Health Support	7
3. Methodology	8
4. Theme Impact Analysis	9
Problem	9
Evidence	9
Analysis	10
Solution	10
Case Analysis: Holiday Inn Peterborough-West by IHG	11
5. Conclusion	12
6. Recommendations	13
Short-Term Recommendations	13
Long-Term Recommendations	13
References	14
Appendix	18

Figures
Figure 1: Furlough numbers in the hospitality sector continue to fall, as demand for labour increases	7
Figure 2: Application of the PEAS Framework to the Mental Health Crisis in the Hospitality Industry (Holiday Inn Peterborough-West Case)	12





[bookmark: _Toc1635518054]1. Introduction 
The hospitality business is among the rapidly developing industries across the world. It offers employment to millions of individuals in hotels, restaurants and event facilities. Nevertheless, it is also commendable in terms of long working hours, pressure, and emotional strain (Zubekhina et al., 2025). These predicaments have raised an increasing concern about the wellbeing of hospitality employees. The sector now has a normal level of stress, anxiety, and burnout.
These issues were aggravated by the COVID-19 pandemic. Most of the employees were experiencing job insecurity, a large workload, and shifting guest expectations. The speed of recovery has been low, and the absence of staff has made the available staff to work under pressure. The mental health requirement in hospitality has never been high.
The paper concentrates on the Holiday Inn Peterborough-West of IHG. The study takes into account the staff in each of the departments, front office, reception, bar, food and beverage, events, housekeeping, and conference services. These sectors experience everyday pressure related to direct communication with guests and the demands of the service.
The purpose of this paper, therefore, is to examine the impact of mental health problems among hospitality industry employees. The purposes include determining the major causation factors, evaluating of present feedback, and proposing future action. The paper is divided into a literature review section, a methodology section, an analysis section, a conclusion and a recommendation section. Every section can create awareness of this current crisis.
[bookmark: _Toc1788362950]2. Literature Review
It has become one of the gravest problems in the hospitality sector because of mental health. Research indicates that the hospitality industry is one of the most stressful industries worldwide, contrary to the retail and transportation industries. According to Sisson, Peele, and Sisson (2023), 57% of the employees complain of being stressed at the workplace, and eight in ten chefs have poor mental health. Nevertheless, 48% feel that not much is being done to uphold well-being. This information is an indication of an increasing concern in the industry, which impacts employee performance levels, employee retention and performance.
[bookmark: _Toc1550261981]Prevalence of Mental Health Issues
The nature of the hospitality industry exposes the workers to stress and anxiety due to its work structure. According to Cooper and Hall (2018), the industry of hospitality industry relies on emotional engagement, sudden changes, and service stability. The combination results in constant pressure. According to Sedgwick-Jones (2023), more than 80% of people in the hospitality industry reported that they experienced higher levels of stress following the pandemic. This was demonstrated by 45% in the same report who would not like to work in hospitality because of being deeply dissatisfied. Approximately a quarter of employees have had medical or mental healthcare or treatment, and just 1 in every 10 has been treated with mental health awareness training. These are indications of a severe lack of equilibrium between employment requirements and support for mental health.
[bookmark: _Toc1791246]Root Causes of the Mental Health Crisis
There are several major contributors to mental health degradation in the industry. Batabyal and Das (2019) observe that work in the global hospitality industry is labour-intensive, and long hours and physical fatigue are normal. According to Teoh et al. (2019), hospitality is a high-stress work setting where frontline employees are subject to continuous emotional pressures. Their experiment shows that the coping strategies, such as emotion control and cognitive re-arrangement, are solutions in the short term. Emotional fatigue is enhanced by chronic workload, low wages and insufficiency of rest. Izell (2022) further notes that the relationship between employees and customers impedes professional boundaries as staff do not have them because of the nature of customer-facing jobs, further exacerbating emotional labour. Personal well-being does not mean that the employees are supposed to be negative. According to Costa and Costa (2022), sustainability in hospitality must have social sustainability, or it should be concerned with the mental health of workers. 
[bookmark: _Toc1341696116]Organisational Culture and Stigma
Stigma is a chronic phenomenon in hospitality workplaces. Kalfa et al. (2021) disclose that organisations tend to support structural stigma unintentionally. The two forms of their research are business-based and care-based stigma: business-based stigma discusses mental health being an issue of productivity; care-based collaborates, mentioning support provided in a paternalistic manner. The two may discourage an open conversation. According to Ford and Sturman (2023), the successful administration needs to deal with these latent obstacles by establishing well-being cultures that are inclusive. Nevertheless, open discussions on stress remain one of the issues discussed by many hotel managers who worry that they might be damaged in terms of reputation or disrupted operations. 
According to Tribe (2009), hospitality philosophy usually focuses on service and guest satisfaction at the expense of employee welfare. This service ethic is entrenched, and it is challenging to create a balance between the issue of professionalism and self-care. 
[bookmark: _Toc987764519]Post-COVID Factors
Mental health strains were increased in the sector due to the COVID-19 pandemic. According to Ramuni (2021), in April 2020, approximately 1.65 million hospitality employees were on furlough in the UK, which is 25% of all workers put on the scheme. A great number of people experienced instability and a loss of income. Since the restriction was lifted, the post-restriction re-entry into work was correlated with fewer employees and an increased workload.
[image: A graph showing a line of a mountain

AI-generated content may be incorrect.]
[bookmark: _Toc211717255]Figure 1: Furlough numbers in the hospitality sector continue to fall, as demand for labour increases
Source: (Ramuni, 2021)
The turnover in the UK hospitality industry dropped by £80 billion in 2020, according to Chissom (2024), which is half as much as in 2019. This recession posed an enormous financial burden on the organisations and employees. In mid-2022, workloads grew acutely because of labour shortages as the revenue recovered at 25% year-on-year.
According to Sharma, Singh, and Tyagi (2024), a regenerative approach that prioritises people instead of profits is necessary during the post-pandemic stage. Most of the businesses attempted to re-establish themselves fast, yet the psychological recovery was left unattended. New hygiene rules, long shifts, and overtime schedules put the burden of additional stress on already exhausted workers.
[bookmark: _Toc1301436505]Current Interventions in Mental Health Support
The reactions of the industry towards mental health issues are not much yet developing. The research conducted by Sedgwick-Jones (2023) shows that a mere 62% of workers think that the industry is not doing enough to promote mental health. There are international hotel chains that have implemented Employee Assistance Programmes (EAPs) or wellness programmes, yet these are not used universally. According to Ford and Sturman (2023), policies are not the only factor that can make interventions successful, but rather management training and culture.
Abu Bakar (2022) puts Maslow’s Hierarchy of Needs into the context of workplace well-being. He states that employees cannot fulfil themselves when their basic safety and belonging needs have not been met. These needs are infringed upon in hospitality due to the lack of predictability of schedules and emotional support. Berthelsen et al. (2018) resort to the Job Demand-Resources (JD-R) model to demonstrate that high demands, without proper support, cause burnout. This model emphasises the significance of weighting workload, recognition and control.
Galanakis and Peramatzis (2022) apply the Motivation Theory created by Herzberg to determine that intrinsic motivators, including recognition and responsibility, bring true satisfaction. Using this in the context of hospitality, psychologically supported employees feel valued and more motivated to work. Nonetheless, dissatisfaction develops quickly when the hygiene factors such as pay, rest and management fairness are not taken into consideration.
When making a cross-study comparison, a pattern is evident. According to the academic and industry literature, the hospitality industry has distinctive stressors, which are associated with emotional labour and the intensity of the services. Nonetheless, some scholars as Teoh et al. (2019), focus on coping strategies, and others, such as Kalfa et al. (2021), focus on organisational responsibility; the latter aspect of the issue presents a contrast to indicate that individual resilience is not entirely sufficient to resolve the mental health crisis.
On a similar note, whereas Costa and Costa (2022) associate well-being with sustainable competitiveness, Ford and Sturman (2023) note that well-being in most hotels remains a choice. According to Chissom (2024), the financial recovery of the sector is high, but social recovery is low in the post-COVID-19 period. Mental health policies can never be installed in the day-to-day functioning of the establishment without leading to some changes.
It is also indicated in the literature that hospitality education should change. Sisson et al. (2023) suggest that mental health training should be directed to the future industry professionals. These measures would not allow the stress and turnover cycle. 
[bookmark: _Toc711581978]3. Methodology 
The study employed a qualitative and desk-based secondary research in the investigation of mental health in the hotel business. The qualitative approach enables more insight into the experiences of employees and their work stressors using the available information. According to Cheong et al. (2023), secondary qualitative research is relevant in finding significant patterns in the context of the social sciences. This method is appropriate to the research because it is scholarly and pays attention to the already published evidence.
Academic journals, booking reports and reliable organisations were utilised as sources of data, including Booking.com, IHG, HOSPA, CIPD, and WHO. These sources give recent information about the well-being of the workforce, the level of stress, and organisational policy. The real settings interpretation of findings by observation was also preferred in workplaces observed by the Holiday Inn Peterborough-West. The study used the PEAS model to analyse Problem, Evidence, Analysis, and Solution.
The whole procedure of research was guided by ethical principles. Ravindra Kumar Kushwaha et al. (2024) also emphasise that privacy and academic integrity should be provided in social research. The study was honest and open throughout all the stages. Jagsi et al. (2019) also emphasise that researchers should be keen on the presence of bias and provide objective reporting.
[bookmark: _Toc1448826062]4. Theme Impact Analysis
The population of mental health issues is becoming one of the primary concerns in the world hospitality sector. The PEAS framework Problem, Evidence, Analysis, and Solution can be used to describe the reasons, consequences, and actionable solutions to improve. An example of how the challenges emerge in actual operations is the Holiday Inn Peterborough-West by IHG.
[bookmark: _Toc1991192227]Problem
The primary issue is the growing degree of stress and ineffective mental health of employees of all hotels. Hospitality employees are under more pressure than most other service companies. The excessive workload, excessive working hours and emotional requirements impair the well-being and motivation of the staff. According to Sisson, Peele, and Sisson (2023), 57% of hospitality employees are stressed at the workplace. Eight out of ten chefs have experienced poor mental health. Almost half of them feel that this is not adequately supported by their employers. This condition reduces its productivity and undermines the quality of service. In Holiday Inn Peterborough-West, there are a lot of personnel who have extended shifts in order to meet the demands of the guests. The problem is aggravated by the lack of rest breaks and communication.
[bookmark: _Toc83596975]Evidence
The mental health crisis became worse due to the COVID-19 pandemic. According to Chissom (2024), in 2020, hospitality turnover in the UK declined by 80 billion. Workloads were increased when the number of staff decreased after the crisis. According to Sharma, Singh, and Tyagi (2024), people and profit should be considered in the recovery post-pandemic. However, a great number of hotels restored the activity without caring about the welfare of employees. Extended shifts and shifts in codes of conduct, as well as safety measures, put additional pressure on employees. According to a study carried out by Sedgwick-Jones (2023), 62% of the staff do not believe that the industry is being properly supported. According to Ford and Sturman (2023), good management culture is what enhances quality action as opposed to written policies. This fact demonstrates that the assistance of mental health is ad hoc and may not be preventive.
[bookmark: _Toc1787390090]Analysis
This is proven by the evidence that mental health issues are both structural and cultural in hospitality. Organisational systems usually focus on profitability and satisfaction of the guests rather than taking care of the workers. Teamwork and well-being plans are fairly good and extremely low at Holiday Inn Peterborough-West. The employees are dedicated, but they become exhausted and demoralised. The others have excessive work hours, and absence of workers destroys their balance in work and life. The lack of good interdepartmental communication creates an emotional strain. Without instructions and empowering leadership, staff members will not be able to recuperate effectively after the stress. To augment resilience and retention, the mental health workers should be trained, flexible and aware.
[bookmark: _Toc713415119]Solution
Staff meetings can be held regularly to ensure open discussion and lessen stigma. The management should make sure there is proper scheduling and rest periods to avoid exhaustion. Counselling and crisis assistance can be provided in the form of the Employee Assistance Programmes (EAPs) (Long, 2024). Motivation could be enhanced through recognition systems and a peer support network. Fatigue can also be lowered by establishing relaxing environments where the personnel can rest (Idrus, 2023). Such little straightforward steps can create a nurturing and supportive working environment. This culture of good mental health aids employees as well as people staying at the hotel, hence perpetual organisational achievement.
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[bookmark: _Toc211717256]Figure 2: Application of the PEAS Framework to the Mental Health Crisis in the Hospitality Industry (Holiday Inn Peterborough-West Case)
Source: (Self-Made)
[bookmark: _Toc43894708]Case Analysis: Holiday Inn Peterborough-West by IHG
The latest guest reviews point out the strong and weak sides of this hotel. The average rating of Booking.com (2025) based on more than 1,500 reviews is 8.0/10, with the staff rated 8.9 in friendliness and service. Nevertheless, one of the reviews also includes things like old rooms, room renovations, and pressure of expectations on the part of guests. High payment (£15 per day) and constant accounts of technical malfunctions imply an increase in the pressure applied to the front desk in ensuring customer satisfaction. The IHGA (2025) provides 1779 reviews, and the hotel is rated as 4.4.
More advanced infrastructure, which includes uneven lighting and window insulation are physical strain to the housekeeping and maintenance teams. The food and beverage or event employees probably have to work long shifts around the time of the peak periods. These circumstances may make one feel tired and demoralised.
The IHG programme of inclusion and teamwork is sustained by the management as the True Hospitality for Good programme. Teamwork amongst staff and focus on guests is good. But there are scant observable well-being programme schemes. Workload and communication gaps are the common causes of stress.
The service culture and staff attitude are also the strengths of the hotel. But the lack of rest and huge expectations of the guests cause a psychological burden. Mental health awareness, flexible hours, and better communication mechanisms could be introduced by the management. These shifts would enhance morale, and burnout would be lower.
	Factor
	Main Issue
	Effect on Mental Health
	Case Example

	Political
	Weak enforcement
	Inconsistent well-being support
	Limited policy use

	Economic
	Staff shortage
	Fatigue and burnout
	Long event shifts

	Social
	Guest pressure
	Stress and anxiety
	Complaints handling

	Technological
	System strain
	Confusion or isolation
	Booking errors

	Environmental
	Poor conditions
	Fatigue
	Old rooms, dim light

	Legal/Ethical
	Lack of policy
	Risk to welfare
	A few well-being sessions


[bookmark: _Toc210922865]Table 2: PESTEL Impact Overview
In general, the PESTEL analysis reveals that political, economic, and social factors exert a strong influence on mental health in the hospitality business. There is good teamwork in place at the client site, but increased workloads and no proper well-being support still spell out pressure at Holiday Inn Peterborough-West. A harmonious approach towards welfare and operations will enhance the satisfaction of the employees and their quality of services.
[bookmark: _Toc1545836904]5. Conclusion
One of the major challenges in the hospitality industry nowadays is mental health problems. Extensive working hours, labour shortage, and pressure on husbands make the employees more stressed. The managers should take action to safeguard the welfare of employees and the quality of services. Employees are committed to Holiday Inn Peterborough-West, though they are under pressure and strain daily. There is good teamwork, but weak support for well-being. The hotel ought to initiate explicit mental health initiatives and free discussions with the employees. The working culture of care will decrease burnout and enhance the sense of teamwork. A sustainable success in the hospitality industry relies on healthy, motivated and supported employees who provide a quality experience to the guests.
[bookmark: _Toc1664399059]6. Recommendations
Mental health support is a significant requirement in the hospitality sector. The thematic analysis has demonstrated that long working hours, work overload, and limited support negatively affect the well-being of the staff. It is time that the industry should work in a practical and realistic process.
[bookmark: _Toc915174343]Short-Term Recommendations
· Clear Mental Health Policy: An official policy on well-being assists employees in becoming more aware of support and responsibility (Guest, 2017). It develops confidence between the employees and the management. It also demonstrates that employees are no less preferred than service quality.
· [bookmark: _Int_OuAy0INL]Manager Training: Early detection of stress and burnout is possible with training managers (Kumar, 2018). They can react with sympathy and appropriate counselling. Developed leaders are able to provide less unsafe and stressful working areas to employees.
· Balanced Shift Patterns: Fair shift rotation and regular rest breaks reduce tiredness and stress. Monitoring workload in busy areas, such as housekeeping or reception, improves health and service quality.
[bookmark: _Toc1844433003]Long-Term Recommendations
· Mental Health Awareness: There should be frequent awareness programs and brief exposures on stress and resilience. Posters and messages on the visible points remind staff that they ought to take care of themselves.
· Supportive Work Areas: Cosy staff rooms with good lighting and seating assure employees' relaxation (Bosma et al., 2020). Relaxing areas enhance relaxation during breaks and motivation.
· Open Communication Culture: Team meetings that brainstorm on challenges bring understanding, and conflict is minimised. Open talk enhances collaboration and prevents minor issues in an earlier stage.
Adhering to the recommendations, staff burnout could be minimised, and staff satisfaction could be raised in the hospitality sector. The culture of transparency and concern is helpful towards the long-term success and enhancement of service standards.
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