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The research had been conducted to observe the deteriorating nature of mental health issues in hotels and was observed that employees are literally finding it hard to cope with the pressure that is growing each day. The problem was too long overdue even though almost everyone in the business was experiencing stress and long working hours. It was discovered that individuals were being overworked and no actual assistance was being provided to assist them to deal with it. Books and journals were being consulted to learn how to form a better understanding of the problem, and the same story was being observed everywhere people were being overworked, underappreciated, and left weary at all times. Certain programs were being implemented to rectify things, however they were not being taken seriously or well managed. As the research was going on, it was also being experienced that the greatest cause of all this was the leadership and work culture. They proposed changes, but minor but significant changes, such that hotels could become a place where workers were being cared about and not merely used to serve.
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Mental health is being identified to be one of the largest issues in the hospitality industry. Previously, it was not given much attention, and was a personal issue but it touches on it all now. The industry is based on people, their powers, and their moods, thus whenever staff members are overwhelmed or nervous, the entire mood is altered. It was noted that customer pressure, excessive number of hours worked and unexpected shifts tend to exacerbate the situation. A significant number of workers were found to be struggling quietly as they tried to be positive at work place.
This crisis has been more evident in recent years. The pandemic made people lose their jobs, experience uncertainty, and have the additional stress. The recovery was slow and most of them went back to more difficult workloads and fewer breaks. Managers attempted to hold the situation together, yet the emotional price was made more evident.
The research was aimed at the investigation of the impact of mental health issues on both workers and companies in the hospitality industry. It was supposed to indicate the relationship between wellbeing and service quality, staff retention, and sustainability as well. This took a further examination to comprehend how this crisis can influence the future of the hospitality workplaces.

[bookmark: _Toc211446686]Literature Review
Understanding Emotional Labour and Burnout
Emotional labour in the context of hospitality has been referred to as a silent load which goes hand in hand with smiling, politeness, and dealing with the customers with patience despite the fact that the worker might be exhausted or even stressed. According to an explanation provided by Ford and Sturman (2020), this kind of emotional performance that is replicated in the daily routine may lead to exhaustion and burnout. Employees are expected to be cheerful most of the times whether it is reflected on their face or not irrespective of how they feel, and this may cause a misalignment of the emotions on the face and those on the heart. This emotional control on a regular basis was observed to be energy-consuming and influence mental and physical health. According to Costa and Costa (2022), the concept of wellbeing at work has now become the subject of competitiveness, rather than a moral concern. When employees are dissatisfied or overworked, their work and dedication tend to decline and this gives a cycle that will impact the business.
Burnout has been viewed as the natural process in most studies in the hospitality industry hence difficult to alter. Employees begin to develop a vision that stress and fatigue are normal in the job. This attitude does not allow the mental health to be discussed openly and postpones the help-seeking behaviour.
Factors Causing Poor Mental Health
A number of reasons of poor mental health has been found in the hospitality industry. The most common for stress in the job are long hours, irregular shifts, and constant contact with the guests (Yoo, 2023). Standing all day, complaining, and multi-tasking between the customers and the team members may result in chronic fatigue due to the physical demands of the job. Another significant stressor has also been outlined as job insecurity, which mostly affects seasonal and casual employees who are not that stable financially. 
These issues were aggravated by the COVID-19 pandemic. Most individuals were rendered jobless, and others went back to workloads due to shortages of staff. Anxiety on the safety of jobs and especially about the future brought new layers of apprehension (Hassane Gharbi, Abu and Nadir Aliane, 2025). Research conducted by the International Journal of Hospitality Management resulted in the factors causing emotional stress and reduced job satisfaction. 
The table below has an easy overview of the common causes of poor mental health in hospitality as determined in the literature.
	Factor
	Description
	Impact on Employees

	Long working hours
	Extended shifts with little rest
	Fatigue, burnout, sleep problems

	Customer interaction
	Constant emotional display
	Emotional exhaustion, frustration

	Job insecurity
	Unstable contracts and income
	Anxiety, low motivation

	Poor leadership
	Lack of support from managers
	Isolation, loss of confidence

	Staff shortage
	Overload on remaining employees
	Stress, reduced morale


Global Challenges and Industry Pressure
The challenges at a global level like labour shortage, change in technology, increased customer expectations to be some other stressors on hospitality workers (Batabyal and Das, 2019). The hospitality industry has never been as competitive and fast-paced as it is today with pressure to always achieve excellence (Sarkar et al., 2024). These stresses render employee’s expendable and constant review.
Sustainability with the well-being of employees, arguing that to remain successful in the long run, a healthy workforce is necessary (Vânia Gonçalves Costa and Costa, 2022). Lack of mental stability amongst employees will expose hospitality companies to high turnover rates, hiring expenses as well as diminished customer satisfaction (Nguyen, Hoang and Tuan, 2023). Employees in the worldwide need to more training about how to balance the work and professional life and how get the mental peace in the workplace (Borowiec and Drygas, 2023). 
Organizational Culture and Leadership Influence
Organisational culture contributes significantly to the way employees are subjected to stress (Kiptulon et al., 2024). Most workplaces in the hospitality industry have a performance-oriented culture, in which customer satisfaction and productivity prevail over that of the individual wellbeing (Saito, Brozović and Baum, 2024). Managers are pressurized themselves and cannot help others as much as they should. The level of stress can be reduced or increased based on the leadership style (Harms et al., 2017). Empathetic and attentive leaders will provide safer environments where employees can share their hardships, and managers who are authoritative or closed will cause anxiety (Ma et al., 2024). 
It was observed that the employees in those companies where mental health was openly discussed displayed improved engagement and motivation (Grant, Wise and Rogers, 2016). But these cases are in any case few. Mental health is still a personal concern to many managers instead of being a collective responsibility. Emotional intelligence and communication training would be helpful, although they are not widely employed so far throughout the industry. 
Industry Responses and Case Comparisons
To address this increasing concern, several large brands of hotels have launched mental health programmes. Hilton introduced its program named Thrive at Hilton that offers counselling, training and awareness programs. Accor created the program of empathy and care of staff, Heartist. Marriott international established support systems on wellbeing and mental health days so as to mitigate burnout.
Though these reactions represent an improvement, several scholars claim that most of these actions are designed to address a symptom rather than the underlying causes such as workload, salary, and staffing ratio. Employee assistance programmes (EAP) are useful but they do not address the structural problems that cause stress in the first place.
	Company
	Initiative
	Focus Area
	Limitations

	Hilton
	Thrive at Hilton
	Counselling, wellbeing training
	Limited to certain regions

	Accor
	Heartist
	Empathy and team bonding
	Does not reduce workload

	Marriott
	Wellbeing days
	Rest and mental health support
	Lack of consistency


These comparisons show that awareness is improving, but action remains uneven. Policies often look good on paper yet lack consistent monitoring and evaluation.
The Gap Between Awareness and Action
The largest problem that has been seen in most of the studies is the disconnect between awareness and actual action. The mental health has become an important aspect of hospitality companies, yet very few companies have completely adopted it as part of their business (Maria Fernanda Ciavaldini, 2025). Short workshops may be attended by managers, but the everyday work culture does not change. Employees are invariably afraid to talk candidly about the hardships as it can be construed to mean weakness (Brotherton, 2008).
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Research Design
The secondary and qualitative approach was selected in this study due to the fact that it was deemed to be the most appropriate method in ascertaining the intensity of the mental health issues in the hospitality industry. The study relied on the already published sources, such as educational journals, textbooks, and reliable reports published in the industry. It was assumed that reliance on the existing sources would assist in obtaining a wider and more credible picture of the subject. This was with a focus on collecting ideas, patterns and themes, which had already been covered by other researchers.
Data Sources
A number of most important materials in the module reading list were used to collect the information. These were the publications by Ford and Sturman (2020), Costa and Costa (2022), and Batabyal and Das (2019), as well as the recent journal articles and reports of professional organisations. All the sources assisted in creating a general picture of mental health influence on the hospitality workforce.
	Source Type
	Examples Used
	Purpose

	Academic Books
	Ford & Sturman (2020), Costa & Costa (2022)
	Theoretical understanding

	Journal Articles
	International Journal of Hospitality Management
	Current evidence

	Industry Reports
	UK Hospitality, HSE (2023)
	Real-world data


Analytical Framework and Limitations
A thematic analysis was used to identify recurring issues. The JD-R (Job Demands-Resources) model helped in interpreting how stress develops when job demands outweigh available support. Secondary data were selected for convenience, reliability, and ethical simplicity. Still, limitations existed because no primary interviews or surveys were conducted, meaning some personal experiences may have been missed.
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Using the JD-R Model to Understand Mental Health Impact
The mental health crisis impact on employees and organisations in the hospitality industry was investigated using the Job Demands-Resources (JD-R) model. According to the model, workers can be stressed and exhausted when they encounter high job demands and limited resources. Hospitality has long working hours, emotional labour, shift irregularities as some of the job demands that are very common. Conversely, support systems, training and wellbeing policies tend to be inadequate. This has been identified to be a key contributor to burnout and turnover. JD-R framework assists in demonstrating how these daily pressures accumulate and how the lack of a supportive response on the part of the management makes situation even worse.
Economic Impacts
The economic aspect of the crisis is disregarded, but it has grown to be one of the most apparent spheres of concern. The stress and burnout are higher, and they increase the absence and sick leave. Workers feel like calling in sick or may even quit the job altogether when they are tired or psychologically exhausted. Replacing and training new personnel is quite expensive and is particularly common in hotels and restaurants whereby customer service skills are only developed over time.
High turnover and poor retention decrease service consistency which in turn impacts directly on revenue (Vânia Gonçalves Costa and Costa, 2022). Hotels are expending more on hiring and losing experienced employees who would bring long term value (Orr, 2025). There is also decreased productivity as the workers who are either tired or anxious work very slowly or not with enthusiasm. This does not only impact on profit margins but also it destroys brand reputation.
	Economic Factor
	Impact
	Outcome

	Absenteeism
	More sick days and fatigue
	Reduced productivity

	Turnover
	Frequent resignations
	Higher recruitment costs

	Training costs
	Constant new hiring
	Financial strain

	Service inconsistency
	Lack of experienced staff
	Loss of customer loyalty


Social Impacts
Socially, the crisis has transformed the feeling of the working people on the hospitality industry. Employees used to have a strong sense of pride and belonging but most of them are currently reporting that they feel isolated and dissatisfied. Emotional fatigue, stress, and burnout are now widespread subjects on the workforce (Edú-Valsania, Laguía and Moriano, 2022). Emotional labour is yet another stress factor compounded by the need to be jovial before visitors despite one feeling tired (Chen et al., 2022).
The work-life balance is also associated with social (Rony, Md. Numan and Alamgir, 2023). There are long shifts, working in the evenings, and working on weekends, which implies that most employees have no time to spend on a personal life and family. This is an unbalanced state causing emotional fatigue and resentment that may propagate among the teams. When an individual is demotivated, the other party will be influenced as well making it a bad environment (Batabyal and Das, 2019).
	Social Issue
	Effect on Employees
	Overall Impact

	Long working hours
	Poor work-life balance
	Fatigue and burnout

	Emotional labour
	Constant pressure to smile
	Psychological strain

	Job insecurity
	Anxiety and instability
	Loss of trust

	Lack of social time
	Disconnected personal life
	Reduced satisfaction


Organisational Impacts
The effects of poor mental health in the organisation are manifested through quality of service, employee interaction and brand image. Employees are exhausted, both psychologically and emotionally if they don’t match the personal life and the professional life (Pacheco, Coulombe and Meunier, 2021). Errors are made, communication is poor, and motivation is lost. This can be harmful to those hotels and restaurants who depend on the satisfaction of the customers.
Ford and Sturman (2020) report that high emotional wellbeing is associated with improved interaction with the guest and brand loyalty (Claude, 2025). Employees will make an extra mile when they believe they are supported and valued (Knapp and Wong, 2020). It is, however, unfortunate that most hospitality organisations continue to emphasize on operational performance, rather than emotional support. The managers themselves are prone to pressure and might not have time or training to assist others.  
Organisations also lose valuable information when experienced staff is lost due to burnout (Day, Crown and Ivany, 2017). This interferes with the workflow and puts additional strain on the remaining workforce, and the cycle continues. The general culture of working in the workplace is made more reactive as issues are never handled until they get severe.
	Organisational Area
	Impact
	Result

	Service Quality
	Increased errors, poor guest experiences
	Loss of reputation

	Employee Engagement
	Reduced motivation and loyalty
	Weak performance

	Staff Retention
	Higher turnover
	Increased recruitment cost

	Leadership
	Limited empathy and awareness
	Unhealthy workplace culture


The evidence shows that mental wellbeing is directly connected to business success. Without a healthy workforce, hospitality organisations cannot deliver consistent quality or sustain growth (Luther, 2024).
Industry Reactions and Case Studies
Certain hospitality brands have realised this emerging problem and initiated wellbeing programs. The Thrive at Hilton programme concentrates on physical and mental well-being in the form of counselling sessions, resilience training and wellbeing materials offered by Hilton. Accor has a programme called Heartist which encourages staff members to be kind, work in teams, and to have an emotional attachment. Marriott has also introduced flexible working and availability of mental health practitioners.
This is a good beginning with loopholes remaining. The programme in Hilton cannot be applied equally across the branches. The initiative that Accor is undertaking enhances communication and not necessarily less work. Marriott initiatives are valued, however, they are based on management assistance; this differs in different locations.
	Company
	Programme
	Main Focus
	Weakness

	Hilton
	Thrive at Hilton
	Employee wellbeing and training
	Uneven global application

	Accor
	Heartist
	Emotional connection and empathy
	Limited impact on workload

	Marriott
	Wellbeing Plan
	Flexible scheduling and counselling
	Dependent on management involvement
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A large influence on the effectiveness of hospitality is being mentally healthy. The quality of service increases when the employees are attended to, trained and nurtured (Mampuru, Mokoena and Isabirye, 2024). It has been found even in bad work environment and bad leaders, worry, burnout, and emotional exhaustion may still be experienced. It was evident that mental health and work were connected. The transformation in the mode of running should be one of the priorities in terms of which we will be able to achieve any actual progress. The industry needed to transform its practices such that health was regarded as a key aspect in ensuring that one does well in business.
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	Recommendation
	Description
	Expected Outcome

	1. Provide Mental Health Training
	Mental health training should be offered to both managers and employees. It was felt that there is a lack of awareness, and proper guidance can help leaders recognize early signs of stress and respond appropriately.
	Early detection of stress, better emotional support, and safer work environments.

	2. Develop Flexible Working Hours
	Flexible working schedules should be created to ensure employees are adequately rested and maintain a work-life balance. Fair workloads were regarded as essential for reducing burnout and improving motivation.
	Higher job satisfaction, reduced burnout, and improved productivity.

	3. Encourage a Supportive Workplace Culture
	A supportive and open culture should be promoted where employees feel safe to discuss mental health without fear of judgment. Open conversations can build trust and strengthen teamwork.
	Greater trust, better communication, and stronger team relationships.

	4. Integrate Wellbeing into HR and Sustainability Strategies
	Wellbeing should be included as a key part of HR policies and long-term business goals. It was believed that treating wellbeing as a core company value can improve employee satisfaction and brand reputation.
	Improved employee loyalty, positive public image, and long-term sustainability.
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