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Abstract 
The study is done to identify the reasons behind mental health issues or crisis situations faced by employees of Novotel York centre Hotel and ways in which it has impacted the daily operations. There has been identification of the fact that post COVID-19, there is increase in workplace pressure in the hotel industry due to reduction of availability of skilled workforce. It has been identified that within the hotel sector business; there is a need of having a skilled workforce to provide warm welcome and reception to guests as well as manage them effectively by resolving complaints. However, it has been identified that due to the toxic work environment created by discrimination done against staff from different cultural and religious backgrounds, ethnicity, mental health crisis occurs. Mental health issues in between hotel staffs have been a common issue in today’s context as there is a need to work in continuous shifts for a long time period and ensure that the same standard of hospitality services is provided. This leads to an increase in frustration level of employees working in hotel chain businesses such as that of Novotel York Centre in the UK. The study is done to identify the reason behind the mental health issues of employees in the hotel and provide recommendations to improve the mental health conditions by showing more support as well as having psychological safety provided. \
There is case-study based analysis done and ratings or reviews posted by the employees of the hotel on different job review sites are collected to have an idea of the workplace culture leading to mental health issues. Themes are made and accordingly, analysis is done. It has been identified from the opinions of employees in different sites such as that of Indeed.com that the work environment is toxic in the hotel and employees down the hierarchy are not given any respect or scope of improving skill sets to move up the organisational ladder. It has led to mental dissatisfaction by doing the same work and also an increase in frustration as there is no pay hike obtained on a short to mid term basis. Moreover, there is no happiness obtained by working in the company and also there is no or less support from the managers. It has led to a mental health crisis as no resolution is done of the internal conflicts and also workplace safety is not taken care of as it has led to leakage of chlorine, resulting in hospitalisation of seven staff of the hotel. Therefore, there is a need to make sure that employees are given assurance of psychological safety within Novotel York Centre Hotel and make sure that the toxic environment is nullified by giving equal scope of performance. There is a need to give proper rest to employees and emotional well-being needs to be improved through giving proper organisational support. 1:1 support needs to be given to the staff and managers must listen to the issues faced by staff at the workplace so that resolutions can be made accordingly. 
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[bookmark: _heading=h.lapaeixc27kf]Chapter 1- Introduction
[bookmark: _heading=h.u44chov3hdtg]1.1 Research Background 
The research background is based on identifying specific reasons for mental health issues among hotel staff working in Novotel York Centre in the UK and ways in which the situation can be improved. Staff working in the hotel industry of the UK are going through mental health issues due to increase in anxiety and work pressure (Rahimi et al., 2023). Specifically, in post-pandemic and post-Brexit UK, there has been a significant labour shortage crisis, which has been increasing the pressure on remaining staff working in the hotel sector businesses (Kotera et al., 2021).  This has led to poor-work life balance as almost 52% of the workforce complained of heavy workloads with long working hours in continuous shifts (Feltmann et al., 2023). Despite being a significant contributor to the UK economy, at present the UK hotel industry is within a critical vulnerable stage due to the poor psychological well-being of the workforce (Giousmpasoglou et al., 2025). 
Lack of psychological safety has led to a high rate of employee turnover and hotel sector businesses need to take initiatives to decrease the work pressure through providing rest in between shifts as well as provide mental health support (Arjona-Fuentes et al., 2022). The same situation has happened with Novotel York Centre in the UK as hotel staff are not satisfied with the work environment and often stated it to be toxic on different job review sites. There is a need to identify the specific reasons behind the decrease in mental health satisfaction level and increase in frustration of employees working in the hotel under Accor Group. Novotel York Centre is a family-friendly 4-start hotel (All Accor, 2026). It is located along River Foss and offers modern, renovated rooms (Novotel York Centre, 2026). It features a Gourmet Bar serving international cuisine along with a breakfast buffet (Essendi, 2025). 
[bookmark: _heading=h.pk7fqqftkpya]1.2 Research Rationale 
In the UK, the hotel industry businesses such as that of Novotel York centre is considered a crucial economic pillar, despite the workforce struggling with a significant mental health crisis. It is necessary to address and understand which particular driving factors trigger anxiety and burnout among the workforce in the specific hotel, for developing effective and cause specific improvement strategies. There has been a lack of psychological safety and stigma as staff are under high pressure to perform constantly to meet the livelihood means (Arjona-Fuentes et al., 2022). On other hand, those who have alternative options are leaving the sector and imposing high work pressure on the remaining workforce (Kotera, Adhikari and Sheffield, 2021). This research emphasises investigating the underlying reason of the identified mental struggles among the staff of the UK hospitality sector and evaluating the implemented or practiced wellbeing initiatives within the sector. The aim of the study is to recommend effective employee mental health safeguarding and work conduction improvement strategies, by addressing the specific stress factors for staff of Novotel York Centre. The research is done to have an in-depth understanding regarding the mental health crisis drivers across the UK hotel sector by taking a specific case of Novotel York Centre. Thus, the study helps in identifying the strategies that can be made by hotel employers for improving employee-wellbeing so that there can be elimination of stress factors and leads to improvement in both professional and personal wellbeing of the hotel staff. 
[bookmark: _heading=h.muhslfx9d4q5]1.3 Research Aim and Objectives
The research is done to identify the reason of mental health crisis among hotel staffs of Novotel York Centre and ways of improving the situation
The research objectives to be addressed are as follows:
· To identify the reason behind increase in mental health crisis of hotel staffs working in Novotel York Centre in UK
·  To evaluate the impact of mental health crisis of hotel staffs working in Novotel York Centre on their daily life
· To identify the initiatives that are taken by Novotel York hotel in UK to improve the mental health well-being of individuals in UK
· To recommend ways in which the mental health crisis of hotel staffs working in the Novotel York Hotel can be improved
[bookmark: _heading=h.m3h2u43il427]1.4 Research Questions
· [bookmark: _heading=h.ryzo3kzbert7]What is the reason behind increase in mental health crisis of hotel staffs working in Novotel York Centre in UK
·  What is the impact of mental health crisis of hotel staffs working in Novotel York Centre on their daily life
· What are the initiatives that are taken by Novotel York hotel in UK to improve the mental health well-being of individuals in UK
· What are the ways in which the mental health crisis of hotel staffs working in the Novotel York Hotel can be improved
[bookmark: _heading=h.gv32wnqe24t4]1.5 Dissertation Structure
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[bookmark: _heading=h.8yhc05cbkuzb]Figure 1.6: Dissertation Structure
(Source: Created by Author)


[bookmark: _heading=h.d9y9k8b4ckd]Chapter 2: Literature Review
[bookmark: _heading=h.ewa6p9wg8pou]2.1 Introduction
The chapter has helped in identifying previous studies in relation to mental health crisis situations and issues faced by employees working in hotel sector business. There is identification of work done by authors over the years regarding identifying reasons of mental health issues of the employees working in hotel sector chains and how it impacts regular operational performances. Based on the study done of previous literature, there is identification of research gaps and conceptual framework is presented. 
[bookmark: _heading=h.erjc7m518fl]2.2 Mental Health crisis issues faced by employees of hotel sector businesses and reasons behind it
There are various reasons due to which staff working in the hotel sector business are facing issues related to mental health and are going through crisis situations such as anxiety, depression, and mental fatigue. It has been identified that in the UK, there is an increase in inflation rate and hence, cost of living has increased. This has made staff work even if the workplace pressure is not justified and inhumane to meet the day’s ends (Teng et al., 2020). There is also an issue associated with skilled labour shortage in the hospitality sector businesses of UK post Brexit and after the pandemic many individuals have left the industry to find a more secure job (Kumodji, 2022). In addition to this, hotels not providing their staff with proper rest in between shifts and allowing to have work- life balance has witnessed a high rate of employee turnover. In the opinion of Elshaer (2023), it is interesting to identify that employees or individuals with no other skill sets or options of working in other industries have to work under high pressure in the hotel sector on a daily basis. 
In addition to this, lack of workplace safety has led to anxiety and stress factors causing mental health crises among staff working for long-time in the hotel sector businesses. 80% of the hospitality professionals have reported to be facing at least one mental health issue during their career and the number has been growing over the years. According to Feltmann et al., (2023), it has been due to the need of working in continuous shifts with mental fatigue and the need to meet the expectation level of guests or else, there will be downgradation of the job role. In the opinion of Jung and Yoon (2020), at times, performance appraisals are also not given to the staff in a fair manner and discrimination is done based on protected characteristics. In the opinion of Sharma (2025), it has led to feelings of lack of job security and in absence of psychological safety, anxiety level increases of losing the job. In addition to this, working under high pressure without having proper sleep leads to long-term chronic illness such as malfunction of kidneys and digestive systems (Elshaer et al., 2025). Therefore, along with mental health issues, there are also physical health problems that are identified with hotel staff working in the sector. Staff also need to maintain a positive demeanour even when faced with abusive customer behaviour and this causes a high amount of mental strain. 
[bookmark: _heading=h.9ovp4mh777gt]2.3 Impact of mental health crisis on regular operations and personal performances 
There is a negative impact of the mental health crisis on regular operations and performances of staff working in the hotel industry. As stated by Giousmpasoglou (2024), irregular working hours and long shifts lead to inaccurate providing of hospitality services. A standard service quality cannot be maintained by the hotel as staff after doing long hours of duty cannot provide the same level of hospitality services expected of them. This causes them to undergo abuse from guests and also mental fatigue or burnout results in poor thinking capabilities (Ross, 2017). According to Johnson et al., (2018), at times, employees feel low on confidence due to not being given responsibilities or due to lack of trust shown on the working capabilities of staff due to differences in cultural background or religion. In the opinion of Magdy and Salem (2024), it causes the workforce to operate in a toxic environment and there happens to be a lack of organisational support from managers. In addition to this, there is continuous insecurity faced by employees after a pandemic regarding having their job position maintained as hotels are applying redundancy to decrease workforce (Kamaruzaman et al., 2024). 
There is more trust shown on automation and use of AI-technologies to do repetitive tasks. According to Jain (2024), it has led to doing of work on continuous basis without saying much if discrimination is done. This has made the hotel business to exploit human resources, especially, lower down the hierarchy and made them to operate under high work pressure. In the opinion of El-Sherbeeny et al., (2024), it has led to less engagement of staffs in doing the work with required effort and results in poor guest satisfaction. It has been identified that hotel chain businesses’ management need to identify the number of staffs required so that there can be proper rest given to staffs working in one shift before they engage in another. In absence of such measures, there is decline in service quality and poor guest experiences (Kotera, Adhikari and Van Gordon, 2018). As stated by Wong et al., (2025), burnout reduces patience level and creativity of staffs in resolving customer complaints, thereby impacts the regular performance level. Employees working with poor mental health often experiences presenteeism which is being physically present, however, remains mentally disengaged. In the opinion of Ariza-Montes et al., (2019), it leads to lower productivity level and also increases the percentage of errors, causing poor feedback from guests. Employees also do not get equal chance of showing skills or ability to improve the knowledge to shift to more high paying positions due to discrimination at workplace. This causes frustration level with the work done on regular basis and employees seem disengaged from the workplace responsibilities.  
[bookmark: _heading=h.nb0sp6d19gy4]2.4 Theoretical Underpinnings
Herzberg’s Two Factor Theory- According to this theory, there is a need for having the hygiene factors provided as well as the motivators to make employees satisfied while working for a company. Hygiene factor involves giving salary as per the market rate, job security and also medical insurance schemes (Alshmemri, Shahwan-Akl and Maude, 2017). In addition to this, motivators also need to be there which involves proper work-life balance so that mental health is maintained along with giving workplace recognition. In the opinion of Bhatt, Chitranshi and Mehta (2022), there is a need to listen to the issues faced by employees working in the organisation and make sure that a win-win scenario is maintained which acts as motivators to be engaged more with workplace responsibilities. There is a need to give equal opportunities to employees to grow up the organisational ladder by acquiring skill sets and the required knowledge level to work in different job roles. 
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[bookmark: _heading=h.ino65ipoiico]Figure 2.4.1: Herzberg’s Two Factor Theory
(Source: Created by Author)
Maslow’s Hierarchy of Needs- According to Maslow’s Hierarchy of Needs, there are five levels of needs that need to be provided to employees working for an organisation. At the basic level, there are the physiological needs which involve having the essentials for food, water, air, shelter and are fulfilled by paying a market standard salary (Wan, 2024). There is also a need to give job security so that safety needs are fulfilled. It helps in meeting financial security followed by having a meeting of love and belongingness. Social needs to be met and an employee requires to be respected as well as have scope of socialisation in the workplace. In the presence of discrimination, conflicts happen and lead to anxiety as well as feelings of low confidence (Liang and Zhang, 2025). This is followed by the need for workplace recognition and scope of moving up the organisational ladder to fulfil esteem needs. However, it is not achieved due to the high level of exploitation from hierarchy and not giving equal chance to every team member leading to frustration level. There is also a need of fulfilling self-actualisation needs and involves seeking personal growth. 
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[bookmark: _heading=h.wcomdo7ilkf]Figure 2.4.2: Maslow’s Hierarch of Needs
(Source: Created by Author)


[bookmark: _heading=h.ji8yr8tiwrbs]2.5 Conceptual Framework 
The conceptual framework is presented as follows:
Mental health crisis faced by employees of Novotel York Centre 
Impact on organisational and personal performances of the staffs

[bookmark: _heading=h.x0b6adxwqrvl]
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[bookmark: _heading=h.wne5t7jet8cr]Reasons of mental Health Crisis
Toxic Work Environment
High Work Pressure
Ineffective Management
Discrimination 







[bookmark: _heading=h.gm8l8k5rg8zv]Figure 2.5 Conceptual Framework 
(Source: Created by Author)
[bookmark: _heading=h.r0w71vz0sfxy]2.6 Research Gap
The research gap that has been identified is that there is no research done in recent context from the aspect of Novotel York Centre operating in the UK to identify how mental health issues or crisis of staff has led to impact on the daily performance and reasons behind such issues. For identifying appropriate solutions to an issue, there is a need to identify the reasons behind it. Mental health issues faced by staff working in the hotel chain business of Novotel York Centre will help in getting an idea of the similar issues faced by employees working under high work pressure in other hotel sector businesses of the UK. Therefore, recommendations can be provided to ensure that hotel staff are given proper mental health care as well as organisational support to ensure psychological safety is upheld. This is the reason due to which the present research study is done. 
[bookmark: _heading=h.npxpuz1u4xy8]Chapter 3: Methods 
[bookmark: _heading=h.w20st1m1jnm0]3.1 Introduction
The chapter has helped in presenting the research methodology that is adapted for doing data collection and ways in which analysis is done of the information collected. Basis of data collection is mentioned along with the ways in which the data approach needs to be taken. 
[bookmark: _heading=h.qrl4ygytb3hj]3.2 Research Philosophy
Interpretivism research philosophy is best suited for doing data collection and analysis. Interpretivists consider reality to be subjective and goes well with qualitative research study design (Alharahsheh and Pius, 2020). In this case, since there will be retrieval of the employee reviews and ratings regarding work environment of Novotel York Centre published in different job review websites, interpretivism research philosophy is well-suited as the basis of data collection as different opinions will be collected for addressing research objectives. 
[bookmark: _heading=h.1f4qgqbzusqs]3.3 Research Approach
There are two research approaches-inductive and deductive, out of which one needs to be selected to do the data interpretation. In this case, there is a need to identify reasons of mental health crisis for employees or staff working in Novotel York Centre, thereby new research findings will be generated based on the ratings, reviews posted by employees working in the hotel. This makes it suitable to have an inductive research approach as it is valid or well-suited when new hypothesis statements are formed as compared to deductive research approach, helping in validating hypotheses (Kumar and Ujire, 2024). Inductive research approach is followed and reasoning is given behind the mental health crisis faced by employees of the hotel as well as impact on organisational performances. 
[bookmark: _heading=h.r9i4rea3qq2x]3.4 Research Strategy
There are various research strategies available from which one need to be selected based on the research aim and objectives (Johannesson and Perjons, 2021). For example, there can be selection of research strategies such as survey, action research, grounded theory, ethnography, archival research, experiment. In this case, there is a placement program done with Novotel York Centre and is identified to be imported to evaluate the reasons of mental health issues faced by staff working in the hotel. There is a need to develop a case study by considering different reasons given by staff of the hotel that can lead to mental health crises and hence, case-study based research is done. Secondary data is collected from different job review sites regarding the reason for dissatisfaction of employees from working in the hotel of Novotel York Centre. 
[bookmark: _heading=h.lj6yem1bfs5n]3.5 Research Choice
There is a selection of mono-methods in which secondary data collection is done and case studies related to employees of Novotel York Centre mental health crisis as well as reasons behind it are identified. Mono-method involves following a single process of data collection unlike multiple in which different methods within the same paradigm are followed (Badke, 2021). In the case of mixed methods, there is the following of both primary and secondary methods of data collection (Vivek, and Nanthagopan, 2021). 
[bookmark: _heading=h.v7itjlfj0ve6]3.6 Time Horizon
There are two different time horizons- cross sectional and longitudinal out of which one can be followed to do data collection. Cross-sectional study captures data at a single point and goes well with correlational research study (Kim et al., 2017). On the other hand, there is a longitudinal study that observes data in various time periods (Schoonenboom, 2023). In this case, there is a follow up of resource-intensive longitudinal study as reviews and ratings of staff working in Novotel hotel under study is considered. These reviews are posted by different individuals at different points in time. 
[bookmark: _heading=h.wr46c7eiyw5w]3.7 Data Collection Method and Procedures 
There are various methods of data collection such as primary qualitative and quantitative in between the interview and survey process. It helps in having first-hand experiences and more in-depth opinions can be obtained from research subjects associated with the study (Schoonenboom, 2023). However, there is more time required in doing the process as compared to secondary methods of data collection in which journals and articles are collected (Sadan, 2017). In doing data collection from first-hand sources, there is the challenge of not getting proper responses in case biased sampling is done of the respondents (Mahboob, 2018). On the other hand, with a secondary data collection method, there is less time required in doing research and also helps in having case-study based analysis based on the business under study. 
In this case, there is a need to know the mental health crisis faced by staff of the placement company/organisation- Novotel York Centre. Hence, in order to do the research, a secondary method of data collection is preferred and employee reviews, ratings on different reasons that can lead to mental health crises while working for the company are collected from websites such as Indeed.com. It has helped in doing data collection in an easier manner and also identification of different reasons such as toxic work environment, not having happiness doing job for Novotel York centre leading to dissatisfaction of employees as well as mental frustration level is done. In addition to this, there are findings from secondary sources (7-8 journals, articles) to support the case study-based analysis and interpretation. Based on the findings, themes are made for doing interpretation and research objectives are met through thematic analysis. 
[bookmark: _heading=h.coq6wpb6f9qc]3.8 Ethical Considerations
There is a need to follow research ethics while doing data collection using a secondary method and case study is formed based on a company. This involves making sure that no personal data is used unless it is available in the public forum or platform so that data anonymity or confidentiality is maintained (Farrimond, 2017). In addition to this, there is also a need to ensure that the work of authors is properly cited in the research done so that credibility is maintained.  


[bookmark: _heading=h.f8dervh9y6kq]Chapter 4: Findings and Discussion
[bookmark: _heading=h.d5m89ysw3ut7]4.1 Introduction 
The chapter has helped in presenting the research findings along with doing discussion of the secondary sources of data collected. There is qualitative data analysis done based on the findings from different reviews given by employees regarding the workplace culture within Novotel York Centre in the UK. Based on the ratings and reviews given to different aspects such as management, culture, there is analysis done of the extent to which employees might be going through mental health issues or crisis situations. The chapter has also helped in presenting the interpretation of findings in synchronisation with the literature review done. Implications of the research findings are stated along with research limitations. 
[bookmark: _heading=h.vuh94svwapgi]4.2 Findings from secondary sources
[bookmark: _heading=h.xz4e6i485g29]4.2.1 Mental Health Crisis among staffs in Novotel York Centre and different reasons behind it
Staff working in Novotel York Centre are going through a mental health crisis due to high work pressure and lack of skilled workforce. It has led to ‘below average’ rating or review from the staff working in the hotel regarding how stress-free the work environment is (UK Indeed, 2026). It has been identified that there is a clear sense of purpose and fair pay for jobs is given to the employees working in the hotel. However, the management of the hotel lagged in giving the staff a sense of belonging and also poor support was given to the employees from the manager. It has led to feelings of dissatisfaction from the staff and was not happy on an overall basis with the work environment. According to Anand (2023), mental health crises or issues occur when staff are made to work in continuous shifts without proper rest and it leads to mental fatigue. Post COVID-19, in the UK, it has been identified that there has been a shortage of staff skilled in doing different activities in hotel sector businesses (Baum et al., 2020). It has led to more work pressure on the individuals available and caused mental fatigue (Rosemberg, Tu and Armijo, 2025). In this context, there is somewhat balance maintained as employees stated in their review that there is ability of meeting personal goals. 3.7 is the rating given by employees on overall basis to work-life balance which states that there is good care given to the workforce for enabling them to maintain balance in between personal life and workplace responsibilities (UK Indeed, 2026). 
However, there is scope of improvement so that overall mental health issues can be improved. At times, employees not given a sense of belongingness to the workplace leads to conflicting situations as individuals might feel inferior and leads to job insecurity. As stated by Chen et al., (2022), it is important that managers show empathy in peak seasons due to high work pressure and provide mental health support. However, it has been identified that there has been a shortage of support from managers which has led to mental health issues due to the need to give the same level of performance. Moreover, workplace anxiety leads to high-stress environments and one has been created in Novotel York on Fishergate due to lack of preventive cautions from the management team (BBC, 2022). A chlorine solution spill in the back-of-house area near the pool caused seven employees to be hospitalised (BBC, 2022). This implied poor workplace safety management issue and has led to high stress environments as the same situation can occur again. According to a housekeeper working in the hotel, the workplace is toxic and has led to mental health issues (UK Indeed, 2026). Some staff have opined that the work environment is overall frustrating and have advised others not to work in the hotel. Not being part of the internal group or if the staff belong to a minority group, then there is evidence of discrimination done by making them work extra on weekends (UK Indeed, 2025). This has led to work pressure and in absence of psychological safety, there has been an increase in mental health crisis situations. [Refer to Appendix 1]
[bookmark: _heading=h.qrjzwk2cgf6t]4.2.2 Impact of mental health crisis of hotel staffs on daily life and organisational performances
There is a negative impact of mental health crisis situations on daily life and organisational performance. The mental health crisis within the hospitality sector is deepening as 76% of the staff reported mental health issues in 2024. It is driven by extreme workloads, low pay and poor work-life balance (Kalargyrou, Sundar and Jahani, 2023). Nearly two-third of the workforce in the hospitality sector businesses such as that of hotels experiences high stress and leads to burnout. This has led to an increase in the rate of employee turnover and has led to poor organisational performances (Jung, Hwang and Yoon, 2023). This is due to the reason that within the hospitality sector business, employees need to be energetic and engaged to welcome guests as well as meet the expectation level of hospitality services. From the context of paying salary and compensation, Novotel York Hotel which is part of the Accor Group is identified to be providing competitive pay and benefits which is described as average for the hospitality industry. 
In this context also, there is an argument presented by some employees as they have stated that there are limited career progression opportunities while working for the hotel. Mental health crisis within the hotel industry occurs due to long working hours and impacts the service quality provided to guests on certain days (Bolm, Zwaal and Fernandes, 2022). Staff get frustrated when they need to serve customers on a consistent basis by maintaining the same level of quality (Chib et al., 2025). It happens due to certain stressors triggering dissatisfaction with the workplace and the impact is felt on providing services to guests (Rosemberg, Tu and Armijo, 2025). For example, long unpredictable working hours along with issues of understaffing making the available staffs to do multiple works at a time. This has been stated also by the staffs working in the hotel of Novotel York Centre as it has been identified that they need to ‘hit the floor and often start running’, implying that the schedule is made in such a manner that there is no room for rest in between (UK Indeed, 2026). It has led to mental fatigue and effective decision-making capabilities to resolve customer complaints is affected on a negative basis. 
As an employer, the hotel has been able to satisfy some of the staff with the salary and overall work culture, however, others have suggested not working in the hotel. This might be due to discrimination faced in the workplace due to difference in cultural background or religious belief and has been another reason due to which there is less psychological safety (Anand, 2023). Due to deterioration of mental health, the ability to perform by maintaining the same consistency level will decrease with each passing day and will impact the organisational performance (Jung et al., 2023). This will be reflected in the customer satisfaction level with the hospitality services provided by the hotel staff. The process is a cyclic one as with not being able to provide psychological safety and mental satisfaction by working in the hotel, employee turnover increases (Bolm et al., 2022). This further leads to decrease in overall organisational performance and also the pressure on remaining of the workforce increases. In such a situation, even with increasing the salary, the work pressure leads to additional burden and leads to mental fatigue as well as poor performances. 
[bookmark: _heading=h.jm3cepum9obd]4.2.3 Initiatives taken by Novotel York Centre to overcome mental health issues faced by employees
There are efforts given in by Novotel York Centre as part of the Accor Group to satisfy employees and ensure that mental health improves. This is done by having a ‘human-first’ approach and structured support systems. However, there is identification of room for improvement as some employees still feel that the workplace is toxic and they are pressured to perform well on a consistent basis. It has led to an increase in stress level and caused mental fatigue. On other hand, there are efforts given to enable employees to maintain work-life balance as well as provide a clear sense of purpose (Assets Group Accor, 2024). The hotel chain located in York has tried to satisfy employees with monetary rewards and hence, fair pay is given to motivate the staff extrinsically (Assets Group Accor, 2024). There are also opportunities provided to meet personal goals, however, there is a need for improving support from the manager towards employees working for long hours by showing empathy. 
There are certain key initiatives that the hotel takes such as the Happiness Happens Day celebration and aids in bringing together staff as well as guests together with focus on mental wellness (Assets Group Accor, 2024). It is celebrated once a year in August and hence, the impact dries down. Accord Group provides Vivup platform through which employees can have confidential counselling services and mental health support through specialised helplines (Assets Group Accor, 2024). However, it might not be followed at ground level in the hotel chain of Novotel York Centre as employees have stated that there is poor support from the manager. There might also be a lack of proper inclusion and empowerment training which has led to poor confidence among employees working in the hotel to perform effectively (Bolm, Zwaal and Fernandes, 2022). In terms of job security and advancement, the hotel has obtained a 3.7 rating and implies that there is scope for improvement. The hotel is striving towards improving the mental health crisis situation of staff through motivating them with good pay, however, it has to be understood that there has to be strict measures taken to eliminate discrimination based on protected characteristics. This leads to an increase in psychological safety among employees and makes them perform without any fear of being mistreated or discriminated against. 
[bookmark: _heading=h.p72l19ujear4]4.3 Discussion 
[bookmark: _heading=h.qge6jboxggzu]4.3.1 Interpretation and analysis of the research findings in relation to existing literature
From the secondary data findings, it can be stated that hotel staff of Novotel York Centre are somewhat satisfied with the fact that there is a clear sense of purpose given and also fair pay for the job done. However, wider aspects are lacking in the hotel such as making staff feel an integral part of the hotel as there is less sense of belonging and also lack of organisational support from managers in critical situations (UK Indeed, 2026). According to the literature review done, it has been identified there is a need to ensure that motivators are in place along with the hygiene factors such as salary as per market standard, job security and medical insurance schemes. This is as per Herzberg’s Two Factor Theory and employees need to be provided with a sense of belongingness to the workplace environment and ensure psychological safety (Alshmemri, Shahwan-Akl and Maude, 2017). There is also a need of giving a scope of growing up the organisational ladder so that the staff can work with a high level of engagement and mental satisfaction that their future is secured if they continue to work for the hotel (Elshaer et al., 2025). However, as per the review obtained, such surety is not obtained and has led to increase in stress factor among employees working in the hotel. 
From previous literature work reviewed by other scholars, it has been identified that in order to make employees work with intrinsic motivation, there is a need to make them feel valued and to create an inclusive work culture (Magdy and Salem, 2024). Despite obtaining a good salary in hand or getting rewards for working as per expected KPIs, employees want to have that recognition and respect in the workplace from peers as well as from hierarchy (Giousmpasoglou, 2024). This is as per the esteem needs identified from Maslow’s Hierarchy of Needs which was lacking in case of employees in the hotel of Novotel York Centre. It has been due to not giving the required opportunities to grow up the organisational ladder and making to work extra on weekends due to not having skilled labour (Wan, 2024). This has made the employees to not recommend others to work for the hotel and hence, has led to negative attitudes towards the overall management. Within hotel sector businesses such as that of Novotel York Centre, staff are made to work for additional hours as well as on continuous shifts post COVID-19 due to skilled workforce shortage (UK Indeed, 2026). According to previous studies conducted, it can be stated that there is a need to improve the mental health condition of employees by having 1:1 sessions with them on a regular basis (Kamaruzaman et al., 2024). There is a need to show empathy from the managers to staff working for long hours and also asking when they need leave or rest leads to psychological safety. On other hand, within Novotel York Centre, it has been identified that employees are not made to feel part of the organisation and no empathy is shown from the hierarchy. 
In addition to this, employees not part of the inner group or for not belonging to the majority are discriminated against. This has led to a toxic work culture for some of the employees, especially in the housekeeping team and is evidence from the rating or review obtained. It has been identified from the previous studies done that managers need to prioritise listening to the pain points or workplace safety issues identified (Johnson et al., 2018). For Novotel York Centre, there is also negligence on part of the management to have the safety arrangements done or precaution taken so that chlorine leakage does not happen (BBC, 2022). Therefore, not being able to provide a safe working environment has led to anxiety levels as 7 staff need to be hospitalised and the same situation can occur again. It has been identified from previous literature studies that providing a safe working environment and eliminating toxicity from the working environment by developing inclusivity ensures that mental level satisfaction is obtained. Employees not made to feel part of the team even if provided with good pay or work-life balance do not feel the urge to stay engaged in work roles bestowed. It leads to negative impact on the daily performances and also when not heard off by hierarchy leads to frustration (Jain, 2024). For a long-term if it continues, then this results in employee turnover and poor organisational performances. Employees who need to meet the cost of living continue to work for the hotel sector even if there is no psychological safety and as soon as better opportunities, work culture is obtained, they tend to leave the organisation. 
[bookmark: _heading=h.nma1p24p5sep]4.3.2 Implications of the research findings and research limitations
From the experience of getting associated with the placement program in Novotel York Centre, there is an understanding of the fact that in order to improve brand image as an employer, there is a need to give psychological safety to employees. It has been identified that psychological safety has a direct inverse relationship with mental health issues (crisis situation) as higher safety correlates to better mental health (Alshmemri, Shahwan-Akl and Maude, 2017). On the other hand, not getting respect and having to do additional work on weekends due to low level of skilled employees, leads to burnout, anxiety and depression (Kotera, Adhikari and Van Gordon, 2018). The research findings implies that employees working in the hotel industry need to be provided with proper rest in between shifts and have work allocated as per the capabilities so that burden is not felt. It is also important to make sure that organisational performance is maintained and staff are able to provide efficient hospitality services to guests. 
However, in the hospitality sector businesses within the UK, especially in the hotel sector, there has been a low level of mental health support given by managers to staff and no empathy is shown. It has led to feelings of dissatisfaction and when done with employees not belonging to the majority group has led to development of negative attitude towards the management (Giousmpasoglou, 2024). Novotel York Centre has been identified to be a hotel where there is work-life balance provided as the ratings suggests, however, at times, some employees such as in the housekeeping department have felt that they are made to do more work than others, especially on weekends (UK Indeed, 2026). It has led to feelings of leaving the hotel and also there is recommendation for not doing work for Novotel York Centre (UK Indeed, 2026). There is an implication of the fact that with increase in mental health support from the management and making employees work in rotational shifts with rest in between leads to improved organisational performances. 
The research implies that there is a need to look after fatigue levels of employees and make sure that they do not get tired or frustrated due to work pressure which is inhumane in nature. The hotel needs to look after the fact that managers treat their staff with care and do not discriminate against on the basis of protected characteristics. There is a need to make employees feel a sense of belonging and also complete support needs to be given so that the staff can feel free to share their pain points without getting judged on a negative basis (Magdy and Salem, 2024). There is a need to increase the staff and also invest in training them so that there is no challenge faced in having a skilled workforce (Younger, 2023). The research implies that staff need to be given training on maintaining an inclusive work environment and do not discriminate on the basis of gender, caste, creed, colour, religion so that there is psychological safety given. It will help the employees to stay engaged in giving their best effort for the hotel and is applicable for all other hotel sector businesses in the UK, thereby improving guest satisfaction level. 
Research limitations lie in fact that due to time constraint, there cannot be survey done or primary qualitative data collection through interview. It could have given the first-hand experiences of hotel staff and employees regarding the different mental health issues that they go through (Royall, McCarthy and Miller, 2022). On other hand, there could have been interviews done by the HR team of the hotel to identify the ways in which they are trying to address the mental health issues that staff go through due to long and unpredictable working hours (Younger, 2023). At times, employees due to fear of getting affected negatively are not willing to express their pain points regarding frustration faced while working for a hotel for long hours without getting the value or having lack of psychological safety. In such a situation the researcher needs to give assurance that there will be data anonymity and confidentiality maintained for making them participate in the research. This process of data collection can be done in future to have in-depth and first-hand experiences of employees working in the hotel. Due to the lack of this research data collection process, the current mental health state and issues faced by staff of Novotel York Centre cannot be known. 
[bookmark: _heading=h.hwjt6nn5a5b5]4.3.3 Valuable ideas critical to placement hotel operations 
Valuable ideas that need to be given and are critical to the placement hotel operations are as follows:
One of the reasons for not having mental health satisfaction is that of lack of support from managers in doing critical tasks or in having resolution of pain points. Therefore, it is advised that the manager of Novotel York Centre ensures that active listening is done to the issues faced by the working staff and accordingly, resolutions are provided. There is a need to provide a win-win scenario and also give rest to staff to prevent mental fatigue (Royall, McCarthy and Miller, 2022). It helps in having effective hospitality services provided to guests and improve the overall efficiency level (Valk and Yousif, 2023). 
There is a need to develop an inclusive workplace structure and make staff learn to give respect to each other. It leads to an increase in workplace engagement level as collaboration level increases. It has been identified that there is presence of workplace toxicity due to discrimination on the basis of protected characteristics and has led to less psychological safety (Herbert et al., 2023). It needs to be overcome through having cross-cultural training provided to staff and helping the staff to provide mutual respect (Arunraj et al., 2024). The hierarchy needs to ensure that departmental managers of Novotel York Centre do not discriminate in providing responsibilities and ensure that equal work pressure is given. 
There is a need to make sure that greater level engagement is done with employees and make them feel valued or recognised for the effort given (Akgunduz, Bardakoglu and Kizilcalioglu, 2023). This leads to a general feel of work happiness and also provides opportunities to move up the organisational ladder through having internal promotions (Atan, Ozgit and Silman, 2021). It will lead to making the staff feel happy to perform for the hotel as they will know that their efforts will be getting recognition. There is a need to ensure that in order to decrease workplace pressure, the HR team needs to increase recruitment of employees and also engage in training them so that skill deficiency does not happen within the hotel (Melief, Schulp and de Boer, 2020). It will lead to providing efficient hospitality services to the guests. 



[bookmark: _heading=h.hg028rkqw29j]Chapter 5: Conclusion and Recommendations
[bookmark: _heading=h.2eby2nuki5c]5 .1 Introduction 
This chapter gives the general conclusion of the research by summarising the major findings on the mental health crisis among employees at Novotel York Centre. It identifies the key causal factors, effects on both the employees and organisational performance as well as assesses the effects of the current workplace practices on the well-being of the staff in the hotel scenario.
[bookmark: _heading=h.mmq7vv8omihm]5.2 General Abstract of the major findings 
The study was conducted to determine the most significant causes of the mental health crisis in hotel employees, analyse how it affects the lives of employees and organisational performance, and discuss the usefulness of the implemented efforts to enhance the well-being of employees, in relation to the specifics of the Novotel York Centre. According to the secondary data used in the form of reviews and ratings of employees and the literature, some important results were obtained. Among other main conclusions of the study, it was established that the high workload and insufficiency of personnel are key factors that cause mental health problems among hotel workers. Post Brexit, there is labour shortage due to stringent rules on immigration and post COVID-19, employees are not able to have complete trust on working in the hotel sector due to uncertainty, thereby shifting away from the industry. Often, employees at Novotel York Centre complained that they had to be in constant shifts where they were not allowed to rest much. This brings in the physical strain and mental strain and heightened stress levels, which eventually result in anxiety and burnout conditions.
The other significant discovery is connected to the absence of managerial support and psychological safety in the workplace. Even though workers admitted that they are paid well and given clear job expectations, most of them complained that they are not well supported by managers. Employees have the feeling that their needs are not effectively met and that supervisors are not empathetic particularly when workload is at its highest. Emphasis of this in the absence of emotional and organisational support attracts frustration, dissatisfaction and low morale among the employees. The research also established that the mentality of employees of the work place is greatly affected by the culture and the sense of belonging. According to some employees, they felt like outsiders in the internal work groups, especially those who were of minority backgrounds. The problem of unequal workload distribution, particularly over the weekends and during the season of high demand, were also the factors that led to the belief in discrimination and unfair treatment. Such experiences decrease psychological safety and augment sensations of insecurity, worry and detachment.
The other important discovery is the influence of mental health issues on employment and organisational efficiency. Employees working for the hotel with poor mental health wellbeing are not able to think quickly on spot and provide efficient customer services. There is a need to ensure that mental fatigue is taken care of and is reduced through providing proper rest. Within the hotel industry, guest satisfaction needs to be given and can happen when staff are energetic as well as remain engaged in giving complete effort for the hotel sector business. The study also found out that there is a strong association between mental health problems and turnover of employees. Constant stress, failure to get recognition and career growth opportunities make most employees think of quitting the organisation. The high turnover also contributes to workforce pressures on the remaining staff resulting in a loop of stress and instability among the workplace workers. This trend ultimately impacts long-term organisational performance as well as consistency of services of the hotel.
The other important finding is how effective the current employee well-being initiatives are. Although the hotel has had some solutions like counselling services, wellness programme, and work-life balance, the effects are not felt in reality. These initiatives were not always carried out at the managerial level according to the reports of employees. Such a disparity between policy and reality in the workplace minimises the efficiency of well-being programmes and does not allow significant changes to employee mental health. There is a need to make sure that employees remain stress free through assuring a safe workplace and manage anxiety among employees through addressing their issues instantly. In general, the results of the research have shown that the financial aspects, including salary and benefits, are not as crucial as the non-financial ones in employee mental health determination. Among the employees of Novotel York Centre, mental health problems are highly caused by work pressure, absence of management support, insufficient inclusivity, lack of career growth prospects, and insufficient psychological safety. 

[bookmark: _heading=h.9tb12vdp2pbg]5.3 Recommendations and Practical Strategies
[bookmark: _heading=h.oe2ie7q9wfw6]5.3.1 Ways in which Novotel York Hotel can enhance the mental health of the employees 
Among the best recommendations, there is the enhancement of managerial support and compassionate leadership practices. The study results revealed that workers tend to feel unassisted by the managers, especially when they are in extreme situations of work. Training on emotional intelligence, active listening, and supportive communication should be given to the managers to help them detect the stress level of the employees and offer prompt help to them (PINCHUK, 2024). Frequent individual meetings between the managers and employees should also be undertaken to enable employees to present their issues openly and eliminate anxiety at work (Younger, 2023).
The next recommendation which is essential is to provide equal distribution of workload and sufficient staffing. Employees were complaining of mental exhaustion relative to unending changes and being understaffed (Herbert et al., 2023). The hotel ought to strive more in recruitment and also establish well organized shift rotation mechanisms that ensure adequate rests between shifts (Royall, McCarthy and Miller, 2022). Offering employees healthy work-life balance and working towards the elimination of burnout will be achieved through offering predictable employee schedules (Elufioye et al., 2024).
Another element that should be worked on by the hotel is the creation of an inclusive and respectful workplace. The results showed that there was discrimination or exclusion of some employees which impacted negatively on the psychological safety of employees. Diversity and inclusion training programmes should be introduced to the organisation to promote mutual respect, bias in the workplace, and teamwork (Arunraj et al., 2024). There are anti-discrimination policies, which must be strictly followed in order to achieve equity and equality.
Another important strategy is to enhance the support systems of mental health. As much as these counselling platforms are available, there is a possibility that the employees are not using them fully because they are either not aware or have no access. There is a need to ensure that mental health service providers are kept on board by the hotel Novotel York Centre and provide 1:1 counselling service to staff facing mental health issues. There is a need to make sure that workplace safety is assured and proper actions are taken to manage employee safety before any incident happens through regular monitoring. Such accidents like the chemical spills raise the stress and fear of the employees. The hotel ought to enhance safety measures, undertake frequent risk assessments and offer safety training to the employees in order to maintain a safe working environment, which is critical towards enhancing the mental health of the employees (Ramya and Vanithamani, 2023).
[bookmark: _heading=h.erizoi7dkvxi]5.3.2 Ways in which work of the hotel be optimised by enhancing the level of mental satisfaction of the employees 
Enhancement of the mental satisfaction of the employees can greatly contribute towards efficiency in operations in the hotel. An important plan is to connect the welfare of employees and quality service management. Employees who are satisfied mentally perform at a greater level of engagement, interaction with customers and the ability to solve problems (Hadziahmetovic and Salihovic, 2022). The hotel must include employee welfare measurements in the performance management systems to track the role of employee contentment in determining the outcome of service to the guests.
The other strategy should be to encourage employee recognition and career development opportunities. The study results indicated that insufficient career development and recognition were contributory factors of dissatisfaction to the employees. The hotel ought to introduce systematic career paths, in house promotion platforms and skill training programmes (Mansor et al., 2023). Motivating and rewarding employees to acknowledge their efforts will enhance motivation and commitment to work that will result in high productivity and service delivery (Karikari, Opoku Boadi and Sai, 2018).
Joint working methods that are team based should also be adopted in the hotel in order to maximize operational performance. Open communication fostering teamwork should also be encouraged to reduce the workload pressure on individuals and provide better coordination in operations (Špoljarić and Tkalac Verčič, 2022). Team building activities done on a regular basis will help build trust amongst the employees and also help ease the relationships in the workplace which consequently helps facilitate the smooth running of the service (Zhang, 2017).
Besides, the hotel must consider employing data-driven approaches to workforce planning to effectively control the number of employees. The examination of peak seasons, number of guests in demand, and patterns of workloads will assist the management to assign the staff efficiently and not to overwork the staff (Zhang et al., 2017). The appropriate planning of the workforce alleviates stress, increases the operational flow, and improves service consistency. Employees need to be made to feel empowered and hotel staff need to be included in the decision-making process (Lilly et al., 2019). Such a sense of ownership translates to increased job satisfaction, low turnover and efficient operations in the hotel.
[bookmark: _heading=h.wjvxeltgiqqm]5.4 Future scope of conducting research
The next research might be based on primary data gathering, interviews and surveys of staff members of Novotel York Centre to obtain more knowledge about the real-time mental health issues. It is also possible to conduct comparative studies in several hotels and longitudinal studies that will help to assess the effectiveness of employee well-being programs in the long term.
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