Contemporary Themes in the Hotel and
Hospitality Sector 
BMIH6001





AI Acknowledgment:

I acknowledge the use of CHATGPT, Quill Bot and Grammarly to check my work below for grammatical mistakes and simplify the text.  I also used AI to find and research on hotels facing mental health issues within hospitality sector. I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
















Table Of Contents:
· Section: 1 Introduction
· Section: 2 Literature review
· Section 3: Method
· Section 4: Theme impact analysis 
· Section 5: Conclusion 
· Section 6: Recommendations
· Reference List














1. Introduction

Mental health has become a serious issue in the hospitality industry today, affecting how stable the workforce is, how good the service quality remains, and how long businesses can keep running successfully. The World Health Organization (2022) explains mental health as a state where a person can handle daily stress, work productively, and contribute to society. In hotels and restaurants, this balance is often lost because of long working hours, emotional pressure, and fast digital changes (Karatepe, 2020). The industry depends heavily on people’s energy and emotions, which makes staff more likely to suffer from stress and exhaustion due to irregular shifts and constant customer demands (Robson et al., 2023).

The COVID-19 pandemic made this situation worse. Many workers faced burnout, anxiety, and job insecurity. A study by the International Labour Organization (2023) showed that over 70% of hospitality workers felt more anxious after the pandemic. In the UK, 68% of hospitality staff reported poor mental health caused by overwork and lack of support (The Burnt Chef Project, 2024).

Although technology and AI can make hotel operations faster and easier, they can also cause “technostress,” (Tarafdar et al., 2019)  where employees feel pressure from constant use of digital tools (Khatter, 2023). This report uses the DPSIR model and other analytical tools to explore these mental health problems and find ways to improve wellbeing in the industry.



2. Literature Review 

2.1 Understanding the Mental Health Crisis in Hospitality

The hospitality industry is one of the most stressful and emotionally demanding sectors. It depends on people’s emotions, communication, and energy, which often causes mental strain. Baum et al. (2020) and Karatepe (2020) explain that long hours, emotional labour, and pressure to please guests often lead to burnout. The World Health Organization (2022) defines burnout as long-term workplace stress that is not well managed, causing tiredness and emotional distance (Maslach & Leiter, 2016).

Mental health problems have risen sharply. The Burnt Chef Project (2024) found that about 70% of UK hospitality workers experience poor mental health due to stress, depression, and lack of support. The International Labour Organization (2023) reported a 32% global increase in these issues since 2020. Baum (2023) adds that low pay, unstable jobs, and weak worker rights make the problem worse. Solnet (2016) note that these inequalities are deeply rooted in the industry’s culture.

Kim, Woo and Uysal (2016) highlight that gender, ethnicity, and job position also affect mental wellbeing. Women and minority staff often face more stress due to discrimination and emotional expectations from guests. This shows that the crisis involves not only work pressure but also fairness and inclusion.


2.2 Theoretical Frameworks on Stress and Organisational Behaviour

The Job Demands-Resources (JD-R) model explains that burnout happens when workers face high demands but have little support or fair pay (Bakker & Demerouti, 2007). In hotels, long hours and lack of care from managers cause exhaustion (Xiong, 2023). When stress continues, workers lose interest and often leave their jobs (Kishore et al., 2023).

The Conservation of Resources (COR) theory says stress increases when people lose time, energy, or social support (Hobfoll et al., 2018). Hospitality workers often feel drained after handling rude guests or pretending to be cheerful (Shahzad et al., 2023). Both theories show that stress is not a personal weakness but a result of poor working conditions.



2.3 The Role of Leadership and Organisational Culture

Leadership and culture strongly affect employee wellbeing. Transformational leaders who motivate and care for staff reduce stress (Bass & Riggio, 2006). Supportive management lowers burnout by 40% in UK hotels (CIPD, 2023) and builds trust (West & Coia, 2021). However, Zada (2025) warn that many companies only promote mental health to look good. Real progress needs open communication, safe spaces, and a culture that treats wellbeing as essential to success.


2.4 Digital Transformation, AI, and the Wellbeing Paradox

Technology and artificial intelligence (AI) have changed hospitality work in major ways. According to Canary Technologies (2025), about 73% of hotels now use AI for guest communication, check-ins, and data forecasting. These tools save time and reduce mistakes but also bring new challenges. Staff must constantly learn new systems and adjust to digital processes, which can lead to “technostress”, a kind of anxiety caused by technology overload (Tarafdar et al., 2019). Suh and Lee (2022) explain that this stress appears when workers feel overwhelmed by digital tasks or fear being replaced by machines.

However, when used properly, AI can help improve wellbeing. Salesforce (2024) found that responsible automation reduces fatigue by managing repetitive work, allowing employees to focus on creative and social tasks. Similarly, Workeen AI (2025) show that intelligent scheduling systems can improve work-life balance by offering more flexible and predictable shifts. Amadeus (2024) predicts that by 2026, personalised digital tools will dominate hospitality, so mental health must be part of how these systems are designed.

Despite these benefits, there are real risks. Jarrahi et al. (2023) warn that constant monitoring through digital systems can make staff feel watched and mistrusted. Khatter (2023) argues that this creates fear instead of productivity. Both Khatter (2023) and Canary Technologies (2025) suggest a “human-first” approach to AI where technology supports people rather than replacing them to build healthier and happier workplaces.


2.5 Economic and Policy Context

The global economy has made stress worse for hospitality workers. Rising living costs, inflation, and stagnant pay have caused financial anxiety (OECD, 2023). In the UK, hospitality employees earn 37% less than the national average (Office for National Statistics, 2023). UKHospitality (2024) adds that poor enforcement of health laws and limited access to mental health services make recovery harder.

The World Travel & Tourism Council (2023) now includes mental health as part of sustainability, alongside environmental and economic goals, supporting the United Nations (2023) Sustainable Development Goal 3: Good Health and Wellbeing. Yet, Salanova et al. (2021) note that small and medium businesses still struggle to apply these standards because of high costs and few resources.


2.6 Gaps and Emerging Debates

Even though awareness has grown, big research gaps remain. Most studies still focus on Western countries, while less is known about developing regions where hospitality work is informal (Baum, 2022). Robson et al. (2023) highlight that few studies directly explore how digital technology impacts worker mental health.

Another issue is the “psychological contract” the unspoken expectations between workers and employers. Cullinane (2006) explains that when promises of fairness or support are broken, employees feel betrayed and emotionally drained. Frey and Osborne (2022) suggest that the industry’s future should move toward “wellbeing capitalism,” where protecting mental health is not just ethical but a key part of business success.

Overall, the literature shows that  poor mental health in hospitality results from low pay, long hours, weak leadership, and rapid digital change. The DPSIR, 5 Whys, STAR, and PEAS frameworks together explain the causes and solutions, showing that employee wellbeing is vital not only ethically but also for sustainable business success.


3. Methodology

This research uses a qualitative and exploratory approach to understand the causes of mental health problems in the hospitality industry and how organisations are responding. A qualitative method is most suitable because the topic is complex and involves emotional, social, and technological factors that cannot be measured numerically (Saunders, Lewis & Thornhill, 2019). The study is based only on secondary data, collected from academic journals, global reports, and policy papers published between 2020 and 2025 to include post-pandemic developments and digital transformation in hotels.

All sources were chosen for credibility, relevance, and recent publication, and findings were cross-checked across multiple studies to ensure accuracy (Patton, 2015). No personal interviews or private data were used, so the research fully follows the UWTSD ethical policy for secondary research.

Data collection followed three main steps:
1. Data familiarisation: reading and reviewing more than 40 academic and professional sources from 2020-2025.
2. Grouping themes: sorting data into categories under the main topic, such as emotional labour, AI adaptation, and leadership empathy.
3. Evidence checking: using frameworks like DPSIR and 5 Whys to understand which factors affect mental health most and why.

Four analytical frameworks DPSIR, 5 Whys, PEAS, and STAR were used to connect causes and solutions. DPSIR explains how pressures create burnout, while STAR reviews real cases like Hilton’s wellbeing programme (CAPD). Despite relying on secondary data, reliability was maintained through triangulation and inclusion of multiple global perspectives.


4. Theme Impact Analysis 

The mental health crisis in the hospitality industry is a serious and ongoing problem caused by economic pressure, social expectations, and fast technology changes. This section uses the DPSIR framework to explain the main causes and effects of this crisis, the 5 Whys model to find root causes, and the STAR framework to analyse Hilton’s Thrive@Hilton programme. Together, these tools show that poor wellbeing in hospitality is linked to low pay, staff shortages, long hours, and the growing use of automation.



4.1 DPSIR Framework Application
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Drivers

Poor mental health in hospitality comes mainly from low pay, fewer workers, and high pressure to perform. After COVID-19, travel demand grew faster than staff numbers. In the UK, more than 140,000 jobs are still vacant (UKHospitality, 2024). The International Labour Organization (2023) said these shortages have made workloads heavier and stress higher.

The Office for National Statistics (2023) found that hospitality workers earn 37% less than the national average, adding financial stress. At the same time, technology has changed daily work. Around 68% of European hotels now use AI for booking and staff planning (Canary Technologies, 2025). This improves speed but also adds stress as staff must learn new systems quickly (Suh & Lee, 2022). Baum (2023) explained that constant pressure for efficiency turns emotional strength into a “job skill,” and Khatter (2023) said wellbeing is now treated like a business goal instead of a basic human need.



Pressures

These causes create heavy stress at work. Employees work long hours, get few breaks, and must always stay positive with guests. The Burnt Chef Project (2024) reported that 78% of UK hospitality workers face stress or burnout. Hochschild (1983) said emotional labour pretending to be happy leads to exhaustion. Karatepe (2020) also found that this behaviour drains motivation and focus.

Technology also increases pressure. Tarafdar et al. (2019) described “technostress,” when staff feel watched by digital tools. Jarrahi et al. (2023) found that algorithmic schedules can reduce control and make employees feel powerless. OECD (2023) reported that many workers are on part-time or short-term contracts, making them feel insecure about money and future jobs.

There is also stigma around mental health. Solnet (2016) found that many staff hide their stress because they fear losing their job or being judged. This silence keeps the burnout cycle going and shows that the pressure is also cultural, not just physical.



State

Because of these pressures, many workers now suffer from poor mental health. The CIPD (2023) said that hospitality staff have the highest level of anxiety-related absences in the UK service sector. Shahzad et al. (2023) noted that fatigue, insomnia, and emotional numbness are common. The International Labour Organization (2023) also found that 57% of hotel staff globally face sleep problems due to overwork.

Technology has made things worse. Frey and Osborne (2022) found that constant ratings and performance scores increase anxiety. Tarafdar et al. (2019) called this “digital alienation,” where workers start feeling like machines instead of people.



Impacts

The results of this crisis hurt both companies and workers. The UKHospitality (2024) report said that over 30% of hotel employees leave their jobs each year due to stress. The CIPD (2023) estimated that replacing a skilled worker costs around £4,000.

The World Travel and Tourism Council (2023) estimated that poor mental health causes $300 billion in global productivity losses every year. Baum et al. (2020) said burnout also reduces guest satisfaction and brand trust.

Socially, women and minority workers suffer more emotional pressure because they are often in lower-paid roles (Kim et al., 2016). This deepens inequality and goes against the United Nations (2023) goal of promoting good health and wellbeing.



Responses

Large hotel brands are starting to act. Hilton, Accor, and Marriott created wellbeing programmes that include counselling, flexible work, and mindfulness tools. For example, Thrive@Hilton offers free therapy, stress training, and AI-based scheduling (Hilton, 2024). Accor (2024) supports workers through its Heartist Fund, giving emotional and financial help.

UKHospitality (2024) suggested making wellbeing part of company KPIs (Key Performance Indicators). Canary Technologies (2025) recommended “human-centred AI” to reduce stress, and Salesforce (2024) said using automation to handle routine jobs gives workers more time for real connection, which supports mental health.

But Zada (2025) warned that many firms only use wellbeing plans for marketing. Baum (2023) said true progress needs fair pay and supportive leadership. Cullinane (2006) added that mental health should be treated as a key business strategy, not just a side issue.



4.2 5 Whys Root Cause Analysis

The 5 Whys model helps find why the mental health crisis continues:
1. Why are workers stressed? They are overworked and underpaid (Burnt Chef Project, 2024).
2. Why is this happening? Staff shortages and cost-cutting business models (Baum, 2022).
3. Why do shortages continue? Hospitality has a poor reputation that discourages new workers (Solnet, 2016).
4. Why is the image poor? Companies treat stress as a personal issue, not a management problem (Guest, 2021).
5. Why does this mindset persist? The culture still praises endurance instead of wellbeing (Karatepe , 2020).

The root cause is cultural resistance. The industry must redefine “resilience” to mean balance and support, not simply surviving stress.










4.3 STAR Case Study: Hilton’s Thrive@Hilton Programme
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The STAR framework (Situation, Task, Action, Result) shows how Hilton tackled the problem:
· Situation: After the pandemic, Hilton faced high burnout and turnover. About 42% of staff said they felt emotionally drained (Hilton, 2024).
· Task: Improve wellbeing and reduce resignations.
· Action: Hilton created Thrive@Hilton, focusing on Body, Mind, and Spirit. It added 24/7 counselling, mindfulness apps, empathy training for managers, and AI scheduling for fairer shifts.
· Result: In two years, staff satisfaction increased by 21%, and turnover dropped by 14%.

The programme worked because leadership took it seriously. However, Accor (2024) found that some regions had weaker results, proving that consistent management support is key.








5. Conclusion 


The hospitality industry is facing a serious and long-lasting mental health problem. Many workers struggle with stress, long hours, low pay, and emotional pressure. The fast growth of technology has also added new stress, such as digital monitoring and fear of losing jobs. These issues cause burnout, low motivation, and poor customer service. The problem is not just about individualsit is part of how the industry works. To fix it, hotels and restaurants must treat mental health as an important part of business success, not just an extra benefit for staff.

6. Recommendations 

Using the PEAS framework (Problem, Evidence, Analysis, Solution), the following steps are suggested to help improve mental health in hospitality.

1. Make Mental Health Part of Company Policy

Hotels and restaurants should include mental health in their main business plans and goals, not only in HR work. This means adding wellbeing targets into company reports and measuring staff satisfaction, stress, and turnover rates each year (Baum, 2022). Creating a wellbeing committee at the management level can make sure leaders take real action. Companies should also follow global health guidelines such as the World Health Organization (2022) to ensure fair and safe workplaces for everyone.

2. Train Leaders to Be Supportive and Kind

Good leadership can reduce stress and make employees feel safe. Managers should get regular training in empathy, listening, and communication (Bass & Riggio, 2006). Instead of strict, controlling styles, leaders should follow transformational leadership, which focuses on encouragement and trust (West & Coia, 2021). Mental health should be discussed openly, without shame or fear. When leaders show understanding and care, employees feel valued, which helps reduce burnout and improves teamwork.

3. Use Technology in a Human and Fair Way

As more hotels use artificial intelligence (AI) for scheduling and guest services, it is important that technology helps people, not controls them. AI systems should be clear and fair, and workers should know how their data is used (Canary Technologies, 2025). Staff should get training on how to work with new technologies safely and confidently. Companies should also keep human supervision in decision-making to avoid “technostress” and over-surveillance (Jarrahi et al., 2023). Organisations like UKHospitality should create clear rules for ethical AI use to protect staff wellbeing.

4. Create Flexible and Restorative Work Systems

Work-life balance must be taken seriously. Hotels should plan fair schedules, make sure staff have enough rest days, and offer flexible working where possible (OECD, 2023). Fair pay, paid breaks, and predictable shifts help reduce stress and turnover. Companies can also offer mental health days, mindfulness sessions, and peer support groups. Employees should be invited to share ideas through surveys or wellbeing meetings (CIPD, 2023). This gives them a voice and helps employers make better changes.



In conclusion, the hospitality industry should care for its workers just like it cares for its guests. When mental health becomes part of daily business practice through kind leadership, fair technology, and balanced work, staff feel happier, customers are more satisfied, and the business becomes stronger and more sustainable.
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