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Slide 2: Introduction
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Content of the Slide:
· The Deepening Mental Health Crisis in the Hospitality Industry.
· Structural Causes of Stress, Burnout and Organisational Well-being Strategies.
Speaker Notes:
Good morning, ladies and gentlemen, and thank you to be attending this session. My presentation examines the Deepening Mental Health Crisis in the Hospitality Industry, and specifically, looks at how we can analyse structural factors that cause stress, burnout, and high turnover among hotel employees and how organisations are responding in terms of well-being strategies. My investigation is based on my conference paper, and it corresponds with the theme of the module on modern challenges in hospitality.
Slide 3: Why Mental Health Matters
[image: ]
Content of the Slide:
· Hospitality: Stressful and customer-focused sector (Hudson and Hudson, 2025).
· Emerging time bomb in employee health following COVID.
· Job insecurity, emotional labour and long hours.
· Burnout that causes labour shortage and low quality of services.
Speaker Notes:
Despite being a lively and critical sector of all economies worldwide, the hospitality industry is getting more and more connected with mental health concerns. The employees experience emotional problems with the stressful guests, the extended working hours, and insecurity about whether they will be employed tomorrow. These problems have become even worse since COVID, and burnout is one of the reasons behind high turnover and the inability to attract talent. Mental health is not only a moral duty but also a business requirement related to productivity, the quality of services and sustainability.
Slide 4: Research Aim & Objectives
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Content of the Slide:
Aim:
To critically examine the structural determinants of mental health problems in hospitality and assess the organisational well-being strategies.
Objectives:
· Determine the underlying causes of stress and burnout (Edú-Valsania, Laguía, and Moriano, 2022).
· Review leadership and cultural factors.
· Assess company reactions and policies.
· Recommend evidence-based reforms of a sustainable nature.
Speaker Notes:
The primary purpose of research is to comprehend the reason why mental health problems are so common in hotels and what can be done in the structure to address them. It is not about personal resilience but the way the organisational systems and leadership/culture may support or hinder the psychological well-being.
Slide 5: Literature Review Overview 
[image: ]
Content of the Slide:
· Mental health = crucial aspect of service quality and retention (Long et al., 2023).
· On average, 81 per cent of hospitality employees indicate that they experience work-related stress.
· Emotional burnout and emotional exhaustion are associated with emotional labour.
· There is a cultural stigma that does not allow it to be discussed.
Speaker Notes:
Studies have always shown the intensity of mental health issues in hospitality. Emotional labour- the necessity to be positive all the time, although people feel otherwise, causes internal conflict and fatigue. Also, there is stigma attached to the process of discussing mental health, and many become silent sufferers, which ultimately leads to burnout.
Slide 6: Structural Causes – Overview
[image: ]
Content of the Slide:
· Irrational and excessive working hours.
· Low pay and job insecurity
· Top-down high-pressure management systems.
· Service-with-a-smile emotional inhibition culture (Cruz, 2022).
Speaker Notes:
The industry crisis lies deeply in the structure of the industry. The workers have to maintain long working hours with little rest, and the employment is not safe as it is dependent on the season. Hierarchical style of leadership tends to value customer satisfaction more than the welfare of the employees, resulting in a culture of limited emotional expression and normalisation of exhaustion.
Slide 7: Sociological and Economic Factors
[image: ]
Content of the Slide:
· Emotional labour & depersonalisation 
· Gig contracts and financial insecurity.
· Absence of union and voice of workers (O’Brady and Doellgast, 2021).
· Employee turnover = operational instability.
Speaker Notes:
In sociological terms, most hospitality workers face depersonalisation, which is the loss of connection to their jobs through everyday acting out of their emotions. Zero-hour contracts and low pay are also contributing factors to chronic financial anxiety, economically. The lack of unionisation and the poor representation of the workers only add to the feeling of helplessness.
Slide 8: Post-COVID-19 Impact
[image: ]
Content of the Slide:
· Loss of jobs and furlough raised anxiety.
· Personnel deficits --> increased workload.
· Digital management systems with the culture of always-on (Nguyen, 2021).
· Modifying employee demands: prioritise health and a balance.
Speaker Notes:
The pandemic served as a booster, increasing already existing problems. Numerous employees were retrenched or furloughed, and this caused confusion and anxiety. Once the sector was reopened, the number of employees who needed to handle more workloads was reduced. Meanwhile, expectations changed- employees started valuing well-being and work-life balance, and compelling organisations to reconsider conventional management models.
Slide 9: Theoretical Framework – JD-R Model
[image: ]
Content of the Slide:
· Job Demands-Resources (JD-R) Model (Bakker, Demerouti, and Sanz-Vergel, 2023). 
· High Requirements: workload, time pressure, emotional labour.
· Low Resources: independence, acknowledgement, and administration aids.
· Result: burnout, disengagement, turnover.
Speaker Notes:
The JD-R model can be used to describe the reasons why burnout is highly prevalent in hospitality. Employees get exhausted and disengaged when the job demands consistently exceed the available resources, including managerial support or control over tasks. This is a systemic, not an individual imbalance, which leads to the necessity of organisational intervention as opposed to resilience training itself.
Slide 10: Organisational Responses
[image: ]
Content of the Slide:
· “TakeCare” Program of Marriott - workshops, counselling, peer networks.
· Thrive days in Hilton, mental health days, access to therapy (Gallagher, 2021).
· The Accor fund, All Heartist Fund - post-COVID financial and emotional assistance.
· Differing success: big vs. small companies.
Speaker Notes:
Large hospitality companies have begun to institute well-being initiatives. Marriott has its TakeCare, which is oriented to physical and mental health, Hilton has its TakeCare, which is aimed at psychological safety, and Accor has launched programs of financial aid during COVID. Smaller independent hotels, however, do not have the same resources, which means that implementation is inconsistent in the sector.
Slide 11: Analysis – Strengths & Limitations
[image: ]
Content of the Slide:
Strengths:
· Increasing awareness and destigmatisation.
· CSR mental health integration (Uwhejevwe-Togbolo et al., 2025).
· Better performance in large companies.
Limitations:
· SMEs are not resourceful and trained.
· Policies tend to be reactive rather than proactive.
· Stigma and lack of consistency in monitoring are still there.
Speaker Notes:
Though there is progress even with global chains, several small operators are struggling. There is a tendency towards being reactive (e.g. counselling post-burnout), as opposed to preventive actions, e.g., job redesign or leadership reform. In addition, such initiatives may turn out to be symbolic and not transformational, without consistent assessment or mental health measures.
Slide 12: Ethical and Cultural Implications
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Content of the Slide:
· Duty of care: moral responsibility of the employer.
· Moral leadership needed to support personnel prosperity (Allen and Fry, 2023).
· Mental health = “Social” element of ESG frameworks.
· Culture of care improves long-term competitiveness.
Speaker Notes:
Mental health is a moral and strategic problem. It is the duty of care of employers to provide safe and conducive environments. Empathy-based and transparency-based models of leadership have ethical foundations that lead to loyalty and productivity. Well-being is included in the social component of ESG principles, where employee welfare is associated with business sustainability as ESG principles become prominent.
Slide 13: Recommendations (Part 1)
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Content of the Slide:
· Integrate mental health KPIs in HR policies (Elufioye et al., 2024).
· Emotionally intelligent train managers.
· Implement first-aid mental health training.
· Carry out frequent stress audits.
Speaker Notes:
Organisational leaders need to take mental health as a strategic issue to achieve sustainable change. KPIs need to be measurable to be accountable. Emotional intelligence leadership development enables managers to identify burnout signs at their early development stages. Periodic stress audits are useful to detect and mitigate systemic risks to prevent a crisis.
Slide 14: Recommendations (Part 2)
[image: ]
Content of the Slide:
· Preventative job design - flexible working schedules, rest, time.
· Collaboration in industry on mental health standards (Pauliková, Gyurák, Babeľová, and Ubárová, 2021).
· Well-being incentives by the government.
· Use online resources to provide 24/7.
Speaker Notes:
There must also be collaboration on top of internal reforms. Consistency can be created by industry-wide well-being standards. SMEs could be encouraged to adopt because of government incentives or tax relief. Technology is a less expensive and convenient way to offer support to all employees, including part-time ones, through the use of mental health applications or online counselling.
Slide 15: Conclusion
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Content of the Slide:
· Crisis is not a personal problem.
· Mental health = the basis of long-term hospitality.
· Long-term cultural and policy reform is necessary.
· Moral leadership leads to employee and guest satisfaction.
Speaker Notes:
To sum it up, the mental health crisis in the hospitality industry is based on deep structural and cultural roots and is not rooted in personal weakness. It needs organisational, ethical and policy-level reform to address it. Healthy and motivated employees are crucial in sustainable hospitality, since the well-being of employees directly reflects in customer satisfaction and business sustainability.
Slide 16: Final Reflection / Call to Action
[image: ]
Content of the Slide:
· Good teamwork produces good service.
· Re-think hospitality culture; empathetic, balanced and caring.
· Make the difference between well and unwell the new standard of success.
Speaker Notes:
In conclusion, I would like to point out that a healthy team provides a healthy service. The hospitality industry needs to alter its conventional hierarchies to adopt empathy, equilibrium and nurture. With mental health as a fundamental aspect of its values, the sector will be able to determine success not only in terms of profit, but in terms of people.
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Introduction


The Deepening Mental Health Crisis in the Hospitality Industry.

Structural Causes of Stress, Burnout and Organisational Well-being Strategies.











Good morning, ladies and gentlemen, and thank you to be attending this session. My presentation examines The Deepening Mental Health Crisis in the Hospitality Industry, and specifically, looks at how we can analyse structural factors that cause stress, burnout, and high turnover among hotel employees and how organisations are responding in terms of well-being strategies. My investigation is based on my conference paper, and it corresponds with the theme of the module of the modern challenges in hospitality.
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Why Mental Health Matters


Hospitality: Stressful and customer focused sector (Hudson and Hudson, 2025).

Emerging time bomb in employee health following COVID.

Job insecurity, emotional labour and long hours.

Burnout that causes labour shortage and low quality of services.











Despite being a lively and critical sector of all economies worldwide, the hospitality industry is getting more and more connected with mental health concerns. The employees experience emotional problems with the stressful guests, the extended working hours, and insecurity on whether they will be employed tomorrow. These problems have become even worse since after COVID, and burnout is one of the reasons behind high turnover and the inability to attract talent. Mental health is not only a moral duty but also a business requirement related to productivity, the quality of services and sustainability.
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Research Aim & Objectives


Aim:

To critically examine the structural determinants of mental health problems in hospitality and assess the organisational well-being strategies.

Objectives:

Determine the underlying causes of stress and burnout (Edú-Valsania, Laguía, and Moriano, 2022).

Review leadership and cultural factors.

Assess company reactions and policies.

Recommend evidence-based reforms of a sustainable nature.











The primary purpose of research is to comprehend the reason why mental health problems are so common in hotels and what can be done in the structure to address them. It is not about the personal resilience but the way the organisational systems and leadership/culture may support or hinder the psychological well-being.
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Literature Review Overview 


Mental health = crucial aspect of service quality and retention (Long et al., 2023).

On average, 81 percent of hospitality employees indicate that they experience work-related stress.

Emotional burnout and emotional exhaustion associated with emotional labour.

There is cultural stigma that does not allow it to be discussed.











Studies have always shown the intensity of mental health issues in hospitality. Emotional labour- the necessity to be positive all the time although people feel otherwise causes internal conflict and fatigue. Also, there is stigma attached to the process of discussing mental health, and many become silent sufferers, which ultimately leads to burnout.
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Structural Causes – Overview


Irrational and excessive working hours.

Low pay and job insecurity

Top-down high-pressure management systems.

Service-with-a-smile emotional inhibition culture (Cruz, 2022).









The industry crisis lies deeply in the structure of the industry. The workers have to maintain long working hours with little rest and the employment is not safe as it is dependent on the season. Hierarchal style of leadership tends to value customer satisfaction more than the welfare of the employees resulting in a culture of limited emotional expression and normalisation of exhaustion.
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Sociological and Economic Factors


Emotional labour & depersonalisation 

Gig contracts and financial insecurity.

Absence of union and voice of workers (O’Brady and Doellgast, 2021).

Employee turnover = operational instability.











In sociological terms, most hospitality workers face depersonalisation, which is the loss of connection to their jobs through everyday acting out of their emotions. Zero-hour contracts and low pay are also contributing factors to chronic financial anxiety, economically. The lack of unionisation and the poor representation of the workers only add to the feeling of helplessness.
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Post-COVID-19 Impact


Loss of jobs and furlough raised anxiety.

Personnel deficits --> increased workload.

Digital management systems with the culture of always-on (Nguyen, 2021).

Modifying employee demands: prioritise health and a balance.











The pandemic served as a booster, increasing already existing problems. Numerous employees were retrenched or furloughed and this caused confusion and anxiety. Once the sector was reopened, the number of employees who needed to handle more workloads was reduced. Meanwhile expectations changed- employees started valuing well-being and work-life balance and compelling organisations to reconsider conventional management models.
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Theoretical Framework – JD-R Model


Job Demands-Resources (JD-R) Model (Bakker, Demerouti, and Sanz-Vergel, 2023). 

High Requirements: workload, time pressure, emotional labour.

Low Resources: independence, acknowledgment, administration aids.

Result: burnout, disengagement, turnover.











The JD-R model can be used to describe the reason burnout is highly prevalent in hospitality. Employees get exhausted and disengaged when the job demands consistently exceed the available resources including managerial support or control over task. This is a systemic, not an individual imbalance, which leads to the necessity of organisational intervention as opposed to resilience training itself.
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Organisational Responses


“TakeCare” Program of Marriott - workshops, counselling, peer networks.

Thrive days in Hilton, mental health days, access to therapy (Gallagher, 2021).

The Accor fund, All Heartist Fund - post-COVID financial and emotional assistance.

Differing success: big vs. small companies.











Large hospitality companies have begun to institute well-being initiatives. Marriott has its TakeCare which is oriented to physical and mental health, Hilton has its TakeCare which is aimed at psychological safety, and Accor has launched programs of financial aid during COVID. Smaller independent hotels, however, do not have the same resources which means that implementation is inconsistent in the sector.
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Analysis – Strengths & Limitations

Strengths:

Increasing awareness and destigmatisation.

CSR mental health integration (Uwhejevwe-Togbolo et al., 2025).

Better performance in large companies.

Limitations:

SMEs are not resourceful and trained.

Policies tend to be reactive rather than proactive.

Stigma and lack of consistency in monitoring is still there.











Though there is progress even with global chains, several small operators are struggling. There is a tendency towards being reactive (e.g. counselling post-burnout), as opposed to preventive actions, e.g., job redesign or leadership reform. In addition, such initiatives may turn out to be symbolic and not transformational, without consistent assessment or mental health measures.
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Ethical and Cultural Implications


Duty of care: moral responsibility of employer.

Moral leadership needed to support personnel prosperity (Allen and Fry, 2023).

Mental health = “Social” element of ESG frameworks.

Culture of care improves long term competitiveness.











Mental health is a moral and strategic problem. It is the duty of care of employers to provide safe and conducive environments. Empathy-based and transparency-based models of leadership have ethical foundations that lead to loyalty and productivity. Well-being is included in the social component of ESG principles, where employee welfare is associated with business sustainability as ESG principles become prominent.
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Recommendations (Part 1)


Integrate mental health KPIs in HR policies (Elufioye et al., 2024).

Emotionally intelligent train managers.

Implement first-aid mental health training.

Carry out frequent stress audits.

















Organisational leaders need to take mental health as a strategic issue in order to achieve sustainable change. KPIs need to be measurable in order to be accountable. Emotional intelligence leadership development enables managers to identify burnout signs at its early development stages. Periodic stress audits are useful to detect and mitigate systemic risks to prevent crisis.
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Recommendations (Part 2)


Preventative job design - flexible working schedules, rest, time.

Collaboration in industry on mental health standards (Pauliková, Gyurák Babeľová, and Ubárová, 2021).

Well-being incentives by the government.

Use online resources to provide 24/7.









There must also be collaboration on top of internal reforms. Consistency can be created by industry-wide well-being standards. SMEs could be encouraged to adopt because of government incentives or tax relief. Technology is a less expensive and convenient way to offer support to all employees, including part-time ones, through the use of mental health applications or online counselling.
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Conclusion


Crisis is not a personal problem.

Mental health = the basis of long-term hospitality.

Long term cultural and policy reform necessary.

Moral leadership leads to employee and guest satisfaction.











To sum it up, the mental health crisis in the hospitality is based on deep structural and cultural roots and is not rooted in personal weakness. It needs organisational, ethical and policy level reform to address it. Healthy and motivated employees are crucial in sustainable hospitality- since well-being of employees directly reflects in customer satisfaction and business sustainability.
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Final Reflection / Call to Action


Good teamwork produces a good service.

Re-think hospitality culture; empathetic, balanced and caring.

Make the difference between well and unwell the new standard of success.











In conclusion, I would like to point out that a healthy team provides a healthy service. Hospitality industry needs to alter its conventional hierarchies to adopt empathy, equilibrium and nurture. With mental health as a fundamental aspect of its values, the sector will be able to determine success not only in terms of profit, but in terms of people.
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