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Introduction

In this report I will analyse and discuss the problem of hospitality staff members being overworked and the potential causes of it. Examples will be drawn from different resources as well as my personal experience.  I will also present a possible solution based on research and analysis and develop a plan of execution. Using tools for problem identification and solving I will thoroughly explain the reasons that lead to it and what impact it can have on individuals as well as the field of business. In doing so I aim to find a practical set of implementations that will be beneficial to finding a solution for this issue. 



Problem Description and Effects

The problem that will be presented and analysed in this report is hospitality employees working excessive hours and negative environment which is created in many venues. I am drawing this example from personal experience as I have worked in hospitality for close to six years. Personally, I have worked in several different establishments where the staff members are having very long working days. Often the total number of hours per week exceeded 55 hours which can bring many issues to the mental, physical and emotional health of an individual. Hospitality is a very demanding industry and having any position in that field requires many sacrifices to be made. They include not being able to spend time with family and friends, having to go to work on regular and bank holidays or simply not having enough free time to take care of everyday tasks such as cooking or grocery shopping. Other examples are working a twelve to even sometimes sixteen – seventeen hour shifts where you are standing the entire day and walking all around the venue while dealing with a variety of tasks such as customer service and venue upkeep. Not having the opportunity of a normal sit-down meal, because often there is no time for that and in the cases where one is able to eat it must be rushed and over a bin in the kitchen or other uncomfortable places. Over the years fatigue and burnout occur. The sometimes extreme physical tiredness definitely takes a toll on an employee and is very hard to recover from. Working in hospitality also comes with the variety of customers you meet on a daily basis. Although not always, there often are difficult guests who make it very hard to provide service for them. Such negative interactions with people would not be harmful if they occur rarely, but with this field they are very common. This has its effect on mental health.
Managers and other higher members of staff can also be very stressful if they are not respectful of their staff members or are very demanding. The pressure of having to meet targets while in an extremely busy environment often leads to signs of depression and sometimes a fully developed one. Mistreatment from other colleagues could lead to mental health problems as well.

From a health perspective, exposure to stress for long periods of time can lead to health problems such as a heart attack, a stroke, anxiety and depression, headaches and even asthma. A lot of people in present day are experiencing years of stress, transferring directly from school and college years to stressful workplaces, where very long work hours and inability to balance personal life and work can be viewed as characteristics of a dedicated member of staff. (Report, 2020)

The effects that stress in the workplace lead to poor company performance as well. A work environment which is stressful often causes employees to experience increased turnover from burnout. Stressed employees are more likely to be aggressive or abusive to each other which can lead to legal complications. A work environment that is stressful could lead to low scoring on TripAdvisor reviews if employees are less likely to be friendly and welcoming if they are stressed. Stressful revenue managers are often the reason for hurt profitability since they can make poor pricing decisions or overlook issues of high importance in the business. This means that stress in the workplace is not only harmful to staff members, but also to profitability. (Report, 2020)

Causes

In the following Fishbone diagram I have presented the general problem and some of the main causes for it.  
[image: ]
There are many causes for the stress and overworking of hospitality staff members. For example, the long working hours can be very damaging to one’s physical health. Repetitive crouching, bending and twisting as well as running for the entirety of a shift while carrying plates and trays full of items is very tiring and years of it take a toll on an individual. Serious health conditions may arise due to that.
This also brings other problems with it. Being unable to take care of personal life and relationships with family and friends is also a very big issue. Having no free time can be mentally as well as physically tiring. This means less time to rest and recover from a long shift or not getting enough sleep on a daily basis. These conditions are very likely to bring stress, anxiety and depression, not only physically harm an individual.

Another example would be a stressful work environment.
Researches show that 64% of employees in hospitality are suffering from stress in the workplace and it is in fifth place for the most stressful industries to work in.
These researches also show that hospitality is the least likely field of business to offer any measures to help deal with workplace stress. 64% say that hospitality businesses do not take any action in order to help employees with stress that is 42% above the UK average. (Harrison, 2018)
Doing nothing to help staff members cope with depression and stress could be very damaging to a business and yet it is very common in hospitality that no action is taken to address that. With such a high percentage of stressed workers it is potentially harmful for the business itself. Depression dramatically lowers productivity as it is a mental condition that has a very powerful control over an individual’s motivation and commitment. A sense of being stuck I the same place and unfulfillment due to restricted opportunity to grow in the business is also one of the main reasons to lose motivation and confidence. This lowers productivity as well and could lead to depression. 

Harassment is one of the biggest issues with any customer service industry, but when it comes to hospitality it is a main reason for stress and depression in the workplace. It is very common that guests are rude or disrespectful. Being harassed on a daily basis by peers or the very people you need to serve and look after is extremely stressful and oppressing. This brings downfall to relations not only at work, but in the personal life of workers as well. It is damaging to productivity because it is harder to find motivation if you are unhappy at work. It becomes much harder to be determined to reach goals and targets when there is lack of motivation. When an individual’s dignity is harmed they might become aggressive and respond to harassment the same way.

High demand has always been present in hospitality. Especially in the peaks of business like in December for example. This requires staff members to work even longer hours sometimes doing twice as much work. Many establishments do not hire extra employees for these busy periods and rely on the staff they have already. It is expected to reach higher goals and targets while having the same number of workers as usual. This is very challenging because it requires immense effort and is also very stressful. 

Potential Solutions

One solution to the problem with stress and depression in the workplaces of hospitality could be hiring therapists to help overcome difficulties when facing such challenges. If there is someone who specializes in mental health who can be there for staff members it will significantly boost productivity and reduce workplace stress. Having the opportunity to go to sessions and improve their mental state for free at their workplace will be very beneficial to employees. A once in a week séance with a professional could be enough to reduce anxiety. It is hard to find time and money for such treatment when working in hospitality, that is why if it is provided by the company everyone will have access to therapy if they wish to do so. This will not only reduce stress and depression but will help with workplace personality conflicts and dealing with difficult customers.

Hiring more staff members for the appropriate roles will also be a beneficial solution. This way the workload will be spread amongst more employees and fatigue and burnout will be less common or even prevented entirely. Potentially that way the working hours can be reduced so that individuals can have some more free time while still being able to work enough hours in order to not have a drastically reduced pay. In return this will have a positive effect on physical and mental health as well. Having more time to rest and recover and take care of personal life will significantly boost motivation and productivity. The physical load of work will also be less that way, since there will be more colleagues to help with the execution of tasks that usually are very difficult or require manual handling.


Implementation 

A way to implement such changes that will resolve these problems is to have a specific position for a Psychotherapist and hire them in every establishment. Conducting a standard procedure of employment with training if necessary to ensure that every employee will receive adequate services. Conducting weekly sessions in a suitable for staff members times is important. As well as potentially having occasional briefings and trainings lead by the therapist so that staff members are familiar with this benefit they have. These briefings may be used to encourage individuals to take advantage of these services. Monthly evaluation of the progress of each employee could also be beneficial as this way it will be possible to determine if someone is in need of extra help form the therapist. Acknowledgment of improvement is necessary in order to give the members of staff a sense of accomplishment reached from visiting these séances. A reward system could also be implemented for progress.

In order to implement the solution to the problem with understaffed venues companies will have to advertise additional positions. It seems like a simple solution, but many businesses do not implement it. There are many sub-positions in hospitality that could be taken by new employees. There will be a slight increase in salary costs for the company but letting staff members work a little less hours will make up for it to a certain extent. The overall performance will significantly improve due to employees having more time to rest and recover and are more motivated to work. 
This way the sense of being valued could also be provided to existing employees by letting them conduct training to the new additions to the team. This way the new members will receive training based on the previous experience of staff in the venue and will be given tasks that will be crucial to the service. Adequately spreading the duties amongst everyone will improve productivity.






Conclusion

In conclusion I believe that the solutions and implementations I have presented could be vital to the improvement of the hospitality workplace environment. They will drastically boost productivity and motivation with very low costs to the business. I believe that there is a lot more to gain if applying these changes than there is to lose. With improved working conditions the revenue and efficiency will be higher than before and the members of staff will be happier. Stress and anxiety in the workplace will be reduced and the business will benefit overall.
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