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Abstract

The mental health of employees has become a significant concern in recent years due to the evolving business environment. Along with other sectors, the hospitality sector is also facing the challenge of dealing with the increasing mental health issues among its staff members, which is affecting its performance and profitability. Respectively, the present study is analyzing the mental health crisis in the hospitality sector. The paper has helped in understanding the root cause of the issue and strategies that can help resolve it effectively.  
The theme's impact analysis is effectively explained by conducting a PESTLE analysis of the UK's hospitality sector. It helped in understanding the different external factors that are affecting the internal working procedures, leading to increased stress and anxiety among the workers. Respectively, it is concluded that the reason behind the enhancement of mental health crises among the staff of the hospitality sector is multidimensional. It is a combination of different factors, such as political, social, and environmental, which require a balanced approach to handle. 
Lastly, some recommendations are suggested to resolve the issue for the hospitality sector, including conducting training and supportive programs, redesigning work structures, and others. Proper implementation of these strategies can help employees decrease their stress levels and effectively develop a balance between their personal and professional lives. 


[bookmark: _Toc2477]Introduction 
The hospitality sector is growing rapidly worldwide due to increased travel interests and opportunities. Although the sector is contributing to the economic growth of the nations, the mental health crisis is the major challenge it is currently facing. Various factors are causing mental health issues, such as long working hours, low pay, job insecurity, emotional labour, and customer dissatisfaction (Wong et.al., 2025). According to Hospitality Action’s 2024 Taking the Temperature survey, around 76% of the staff members of the hospitality industry have faced mental health issues. Moreover, 49% of workers have faced stress in their last two years due to the pandemic and cost-of-living issues, which have affected the quality of their daily lives (Hospitalitynet, 2025). 
The nature of this sector is more demanding compared to other sectors, due to customer pressure, long working hours, and other factors, which can lead to burnout situations among employees. This pressure is continuously enhancing due to staff shortage and increasing demand for service excellence, making the hospitality sector avoid discussing mental health issues openly (Izell, 2022). By considering the increasing mental health issues, it has become important to explore this subject deeply and determine the strategies to resolve them effectively. In-depth analysis can help in understanding the root cause and resolving it properly. Respectively, the paper will include a literature review, methodology, and theme impact analysis to resolve the issue and suggest appropriate strategies. 


[bookmark: _Toc21022]Literature Review
The process of gathering secondary data relevant to the subject of the investigation is called a literature review (Ford and Sturman 2020). Respectively, the review of literature for the subject of this report by using different secondary sources, such as books, peer-reviewed journals, published articles, reports, and more, is as follows: 
According to Xiong et.al. (2023), “The Hospitality sector is a global economic driver helping nations in developing job opportunities, infrastructure, and contributing to GDP”. Respectively, the UK hospitality industry has increased its economic contribution yearly over the last six years, from £20 billion to £93 billion. Moreover, since 2016, this sector has created 3.5 million jobs, making the hospitality industry the third-largest employer in the nation (UKHospitality, 2024). On the other hand, Kotera, Adhikari and Sheffield (2021), have argued that “Behind the economic contribution of the hospitality sector lies long working hours, emotional labor, customer abuse, guest dis-satisfaction, pressure of service excellence and more, affecting the mental well-being of the workers”. Employees working in the hospitality sector play a crucial role in the successful delivery of services and in enhancing customer satisfaction. However, this entire process involves emotional labour, i.e., managing one's feelings to present a charming, attractive, and upbeat personality to guests, thereby providing them with a positive experience, which is a significant occupational hazard in this sector. The process of hiding original emotions by surface acting enhances depression, stress, and anxiety among the staff.
Along with this Xu et.al., (2022), have identified that “While offering satisfactory services, the staff of hotels and tourism companies faces various types of customer abuse such as racial slurs, verbal aggression, physical assault and more which develops emotional distress, burnout and poor performance”. The hospitality sector has normalised certain customer abuse and pressured staff to tolerate it in order to provide them with higher experiences, meet their requirements, and increase their satisfaction level. However, this factor of considering that “The customers are always right” affects the mental well-being of the workers, making them either leave their jobs or face depressive symptoms. 
On the other hand, Nisar et.al., (2021), have determined that, “Depressive employees find it complex to use their creativity and other skills completely and suffer from decreasing work efficiency and performance at the workplace”. The situations of depression and anxiety lead to enhanced absenteeism, early retirement, and more. In the hospitality sector of the UK, the average rate of turnover is 180% for bar staff members and around 30% for managers due to stress, depression, and anxiety faced by these workers (Kotera, Adhikari, and Sheffield, 2021).  According to a survey conducted by Axonify, more than half of managers working in the UK's hospitality sector reported their organisation and employees are suffering from burnout and a labour shortage (Gentle, 2024). This staff shortage issue has exacerbated workloads and employee turnover, resulting in customers experiencing long waiting times and poor service quality. 
Apart from this, Varga et.al. (2021) have suggested that, “Hospitality sector needs to focus on conducting training for their employees to develop skills, knowledge and personality in order to reverse this trend of mental issues”. Training on handling complex situations, stress management, and recognising mental health symptoms can help employees reduce their work stress, think positively, and remain hopeful. Moreover, workshops on coping strategies, time management, and work management can help reduce burnout situations. Education can also help workers to decrease stigma related to mental health issues and enhance early interventions. In addition to it Varga et.al., (2021), have stated that, “Hospitality organisations need to conduct programs or activities to promote mental wellbeing of the workers”. Respectively, the companies can conduct meditation sessions, yoga programs, and warm-up exercises for their workers to help them reduce work stress, stay fresh, and think positively. A positive mindset needs open communication, a supportive working culture, and a healthy environment that can contribute to reducing anxiety and depression. 
On the other hand, Feltmann et.al. (2023) have demonstrated that, “COVID-19 affected the workers of the food retail, food service and hospitality sector the most due to already available disparities at the workplace which exaggerated further during lockdown and enhanced their stress and anxiety”. The pandemic led to increased financial instability for workers in the hospitality sector, resulting in heightened stress, worry, and a worsening of their mood. Moreover, it was risky for the employees to go to work during the pandemic and following the restrictions like social distancing, which resulted in enhanced mental stress. The fear of contracting the infection also increased the level of stress among the workers and their family members. 
In summary, the existing literature identifies specific drivers in the hospitality sector, including excessive job demands, emotional labour, and staff shortages, which contribute to employee burnout, anxiety, and stress (Batabyal and Das, 2019). 
[bookmark: _Toc12696]Method
A set of methods used to collect and analyse data relevant to the research topic is referred to as the research methodology (Saharan et.al., 2024). With respect to the current study, a qualitative research design is employed to assess the enhancing mental health crisis in the hospitality industry. Respectively, the secondary data collection method is deployed to pay attention on the certain factors causing to mental stress in the sector and strategies for handling them. Different secondary sources, including peer-reviewed journals, published articles, verified/official websites, industry reports, and books, are utilised to collect relevant and up-to-date data. Moreover, Google Scholar is used as a credible database for searching relevant secondary sources via different keywords such as “mental health issues in hospitality sector”, “employee welfare initiatives”, “Hospitality industry facing staff shortage”, and more. 
Moreover, the study employs an organised process to select and use sources effectively However, studies on other sectors such as retail, technology and more are excluded from this research. Moreover, healthcare journals not focused on mental health were also excluded due to their irrelevance to the topic (Saharan et.al., 2024).
[bookmark: _Toc31095]Theme impact analysis 
PESTLE analysis is effective in understanding the overall impact of the mental health crisis on the hospitality and hotel industry (Cooper and Hall, 2019). Respectively, this analysis is as follows: 
Political Factors: Government policies play a crucial role in fostering a healthy workplace for workers. According to the Chartered Institute of Personnel and Development (CIPD), companies possess responsibility of determining and mitigating known mental health related risks by creating clear policies, conducting thorough risk assessments, and implementing effective mitigating measures. However, small and medium-sized firms in the hospitality sector often avoid implementing mental health initiatives due to their limited budgets and resources (CIPD, 2023). 
Moreover, the situation of pandemic made the governments of mostly all the nations to shift their focus the well-being of workers. In context to this, different programs are implemented by the UK government, such as “Thriving at Work” program and developed the Health and Wellbeing Strategy 2023 to promote healthy workplaces. Nevertheless, implementation of these strategies and programs is rippling in the sector (Tribe 2009). On the other hand, Brexit has ended the free movement of EU employees, exacerbating the staff shortage issue in the nation's hospitality sector. It has also resulted in increased wages and decreased operational hours, causing hospitality companies to suffer losses and employees to face increased workload (Schilbach et.al., 2022). 
Economic Factors: The UK economy is experiencing fluctuations, which are a primary driver of stress among workers in the hospitality sector. According to a study conducted by AXA UK, the poor mental well-being of workers costs the UK economy £102 billion annually due to increased absenteeism, sick leave, and poor productivity (AXA, 2024). The situation of inflation and increased wages has affected the profitability of hotel and hospitality companies, restricting their investments in wellness-related initiatives. 
Social Factors: The Hospitality sector works on the concept of “Customer is always right” and “Service with a smile”, developing emotional burden on the employees, making them suppress their original emotions to act positively and kindly, which enhances the mental stress (Costa and Costa, 2022). Moreover, factors such as job insecurity, long working hours, and irregular shifts hurt employees' work-life balance, leading to increased personal stress. The industry's reliance on weekend work, split schedules, and different shifts can make workers feel isolated and bored (Xuecheng, Iqbal, and Saina, 2022). On the other hand, tolerating customer and workplace abuse enhances the mental stress and makes staff either leave their job or affect their overall performance. According to a study conducted by the UK Royal Society for Public Health, it has been identified that 84% of workers in the hospitality industry are facing increased stress due to their job, and 45% of employees expressed an interest in not recommending working in this sector (Verdict Food Service, 2019). All of these social factors are affecting the motivation and confidence of employees, thereby impacting their ability to deliver quality care services and treatments to service users. Poor guest experiences can negatively impact a brand's image and reputation in the market. 
Technological Factors: Technology is continually evolving, placing pressure on employees to continually develop their skills and knowledge to stay current. A lack of technological knowledge or skills can lead to mental stress and job insecurity. However, some digital tools or apps can help employees maintain their well-being, such as wellness applications and Employee Assistance Programs. The well-established hotel brands, such as Marriott, are offering mental health support to their employees, but small and medium-sized firms are unable to conduct these programs due to limited budgets and resources. Moreover, companies can utilise employee management software to reduce shift unpredictability, create regular breaks for rest, develop effective schedules, and more, ultimately leading to decreased stress (Nikopoulou et.al., 2023). 
Legal Factors: The government is recognising the importance of workplace safety, and as a result, it is being incorporated into the legal framework. The UK government has introduced the Equality Act 2010 to prevent employees from experiencing any form of discrimination, which can cause them stress and anxiety. Moreover, the Health and Safety at Work Act 1974 is designed to ensure the physical and mental well-being of workers at the workplace. All these laws and regulations are formulated with the consideration of the health of workers and aim to prevent them from any harm (Hughes, Ferrett and MBE, 2021). 
The Working Time Regulations 1998 stipulate the importance of taking rest breaks and limiting working hours. However, breach of this act is common within the hospitality industry. In the hotel and hospitality industry, workers often have heavy workloads, inadequate rest breaks, and long working hours, which negatively impact their performance and mental well-being (Malomane, Musonda and Okoro, 2022). 
Environmental Factors: There are different environmental factors, such as climate change, the aftermath of COVID-19, and more, which are exacerbating the mental health issues of the workers. Post-pandemic, the cost of living is continuously impacting the financial stability and quality of daily life of employees, creating mental stress. Moreover, customers are becoming increasingly environmentally conscious. As a result, they are seeking sustainable options, which is putting pressure on hotels and other hospitality companies to meet these requirements effectively (Ghazali et.al., 2024). 
[bookmark: _Toc31977]So, the PESTLE analysis recommends that there are mulitple factors contributing to affect the mental health of the employees working in the healthcare sector. Despite of numerous programs and initiatives of the government, the uncontrollable and unpredictable environmental, economic, and social factors are causing stress and anxiety. Moreover, technological factors can help alleviate stress, but they must be effectively integrated into the culture and workplace management (Sharma, Singh and Tyagi, 2024). 

Conclusion 

Therefore, it is concluded that mental health crises within the hospitality sector are due to a combination of multiple factors, including emotional labour, excessive job demands, and staff shortage. Despite specific governmental support and initiatives, political, social, and economic factors are exacerbating the issue. Mental health has become an important Aspect that needs to be addressed with urgency to avoid further negative impact on both the industry and its workers. Collective actions by employers, the government, employees, and others can promote and develop a mentally safe and supportive workplace where staff can use their skills and creativity openly. 
[bookmark: _Toc30610]Recommendations 
Incorporation of the mental health programs into the organisational strategy: 
The hospitality and hotel sector needs to prioritise the mental health of its employees to keep them performing at a higher level. Respectively, companies can add their newly formed mental well-being strategy into their performance measurement frameworks. Moreover, they can conduct well-being audits of the staff on either weekly or monthly basis. Moreover risk assessments regarding stress can also help in meetging the mental requirements of the employees. Leaders can promote open communication regarding mental health to facilitate early interventions and resolve issues effectively (Wu et.al., 2021). 
Training and Support: 
The hospitality firms need to conduct training programs for their workers to aware them about the different mental health issues like anxiety, depression and stress they might face along with their early symptoms to avoid worsening of the condition and promote early diagnonsis. Along with this, the leaders and managers of the hotel companies need to develop a working culture where team members can discuss about their stress, work pressure and more to identify most effective practices or cooperate with each other. The top management can also conduct sessions like Yoga, meditation and privae consultation  for workers facing mental health issues (Charles et.al., 2021). 
Redesigning the work structure: 
The overall analysis of the report highlights major causes of the mental health issues among the employees which are long working hours, shortage of the staff members, uncertain shifts and more. To handle this, the hotel and hospitality companies need to implement concept of flexible scheduling in which they can provide small breaks, nap breaks, snacking breaks and more to their staff members for refreshing themselves and handling their emotional feelings. Moreover, it can include restricting the working time of the employees so that they can manage their both personal and professional lives effectively.  The use of advanced technologies to manage human resources, schedule, work and more can enhance the credibility of the flexible scheduling approach.  (Lovejoy et.al., 2021). 
Investment in technological advancement: 
In the current era of digitalisation, the companies can adapt wellbeing tools and technologies for helping their staff members to manage their stress effectively. There are tools which offer different sessions or activities to enhance patience, calming mind, think positive and avoid unnecessary stress. However, the use of these wellbeing tools need to be handled responsibly otherwise too much dependence can make staff to affect their performance and divert their work attention (Altaf Dar et.al., 2023). 
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