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Abstract
This report has discussed the worsening mental health conditions of employees at the hospitality industry. This worsening condition has several underlying reasons among which lack of skilled staff after the pandemic and evolving trends at the hospitality sector are the most important ones. The factors which influence the workplace environment and the mental health conditions of the employees are leadership styles and workplace environment. This report has elaborated the selected theme reflecting real-life case examples of Marriott, Accor, Hilton, IHG and others. In the end of the report, recommendations have also been provided through which organisations at the hospitality industry can work on the condition by taking positive and fruitful initiatives.  




[bookmark: _Toc211937989]Introduction
Mental health concerns have become a pressing issue in the industrial environment, especially in the hotel and hospitality industry. In the hospitality and hotel industry, most of the time, staff are required to work under immense pressure which also costs their emotional labour. The situation has worsened after the pandemic due to excessive staff shortage and increased cost of living, which doubled the work pressure on the existing staff of this industry. This has also been proved through conducting surveys in the industry. In 2024, a survey named “Taking the Temperature” was done among hospitality workers that revealed the fact that around 76% of them have been facing mental health issues for the last two years due to their professional careers (Agilysys, 2025). Many studies and research have found that due to excessive emotional labour and damaged mental health, this industry has been facing turnover and burnout issues which is also the reason for hampering organisational performance. The most concerning fact is that employees are often forced to remain silent about their mental health conditions due to being stereotyped or judged. The discussion of the report will analyse this aspect thoroughly by identifying underlying themes in the literature review and elaborating the impacts of the themes in a well-mannered way.   
[bookmark: _Toc211937990]Literature Review
Understanding the mental health concerns and the reasons behind these concerns in the hospitality industry requires narrowing down the area which needs to be analysed first. In this regard, it is very important to discuss what kinds of roles organisational culture and leadership play in the context of the mental health crisis of employees. The roles are quite crucial to understand as both these aspects can help in reshaping the organisational infrastructure, norms and working conditions that can impact the mental health of the employees in both positive and negative ways.
[bookmark: _Toc211937991]The role of leadership is both a risk and a proactive factor
Research conducted on the roles of leadership in managing the organisational culture and employee well-being revealed that this specific aspect plays a vital role in shaping the working environment. For example, studies have highlighted that while servant and transformational leadership styles are mostly known for embracing an open, supportive and autonomous work culture in organisations as these types of leaders believe in employee autonomy and less hierarchical management (Doherty, 2022). On the contrary, transactional leadership style can foster stress and mental health burdens on employees as they are often forced to fulfil specific productive targets in organisations (Erskine and Georgiou, 2017). Besides that, specific actions taken by the organisational management such as recognition, incentives, rewards, constructive feedback, open communication and productive assistance can also help in reducing the percentage of turnover in the organisation and can lessen the mental health crisis of the employees in the hospitality industry. In this regard, Cornell Hospitality Quarterly also reflects specific managerial initiatives relating to this industry that can positively work on reducing the mental health crisis of the employees such as effective training, recognition, checking employee well-being and offering rewards for extra efforts (Popely and Uhlir, 2023). Mental Health at Work Guidelines by WHO also highlights the importance of leadership in providing training on increasing awareness of psychological health that can mitigate the stigma regarding speaking loudly on mental health crises (World Health Organization, 2022).
[bookmark: _Toc211937992]The role of organisational culture in shaping stigma regarding psychological health
Leadership indeed plays a vital role in shaping the core organisational environment; however, the role of the organisational culture comes first which decides the mental and physical well-being of the employees. In the hospitality industry, most of the organisation's business practices are wholly structured with a customer-first approach that does not allow the employees to communicate about their crises or problems at the workplace (Ghlichlee and Bayat, 2021). In this regard, studies have highlighted that if the organisations under this industry work with a dual approach that combines both the psychological safety of the employees and a customer-centric approach, it can also encourage a supportive and communicative leadership style at the organisational core (Sartori, 2023). The most pressing issue that hospitality organisations mostly deal with is the social stereotypes. The report on UK Hospitality’s 2024 workforce highlights that most of the employees often perceive that taking mental health support provided by the organisations can undermine their positive career growth due to stigma (Thomas, 2024).
Real-world initiatives in hospitality organisations
Despite having such problematic aspects, many multinational hospitality organisations have already implemented positive initiatives for checking on employee well-being and addressing mental health crises. In this regard, the “Heartists Program” implemented by Accor integrates active leadership engagement in mental health workshops, counselling services for employees, mindful activities and dynamic employee care services (Accor, 2025). As this program directly includes the upper management of the organisation along with the leaders, it creates a safe organisational culture at the core of Accor that can address both employees’ psychological safety and the social stereotype regarding mental health. The Take Care program implemented by Marriott International also addresses the same aspect of the organisational culture. This program includes dynamic training regarding psychological awareness for managers and leaders, healthcare access and counselling services for employees and accessible scheduling services for employees (Marriott International, 2019).
[bookmark: _Toc211937993]Literature gap
Studies have found that the implementation of positive initiatives focusing on training and accessible mental health care services reflects effective outcomes in reducing employee dissatisfaction, burnout, stress and turnover rates in the organisations. However, there are some limitations in finding these evidence-based studies regarding the positive outcomes as well. Most of the studies conducted in this research area are based on short-term initiatives and focused on integrating volunteer units. The lack of highlighting the actual conditions of frontline staff of this industry and their perceptions in conducting these studies creates a huge gap in the overall understanding. Besides that, this research topic also lacks the integration of longitudinal studies. Most of the studies conducted on this subject are wholly focused on Western perceptions; there is a lack of integration of global perceptions as well.            
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The report leverages a secondary qualitative approach throughout the research about mental health concerns across the hospitality industry. The included information is properly reviewed and then finalised to maintain absolute accuracy and reliability (Ruggiano and Perry, 2019). Among sources, there are industry reports, government articles, academic journals, credible organisational websites, reputed news articles and peer-reviewed websites. In terms of academic sources, several peer-reviewed journals, including “Cornell Hospitality Quarterly”, “Journal of Contemporary Hospitality Management”, etc., offered the latest studies of employee stress, workplace mental health and burnout. Additionally, information from WHO’s Mental Health at Work, UK Hospitality’s Mental Well-being Report and some others is included to establish a clear perception regarding sector-specific and global trends. For analysing the gathered information, the PESTLE framework has been utilised as an analytical tool. This greatly helped to examine the environmental, political, technological, economic, legal and social factors influencing the mental health conditions in the hospitality sector (Cadle, Paul and Turner, 2010). The study analysed social stigma, prolonged working hours and economic pressures. Also, several organisational initiatives like Accor’s “Heartists” and Marriott’s “TakeCare” were analysed. The chosen secondary qualitative method allowed the researcher to combine information from verified sources. Moreover, the diversity of the sources helped identify micro and macro-level factors. The method helped present an evidence-based and balanced perception of mental health problems in the hospitality sector.
[bookmark: _Toc211937995]Theme Impact Analysis
The hospitality sector goes through severe mental health concerns. This greatly impacts organisations and employees. The multifaceted effects of environmental factors on these mental health crises and responses to these concerns can be understood by leveraging PESTLE analysis.
Political: The first most concerning factor is government policies that overlook the  mandatory mental health needs of employees. Lack of proper mental health focused regulations make the situation more worsened. As per recent reports, nearly half of the UK’s workforce do not have proper access to basic health assistance in their workplace (Thomas, 2024). This also includes critical mental health  support. This is a huge gap that highlights urgent requirements for stricter and focused regulations for targeting employee well-being. 
Economic: Absenteeism and high turnover are the two critical factors which come from mental health pressures in hospitality workers. The concerning job losses in the hospitality industry of the UK is mentionable here. As per the reports of ONS, the UK’s hospitality has lost nearly 84,000 jobs from the 2024’s October budget. As per estimations, it can touch 200,000 by 2026 march (Partridge, 2025). These downturns triggered elevated operational costs which made training and recruitment expenses unmanageable. 
Social: The public has become aware about the well-being at the workplace. This greatly shaped employees’ mentality about the mandatory receivables at their workplace. These increased expectations are making hospitality workers selecting employers who focus on mental health assistance (Todiwan, 2024). Organisations who are failing these expectations are struggling to retain or attract new talents nowadays. 
Technological: The hospitality industry has been adapting several unique digital wellness tools. For example, to ssup[ort both mental and physical well-being Accor launched their “GET ACTIVE, HEARTISTS!” application (Accor, 2025). This app is designed to encourage employees across European headquarters and hotels to challenge themselves in sports activities. These initiatives greatly support the overall well-being of employees. 
Legal: From global to national institutions, the importance of mental health has been realised. There have been legal frameworks that take mental health very seriously into consideration. For example, WHO offers guidelines by their mental health at work strategy. They recommend worker training, manager training and organisational interventions to eliminate concerning conditions and encourage mental well-being (World Health Organization, 2022). In case of government efforts, the UK government’s Employment Rights Bill has the potential to bring strong legislation for the workforce. Although announced in the parliament this bill is yet to receive Royal Assent in 2025 (UK Parliament, 2024).
Environmental: After COVID-19, the post pandemic situation has worsened stress levels among hospitality employees. The situation got amplified by staffing issues and sustainability challenges. Organisations face pressure in managing employee well-being needs with sustainability aims.
[bookmark: _jnjrfut6s80h][bookmark: _Toc211937996]Critical evaluation and real-world examples
The HEARTISTS by Accor: The HEARTISTS program at Accor aims to reward and recognise employees. This targets to embrace a positive work atmosphere, The initiative includes an application called “GET ACTIVE, HEARTISTS!” to promote the overall well-being of employees (Accor, 2025). This indeed proves a commitment toward safeguarding employee health, However, the success and effectiveness depend on consistent support and engagement across every organisational level.
TakeCare by Marriott International: The TakeCare initiative at Marriott supports employees by securing their financial, mental and physical health. It has the most necessary resources such as stress relief and management workshops and counselling programs (Marriott International, 2019). However, a supportive organisational environment and thorough engagement are extremely critical for the success of this initiative. 
Thrive at Hilton: This program also offers support toward workers’ mental, financial and physical wellbeing. The program attempts to establish a culture of care inside the organisation by constantly increasing employee satisfaction and engagement (Hilton, 2025). However, effectiveness depends on leadership involvement and practical implementation into regular activities. For reaping the actual benefits these are important.
Mental health initiatives at IHG: International Hospitals Group provides training programs to help managers with necessary skills to assist employees in securing their well-being (International Hospitals Group, 2024). The program targets to encourage clear and open discussion and eliminate possible stigma about mental health.
[bookmark: _vabqtc6e4qfe][bookmark: _Toc211937997]Impact of service quality retention and staff satisfaction
Rapid and efficient mental health interventions can definitely improve staff retention and satisfaction. Employees feeling supported and assisted during problems, can become more motivated to stay within a single organisation while performing their best. Organisations who introduced and practically implemented wellness programs have reported lower turnovers and increased employee engagement (Franca, 2024). However, lack of effort by employers can create dissatisfaction, absenteeism and burnout. Furthermore, the customer service quality is also linked with staff mental well-being, This is because if staff are mentally healthy they can offer more high-quality services. As a result, consumer loyalty and satisfaction increases. So, firms who prefer employees’ mental wellbeing usually enjoy heightened profitability, better business outcomes and improved brand reputation.
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The hospitality industry experiences a concerning mental health dilemma, shaped by high stress, unmet emotional demands and long working hours. Structural support, organisational culture, and leadership style perform important roles in influencing overall employee well-being. There are positive initiatives like TakeCare, flexible scheduling, manager training and HEARTISTS, powered by repeated hospitality firms like Marriott, Hilton, IHG and Accor. However, as per the analysis, there are still gaps in stigma reduction, consistency and accessibility. The study highlighted how sustainable improvements demand a supportive culture, proactive leadership, tech-powered support, continuous evaluation and flexible work atmosphere. Proper addressing of mental health challenges can enable benefits for both employees and organisations.
[bookmark: _Toc211937999]Recommendations
Focusing on the overall discussion on the mental health crises in the hospitality industry, there are some suggestions which should be followed to reduce increasing concerns about mental health issues.
1. First comes the systematic development of leadership at the organisational core of the hospitality organisations. In terms of increasing physiological health awareness in the hospitality organisations, managerial hierarchy and leaders must be empathetic, communicative and psychologically aware to identify emotional distress among employees (Stoyanova-Bozhkova, Paskova and Buhalis, 2022). In this regard, thorough training is needed which will be continued in the work environment and effectively integrated into the work culture.
2. Secondly, after leadership development, organisational culture comes into play, which should be reshaped to identify mental health concerns among the employees. The work environment at the hospitality organisations should be inclusive, open and communicative where employees can foster a sense of safety and security (Khairy et al., 2023). In this kind of environment, employees can also communicate about their mental health and seek assistance when they feel it is needed. For fostering such an inclusive and positive work environment, organisations must include diverse communication networks, peer support, counselling services, wellness and mindful workshops and psychological awareness campaigns and webinars. Besides that, the health benefits and policies curated by the organisations should also integrate mental health concerns while normalising them so that employees can also be free from any social stigma or stereotypical thoughts (Elraz, 2018).
3. Third comes the restructuring of work schedules at the organisations in the hospitality industry. The organisations must diversify the workload so that it can not create excessive stress and burnout among employees (MacDonald, 2003). Recruiting sufficient staff for different sections and departments, flexible work shifts and providing several kinds of employee benefits will help them to manage their personal life with a professional career. In this regard, internal programs such as Accor’s “Heartists” or Marriott's “Take Care” program can be useful.
4. Organisations must mandatorily include technological advancements to manage the staff shortage along with utilising the technology in addressing mental health concerns. Replacing manual labour with technological advancements can mitigate excessive workloads (Haywood, 2024). On the other hand, technology can also be utilised for virtual mental health support, virtual counselling service, automated chat support through which employees can access the care service whenever they need (Okon, Odionu and Bristol-Alagbariya, 2024).
5. Lastly, organisations should implement continuous monitoring tools and evaluate the progress of these implementations. Tracking and checking employee well-being, providing constructive feedback and identifying distress are the first steps before taking any interventions for addressing the issue.
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