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Addressing the Deepening Mental Health Crisis in the Hospitality Industry: A Case Study of Workplace Wellbeing within Novotel Sheffield’s Housekeeping Department

Abstract 
It is an increasing phenomenon that manifests itself in any hospitality business anywhere in the world as hotel staff members are exposed to the risk of mental health issues because of long working hours, emotional labour demands, and the performance criteria that revolve around customers. The problem of stigma and poor support systems have taken shape even with the efforts to raise awareness and wellness initiatives that are fuelling burnout, absenteeism and high staff turnover. In this paper, the case study examines how the mental health issue has escalated in the narrowed case study of the housekeeping department at Novotel Sheffield which explores stressors at the workplace, management and the organisational response. The results of the research contribute to the PESTEL and SWOT analysis of the internal and external factors influencing the mental health results of the hotel business, based on the secondary literature and the primary experience in the sphere of placements. The findings demonstrate that Novotel demonstrates that it complies with the laws and policies of occupational health and diversity, and the active mental-health support systems are not formed yet. The research concludes by providing evidence-based recommendations to improve the well-being models, leadership education, and employee assistance programmes. These organizational loopholes must be addressed in order to enhance the sustainable interaction between employees and the quality of guest service in the hospitality industry.
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[bookmark: _Toc211190613]1. Introduction 
The hospitality industry is a well-known high-stress industry to work in in the world, comprising of not only excessive working hours and odd hours but also emotional burnout (Ghorbani, 2023). In hotel environments such as Novotel Sheffield, the housekeeping workers are in an uncharacteristic stress as they are expected not only to perform excellently in services but also to be extremely strict in operations. Such work pressures have resulted in a mental crisis in the industry, to the extent of anxiety, depression, and burnout being rampant amongst the employees. Despite the fact that it is a concern in the industry, mental health stigma is not a discussable topic, and, as a result, it results in the absence of open communication and support systems (Brouwers, 2020). This work presents the investigation of this acute modern issue in the framework of the hospitality industry and under specific conditions of the hotel housekeeping department. This question of significance is pre-eminently timely since employee morale directly determines the quality of services, customer satisfaction, and employee retention rates. Based on the case of Novotel Sheffield, the research will explore organisational strategies towards employee wellbeing and what can be done to improve strategies in the organisation. The paper analysing this modern concern therefore advises a research topic that is slowly gaining momentum, pushing to break the status quo in the hotel management practices.
[bookmark: _Toc211190614]2. Literature Review 
[bookmark: _Toc211190615]2.1 Overview of Mental Health in Hospitality
Migration Mental health has emerged as a very open issue within the worldwide hospitality industry, with workers being prone to emotional labour, physical fatigue, and uneven schedules of work. Hospitality environment is characterised by direct contact with a guest continuously, long or divided shifts, and the components of performance under pressure culture (Bhardwaj and Kalia, 2021). Salama et al. (2022) believe that hotel, as one of the top five employers, has one of the highest work-related stress and emotions burnout, especially in the operational parts of housekeeping and food service. The continual need to appear positive, or, put differently, to engage in emotional labour, when dealing with appealing and challenging guests and high productivity levels, causes fatigue and a sense of cognitive dissonance (Amissah, Blankson-Stiles-Ocran and Mensah, 2021). As a result, increased absenteeism, job dissatisfaction and employee turnover have been witnessed in the sector, which has triggered focus on mental wellbeing, as one of the concerns of sustainable human resource management.
[bookmark: _Toc211190616]2.2 Leadership and Organisational Culture Impact.
Organisational culture and leadership are recurrently other factors that are cited to have a crucial influence on employee mental well-being. Based on Jasubhai (2025), workforce resilience is well predicted by leadership empathy, psychological safety, and participative communication. Conversely, most management styles, such as authoritarian and transactional, used by the majority of hotel chains may enhance nervousness and a sense of disconnection. Masoom (2021) asserts that the perceptions of fairness and recognition become the most significant aspect of what employees receive, along with monetary rewards, in minimising stress levels. In housekeeping departments, good supervisors bring a balance between giving tasks and a sense of emotional support so that the morale of the team does not decrease in case of peak operations.
Wen et al. (2020) add in the discussion that inconsistent supervisory leadership and inadequate training in emotional intelligence partially contribute to strain in the hotel housekeeping field that leads to turnover. In these cases, where employees are not guided or do not have feedback, emotional burnout increases. Stoyanova-Bozhkova, Paskova and Buhalis (2020) underscore the fact that flexible and compassionate managers have improved performance, with guest satisfaction being constant in emotionally stable teams. Workplace culture as an institution is reflected in workplace mental wellbeing, thus going beyond policies-in-place it may manifest in day-to-day interaction and frequency of management.
[bookmark: _Toc211190617]2.3 Stigma, Silence, and Underreporting
Even after ten years of open debate on mental health, stigma still suppresses a large number of employees in the hospitality sector. Chen, Zou and Chen (2021) established that two out of three surveyed hospitality employees were reluctant to report the symptoms of stress or depression to their bosses because of the fear of damaging their reputations or losing their jobs. This can be attributed to the Elshaer (2024) findings, which state that hospitality and tourist industries have a culture of endurance in which psychological distress gets normalised. Problems can be amassed by employees to the extent that they manifest through burnout or absenteeism.
There is also some failover of stigma due to the multicultural nature of hotel workforces, which is temporary. According to Kirkbride et al. (2024), the difference in cultural attitudes towards mental health, between the openness existing in most of Western Europe and the avoidance existing in certain parts of Asia, is something that complicates the easy introduction of universal wellness programmes. It leads to the adoption of uneven implementation and a lack of trust in support systems. Novotel Sheffield: In the case of housekeeping within the housekeeping team, as per the placement experience, multi-cultural employees reported reluctance to talk about emotional fatigue, as demonstrated by the need to implement wellbeing-related strategies that address cultural diversity.
[bookmark: _Toc211190618]2.4 Effect of COVID-19 and Post-Pandemic Workforce.
The mental-health weaknesses were heightened in the sector by the COVID-19 pandemic. The long periods of furloughs, job uncertainty, and decreased socialisation led to what should be considered a second pandemic of mind-related suffering, as demonstrated by the study conducted by Escudero-Castillo, Mato-Díaz and Rodriguez-Alvarez (2021). Hotels that had reopened had scarce staff, there were workloads and tough hygiene rules--this exerted strain on an already exhausted workforce. Khawaja et al. (2021) say more than two out of every three workers in the hospitality sector claimed to be more anxious after the pandemic. Employee expectations also changed due to the pandemic: the work-life situation and well-being assistance currently represent one of the main employee motivation factors, next to pay (Vyas, 2022). Yet, most mid-scale hotels continue to have unformatted mental-health models other than the lawful requirement.
[bookmark: _Toc211190619]2.5 Housekeeping: The Last Remaining Segment.
The housekeeping employees are one of the least appreciated yet the most physically and emotionally strained subdivisions of the hotel business. They normally do time-constrained, relatively low-level jobs that originate amid tight time limitations, and the autonomy is usually limited (Soga et al., 2022). As Chela-Alvarez et al. (2020) determined, the fact that the housekeeping staff is invisible to the guests and, in some cases, not even known to the management, supports low self-esteem and disengagement. In addition, the physical burden of the lifting, bending, and long movement makes the levels of stress and tiredness more complicated, and it forms a multidimensional issue of well-being.
Andrade, Miller and Westover (2020) posit that the amount of performance of the housekeeping department directly influences the level of satisfaction among the guests, but employees in the housekeeping sector are well-acknowledged with less professional development and exposure to wellbeing programmes when compared with the front-of-house staff. Lack of appreciation is a serious discouraging factor. As was witnessed in placement, Novotel Sheffield's internal culture encourages friendliness and diversity; however, formalised ways of emotional support through tools like counselling or debriefing following complaints are still restricted. This is mirrored in a larger industry trend whereby wellness plans are available to the managerial or guest employees more than it is to the operational employees.
[bookmark: _Toc211190620]2.6 Approaches to Workplace Stress: Theoretical Additions.
Two large schools of thought form the basis of the knowledge on hospitality-related stress. According to the Job Demand-Control (JDC) Model, stress is emergent when the job conditions surpass the level of control or an employee to make decisions. A typical example is housekeeping, which has a tremendous workload requirement but low power to adjust such requirements. This, together with a low level of social support, results in strain and burnout. Likewise, the Maslach Burnout Framework (Kim et al., 2021) is the theoretical approach which conceptualises burnout as three-dimensional variables, including emotional exhaustion, depersonalisation, and diminished personal accomplishment. Such dimensions are often noted among the hospitality workers who face the constant interaction with the guests and unachievable metrics of their performance.
Cafe complementary models include the Positive Emotion, Engagement, Relationships, Meaning, and Achievement proactive interventions (Farmer and Cotter, 2021) in the Positive Emotion, Engagement, Relationships, Meaning, and Achievement framework of wellbeing. Practically, these aspects would need to be infused in the hospitality workspaces through understanding leadership attributes, rewards mechanisms, as well as wellness education, which many mid-scale hotels still on the Commonwealth of Australia still lack.
[bookmark: _Toc211190621]2.7 Current Industry Responses
Accor, Marriott, and Hilton are the types of large hotel groups which have established mental-health campaigns and employee assistance platforms. According to Di Sacco et al. (2021), these initiatives are successful at the level of raising awareness, yet the involvement of local management is crucial to their success. According to Tortia, Sacchetti and López-Arceiz (2022), hotels focusing on wellbeing metrics as key performance indicators in human-resource metrics present verifiable turnover and absenteeism levels of decrease. However, the bodies of smaller franchise operations find it hard to afford such systems and implement them in a fragmented way. Wellbeing initiatives are informal at Novotel Sheffield, and they are based on supportive collaboration, not on policy, which causes the policy-practice gap.
[bookmark: _Toc211190622]2.8 Identified Research Gap
Although significant academic literature has already established the presence of stressors in the hospitality industry, little has been done to examine the application of mental-health strategies in particular aspects of operations, like the notion of housekeeping in branded mid-scale hotels. The majority of studies extrapolate the perspective over all positions of the hospitality industry or pay attention to sales in direct services. This research paper will fill that gap by outlining the lived reality of the housekeeping employees of Novotel Sheffield through the prism of applying reflective placement evidence to the theoretical model. The knowledge of the intersection of management culture, stigma, and dynamics of workload at the department level is a worthy input towards the development of a workable wellbeing strategy.
[bookmark: _Toc211190623]3. Research Method 
This is a qualitative, case-study research, and the observation involved a group of Novotel Sheffield, housekeeping department. The study draws upon the secondary research (analysis of academic journals, industry reports, and government guidelines) and reflective evidence based on personal experience. Examples of analytical frameworks are PESTEL and SWOT (to examine the strengths, weaknesses, opportunities and threats within an organisation). The approach adopted is rather interpretive, as it aims at making sense of the experience of living employees, not attempting to quantify the prevalence of mental illness (Ford and Sturman, 2020). The anonymous observations and use of published or self-reflective data only ensures that ethical integrity is achieved. This way allows working out a theory/policy/practice triangulation to provide the academic rigour and practical appeal. These insights are used to guide evidence-based recommendations, which agree with the research requirements of the University and professional standards of management of the hospitality sector.
[bookmark: _Toc211190624]4. Theme Impact Analysis 
[bookmark: _Toc211190625]4.1 External Influences: Investment techniques, including PESTEL analysis
· Political/Legal: Regulations, facade Health and Safety at Work 1974, the Equality Act 2010, and COSHH regulations oblige employers with the ingrained provision of safe work environments (Batabyal and Das, 2019). At Novotel, compliance is noted, but there is little monitoring of the mental well-being.
· Economic: A shortage of labour after COVID has added work pressure, which exposes the risk of burnout (UKHospitality, 2024).
· Social: The increasing interest in wellness in society has put pressure on hotels to pursue a mental-health approach (Cooper and Hall, 2019).
· Technological: There are virtual applications and other digital reporting programs being implemented to check stress indicators.
· Environmental: Sustainability promotions border on wellbeing, since eco-friendly operations will minimise the intensity of work.
· Legal Emerging corporate responsibility frameworks currently feature mental health audits.
[bookmark: _Toc211190626]4.2 Internal Analysis (SWOT Analysis)
Strengths:
· Good corporate ethics and training programs at Novotel.
· An inclusive work environment with support of a multi-cultural environment and a sense of belonging in the team (Costa and Costa, 2022).
Weaknesses:
· A small number of formal mental-health policies for non-managing employees.
· Win a better understanding of the demand for psychological assistance.
[bookmark: _heading=h.2dqwquj014hf]Opportunities:
· Pulling together Employee Assistance Programmes (EAPs).
· Education of emotional intelligence and well-being communication to training supervisors.
Threats:
· Employee turnover when it comes to diminishes expertise and causes operational burden (Sharma, Singh, and Tyagi, 2024).
· Burnout-related negative online reviews had to deal with discrepancies in the services.
[bookmark: _Toc211190627]4.3 Competitive Industry Response Assessment.
Hotel groups all over the world, and even Accor (parent company of Novotel), have launched wellness services and adaptable employment arrangements. Yet, they cannot be useful without a local application. As perceived in a study by Feng et al. (2020), wellbeing plans are mostly branded without any quantifiable consequences. It happened that peer support networks were formed informally at Novotel Sheffield, but access to counselling was informal.
It can be proved that hotels that implement mental health training into leadership programmes record 25% reduced turnover, as evidenced by comparative case studies (Ali et al., 2022). On the other hand, companies that use nothing but compliance frameworks have long-lasting staff disengagement rates. This shows a structural imbalance when it comes to the design and the implementation of policy.
[bookmark: _Toc211190628]4.4 Critical Reflection
The supervisors were also found to be exposed to emotional fatigue but rarely tried to receive support, which was demonstrated by personal observation during the placement. There was an assumed culture of survival in the shape of not undergoing regular check-ups on well-being. Some of the effects of the stress were eliminated, however, because of the existence of strong camaraderie. This is a pointer that mental health programmes are not able to contain the course of policy rhetoric to the field of caring and embedded leadership and the consistent communication.
[bookmark: _Toc211190629]5. Conclusion 
The mental health crisis in the hospitality business is a systemic problem that has become rampant and prevalent because of overworking and overstraining the organisation. Based on the case of Novotel Sheffield, it is quite obvious that mental health is placed at the bottom of the operational priority, even though the operations of the policies promote inclusion and safety. The approach to empathetic management should be elaborate, and the factor of well- being must be incorporated in the day-to-day practice. Proactive leadership, open communication, and support, which should be designed, may help to transform the workplace culture, reduce employee turnover, and enhance service quality. Mental health is not only an ethical problem but also a strategic choice in the case of sustainable operation of the hospitality institution.

Recommendations 
Use an Organised Employee Assistance Programme (EAP):
Provide private counselling and stress-reduction services that are accessible to employees at all levels in a way that fosters inclusivity and privacy.
Supervisor Training and Leadership:
Provide required courses on crisis management, active listening, and emotional intelligence so that managers can recognise the early warning signs of burnout.
Periodic Audits of Mental Health:
Conduct anonymous well-being surveys and present the results in HR performance reviews, ensuring data-driven improvements.
Flexible hours and Rest pause:
Reset shift patterns to include a rotation system and a required rest period in between shifts to prevent fatigue accumulation.
Inventory: Peer-Support and Mentoring Schemes:
Have Wellbeing Champions in each department to promote open communication and collaboration between employees.
Embedded in the Corporate Strategy:
Integrate mental health KPIs into the sustainability and diversity model at Accor to maintain employee well-being in line with brand reputation and profitability targets.
Such initiatives would also make Novotel Sheffield and the Accor group a leading pioneer in hospitality, wellbeing and turnover decrease, as well as service-level homogeneity. Any mental stability within the workforce promotes productivity, satisfaction among the guests, and a competitive advantage in the long run.
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