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Abstract
This study focused on ealuation of current mental health crisis that has been conssitently going on in the hospitality sector due to structural working conditions. Secondary research design has been leveraged for evaluating policy, peer-reviewed resources and industry reports about mental health issues and employment of hospitality industry. Stakeholder Impact Analysis tool has been utilising for giving insight into employee mental health challenges as well as their infleunces on employers, industry, workers and customers. Findings clarified that long working hours, low pay, unspporting workplace and irregularity in shifts increased emotional exhaustion, burnout and anxiety that lower productivity of employes and enhanced employee turnover. For this, organisations has to bear huge training cost and productivity losses. For improving such problems and aoviding service errors, wellbeing initiatives, mental health training, and Employee Assistance Programmes have been launched though they did not address root causes of the challeng. For this, companies are suggested for improving job security, and scheduling practices for improving emotional resilience and build employee productivity significantly. 
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[bookmark: _Toc220959740]1. Introduction
The dynamic working environment has enhanced its recognition of mental health issue in the hospitality industry, which is shaped by emotional labour, irregular working hours, high customer contact and shift-based schedules. According to Amissah et al. (2022), this industry demands management of emotions for employees to deliver positive customer service events when facing abusive consumer behaviour. These challenges lead to poor mental health for hospitality employees. 60% of employees noted that work-life balance is a critical challenge for mental health issues (Bailey, 2024). Accordingly, employees had to face both emotional exhaustion and chronic stress. This has also been leading to increase employee turnover rates in the international market. The pressure has increased further during the post-pandemic recovery. On the other hand, as per the view of Birdir and Sahilli Birdir (2024), consistent labour shortages have been creating a greater challenge for remaining employees to provide a seamless customer experience, which further hiked their emotional exhaustion. Such experience leads to the development of a cycle of employee disengagement due to overwork and stress. Thus, it has been cleared that mental health challenges are not only limited to an individual's well-being challenge, but they also negatively influence staff retention, enhancing organisational performance, service quality and productivity.   
[bookmark: _Toc220959741]2. Literature Review
Selected Specific Area: Organisational and Structural Causes of Mental Health Issues among Hospitality Workers
Nature of Emotional Labour and Hospitality Work
As per Xiong et al. (2023), the emotional labour theory of Hochschild defines emotional labour as the process by which staff have to show surface-level emotions to achieve organisational expectations for providing service to customers. Workers who do not get an opportunity to show their genuine opinions experience psychological strain and emotional exhaustion. Such a problem leads to emotional depression as well as anxiety at a significant rate. In contrast, as mentioned by Zhao et al. (2025), chronic mental health issues are a grave concern for consistent interaction with guests and maintaining prolonged emotional demands. In order to offer consistent service action and guest interaction, employees who are engaged in emotional labour that becomes a structural requirement for this job. For this, they have to work in a high-pressure environment and maintain their emotional displays. 
Shift Work, Long Hours, and Work-Life Conflict
From the point of view of Giousmpasoglou (2024), employees who have been working in the hospitality industry have to work under frequent night shifts, spend long working hours and irregular scheduling, which are critical challenges that impacts mental health of employees. Workers have to focus on offering breakfast to continue with their late-night operations to fulfil the desires of customers in hospitality. For this, employees have to go through psychological and physiological strain to ensure customer satisfaction.  On the other hand, as per the statement of Rosemberg et al. (2025), employees who have been working irregular shifts have to face a negative influence on their mental well-being due to insufficient sleep quality. This study revealed that hospitality employees have to work in rotating shifts, evening shifts and overnight shifts that increase stress due to sleep disturbances as well as consistent chronic fatigue. This hikes the risks of depression and anxiety, which are clearly linked to mental health challenges. 
In contrast, as per the description of Scholarworks and Balbickram (2022), both unpredictable scheduling and extended shifts have been playing a significant role in increasing work-life conflict due to dissatisfaction with personal life. Actually, extended shifts have been increasing in difficulty for workers in their self-care, providing time to their family and social participation, which lowers their well-being. 
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Figure 1: Long Working Hours and Health and Well-being of Employees
(Source: Scholarworks and Balbickram, 2022)
Low Pay, Precarious Employment and Job Insecurity
Precarious employment and job insecurity are two structural elements of labour markets of the hospitality industry, which addresses the job demands-resources model. As per the discussion of Grigoryan (2024), the industry model focuses on flexibility through unpredictable schedules and casual contracts that lead to a high employee turnover rate. Moreover, working under precarious working conditions increases the uncertainty of employment for workers in the near future, which increases psychological stress at a significant rate. In a similar manner, as per the arguments of Sun et al. (2022), job insecurity increased fear of instability in employment as well as fear of jobs that lower employee satisfaction and discourage them from keeping organisational commitment. Though employees have the intention of quitting their job due to financial needs, they have to compromise with it, which negatively intensifies their psychological distress. As per the perception of Monteiro and Joseph (2023), precarity is another graver concern, especially for vulnerable subgroups such as migrants, young workers and part-time workers within this industry. They have to work with limited benefits, irregular shifts and low pay that increases anxiety and emotional distress due to financial issues and long working hours.    
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Figure 2: Job Loss Insecurity Issue in Hospitality
(Source: Sun et al. 2022) 
Stigma and Workplace Culture Related to Mental Health
Workplace culture plays a vital role in contributing to the mental health and well-being of employees in the hospitality industry. As per the opinion of Xiang et al. (2022), cultural norms are set in such a manner that vulnerability is not emphasised; instead, endurance and emotional resilience are valued within organisations. Employees who feel valued are satisfied with the workforce and stay engaged. This increases psychological discomfort and raises their stress level to progress with their work.  On the other hand, as per the discussion of Hayat et al. (2025), studies revealed that workplace incivility leads to hostile interactions from supervisors, customers or coworkers, which can have a negative influence on emotional management that leads to emotional exhaustion. Employees who have been going through such behaviours are to face high stress and withdrawal behaviours that lower their mental health outcomes. 
Identified Literature Gap 
The structural conditions of the hospitality industry, such as workplace cultures, irregular hours, significant emotional labour demands, and insecure employment, that contribute to mental health strain. Current research mainly prioritised giving a description of associations related to mental health issues instead of examining suitable intervention approaches. Organisations mainly focused on superficial symptom management, such as counselling access and implementing wellness programmes, but did not adhere to scheduling practices or structural changes of job design in ensuring employee wellbeing. Hence, there is a gap within the research that evaluates structural and long-term solutions that contribute to enhance employee well-being in the hospitality industry. 
[bookmark: _Toc220959742]3. Method
A secondary research design was adopted in progressing with this study. As per the evaluation of Ralph and Baltes (2022), secondary research is cost-effective and provides a wide range of recent sources. For this study, organisational case studies, industry reports and peer-reviewed academic literature associated with challenges of mental health within the hospitality sector have been utilised related to mental health challenges in the hospitality industry. Instead of gathering primary data, empirical findings were used from secondary sources from the sector, identification of patterns, and structural risk factors. This approach was helpful for the examination of systematic issues of mental health practices in hospitality with evidence-based evaluation.   
This research utilises a Stakeholder Impact Analysis framework. As noted by Kantamaturapoj et al. (2023), this provides a structural analytical process for the identification and assessment of individuals' interests within a task or project by understanding their influence, impact and interests.  This framework points out a multi-perspective examination of the way declining mental health of employees influences hospitality ecosystems. It focuses on the evaluation of retention, well-being and burnout issues that employees face, and productivity for employers. Customers need quality satisfaction, and service quality impacts staff wellbeing. Thus, through this framework, it has been easier to examine broad mental health issues and performance growth. 
[bookmark: _Toc220959743]4. Thematic Impact Analysis (Stakeholder Impact Analysis Tool)
[bookmark: _Toc220959744]4.1 Influence on Employees
As per the examination of Moustafa et al. (2024), employee burnout is a critical challenge within the hospitality industry due to consistent emotional exhaustion and depersonalisation that lowers their professional efficiency. Unpredictable workloads, as well as the pressure to achieve expectations of customer service, reduce their psychological resources. Employees who have been facing emotionally draining situations are likely to detach from their responsibilities. As a result, their overall job satisfaction declined.  
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Figure 3: Employee Burnout and  Psychological Issues
(Source: Moustafa et al. 2024)
As per Shahzad et al. (2023), depression and anxiety are consistently increasing due to customer incivility, financial insecurity and irregular hours. Such prolonged issues have developed into more serious mental health issues. Rotating schedules and late-night shifts exacerbate psychological issues that contribute to fatigue.  Germany is the top country in the EU where hotel industry turnover is high (Statista Research Department, 2025) which describe the association between workforce instability and poor employee well-being.  
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Figure 4: High employee turnover in the hotel industry
(Source: Statista Research Department, 2025)
[bookmark: _Toc220959745]4.2 Influence on Employers
Negative financial as well as operational consequences are evident due to poor employee mental health conditions for employers. As per the view of Innerhofer et al. (2022), one of the most critical influences is consistent staff shortages. With consistent stress or burnout, employees quit their jobs, which enhances challenges for employers in managing staffing levels at an effective rate, especially during peak service periods. The productivity of employees is also reduced. Psychological distress and emotional exhaustion are the key experiences of employees which lower performance consistency as well as motivation of employees. As a result, their attentiveness to work also declines, especially because of their mental health challenges. As opined by Ghani et al. (2022), increasing employee turnover leads to increasing training costs and recruitment costs in the hospitality industry. Moreover, inexperienced work can increase the fluctuation of service quality. Absenteeism is also a critical challenge for staffing instability. 
[bookmark: _Toc220959746]4.3 Influence on Customer and Service Quality
There is a strong relationship between the emotional well-being of employees and customer service. Positive interaction, warmth, services and attentiveness are the key to positive hospitality services. As per the depiction of Cabarrubias et al. (2022), employees who face emotional exhaustion are not capable of showcasing efficient patience and genuine friendliness. As a result, they provide detached service that leads to poor service. As noted by Emeafor et al. (2025), employees who have to go through consistent emotional strain have been increasing their mistakes, such as miscommunication, errors in processing orders and slower service. Extreme pressure lowers the cognitive abilities of employees, which increases negative reviews and customer complaints. Such problems can increase reputational damage at a significant rate. This clarified that there is a direct impact of employee mental helath on organisational reputation and customer satisfaction.  
[bookmark: _Toc220959747]4.4 Industry-Level Impact
Mental health challenges can damage the reputation of an organisation. As highlighted by Koniari (2025), media coverage points out unsustainable practices of the workplace, burnout and low pay issues in the hospitality industry. It created challenges for attracting younger people who have a fear of not gaining the opportunity of a supportive workplace, mental well-being and work-life balance. In order to avoid labour shortages, there is a long-term influence of working conditions in the hospitality sector. On the other hand, the capability of skill development and professionalism is reduced due to continuous workforce instability. Employees who have been considering the hospitality industry as a short-term job instead of a long-term career, and hence, career progress is declined, as well as investment in training is reduced. Accordingly, service standards as well as industry sustainability might decrease consistently over time.   
[bookmark: _Toc220959748]4.5 Industry Responses: Limitations and Strengths
As mentioned by Long (2024), the hospitality industry leveraged employee assistant programs to reduce healthcare challenges. For example, Marriott International and Hilton offer 24/7 mental health helplines and counselling services confidentially for ensuring employee well-being. They are helpful for managing employee stress and anxiety at a short-term level. Wellness initiatives have also been adopted. As an example, Accor Hotels implemented international wellbeing programmes such as digital wellbeing, resilience workshops and stress-management resources. These are helpful for enhancing mental health awareness. Mental Health First Aid (MHFA) training has been increasing in the UK hospitality business (Bandy, 2024). It focused on giving insight into emotional distress, burnout and depression among employees for taking earlier intervention for reducing mental health.   
	Strengths
	Limitations

	Lowered stigma
	Considered reactive steps instead of preventing the key causes

	Increased awareness
	It is not capable of lowering workload intensity

	Offers professional support to employees
	Employees still have to work for long hours

	Aided managers in finding out the staff who have been struggling
	There is a job insecurity and low pay issue

	Enhanced CSR image as well as employer brand
	Changes are symbolic


Table 1: Strengths and Limitations
(Source: Self-Developed) 
[bookmark: _Toc220959749]5. Conclusion
It can be concluded that mental health crises have become a grave concern in the hospitality sector, largly embedded within its structural working conditions. Unsupportive cultures, long hours, job insecurity and emotional labour are the critical challenges for strained workers that prevent their psychological well-being. These challenges negatively impact organisational performance, ensuring sustainability for long-term business, service quality and staff retention. There is some awareness related to mental health that has been evident, but superficial responses are observed. In this regard, further improvement should be developed in a reactive manner for finding out root causes and lowering employee mental health issues to ensure their well-being.  
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Organisational Level 
Fair scheduling is highly recommended for organisations in the hospitality industry to lower employee mental health issues. As per Popely and Uhlir (2023), this can lower stress levels among them. Offering predictable rotas and providing advance notice can be helpful for avoiding irregularity in their working hours. Staffing level reform is also needed. For this, companies are required to improve their workforce planning according to demand instead of lowering labour costs. The presence of the right number of staff can improve consistency and reduce overall workload. Development of a psychological safety culture can also be valuable, where employees can feel safe and work without fear of harassment or burnout. The development of anti-bullying policies can be helpful for creating trust. Managers are to offer suitable mental health leadership training to provide guidance to detect early signs of distress, as well as the development of a supportive workplace. 
Industry Level 
As noted by Scholarworks et al. (2024), industry-level well-being can be an efficient means for lowering pressure on employees who have been going through due to unhealthy workforce practices. Different standards, such as defining various benchmarks like psychological safety, workload, scheduling and rest periods, can be helpful. Mental health certification schemes can be introduced where organisations can showcase their accountability. Moreover, they can also define well-being criteria that can be helpful for shaping their healthier workplaces and boost brand image. Furthermore, it can motivate employees, which can lower employee absenteeism. Apart from these, strong collaboration with professional associations, unions, and trade bodies is vital and can be utilised to raise concerns of workers. Moreover, they can promote suitable practices which can be beneficial for resolving mental health issues. 
Policy Level 
As discussed by Yu et al. (2024), government incentives play a vital role in shaping health workplaces. Different initiatives, such as grants and tax benefits, can be helpful for improving workplace changes and adopting well-being practices. The introduction of mental health reporting standards for all hospitality employers can boost their accountability as well as transparency. It is highly recommended to encourage employees to avoid absenteeism and overcome the issue of high employee turnover. Moreover, governments are required to strengthen labour protections for shift workers. In this regard, focusing on mandatory rest periods can be helpful not only in lowering chronic fatigue but also in enhancing mental well-being. 
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