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Abstract
The research is evidenced to explore on a grappling issue of mental health crisis deepened for the workers in the UK Hospitality industry, and focusing on. As reviewed, mental health crises have emerged due to several issues, where persistent issues have been the long hours, the work stress, the emotional demands and the silence that contributed to workers facing depression or even resulted in leaving the job. It is thought that when looked at from the Job Demands-Resources (JD-R) model or Conservation of Resources (COR) theory, the issue has been pointing towards the lack of balance between the workers' efforts and the way the resources are being utilised, prioritising the well-being of the people. Through the secondary qualitative data and the PESTLE analysis tool as the framework, the thematic evaluation has been done. The findings suggest that the tourism industry does face high pressures due to the huge demands of the travellers, and this in return do impact the mental and physical performances of the people. Cooper and Hall (2023) presented that contemporary tourism has created many advantages for the organisations and the travellers, but employees have been pressurised with mental health issues. The reviewed study by Dawson et al. (2012) also agreed on the same issue in the study, where it projected how mental health conditions are worsening for the employees, and it has been leading to negative impacts on the employees. Along with issues, there are always strategies or measures which can be taken to overcome problems as identified throughout the research. With the aid and promotion of a supportive work environment, it is found that a better impression and sense of love can be created among the employees, which reflects on the performances (Floris, 2024). In line with the argument developed by Kalargyrou et al. (2023), this study stressed the role of managerial support and attitude, which can promote better policies being designed in the workplace culture to be reshaped. 
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[bookmark: _heading=h.c3in5tlm0y6u]Introduction:
Across the hospitality industry in the UK, mental health crises have turned out to be a deepening issue which has been affecting multiple fields like work culture, employee performances, productivity, turnover rates and others. From the survey conducted by UK charity Hospitality Action, it has been found that in 2024, the issue has risen to affect around 76%, which was around 64% in 2020 (Hospitality Action, 2024). Among the concerns that have been directed towards the cause of the issue have been post pandemic recovery, the cost-of-living crisis, and majorly balancing work and personal life, which accounted for almost 60%, causing mental health issues apart from the financial crisis. According to Wong et al. (2025), work stress has already counted as a disturbing issue that has been haunting the workers in the hospitality industry, which has sped up due to rising pressures from customers for services and even due to the market trends. 
The research aims to explore the deepening mental health crisis in the hospitality sector of the UK, focusing on the case study of Crown Bawtry si Rossington Hall.
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Figure 1: Mental health problems have been rising in the hospitality industry
(Source: Hospitality Action, 2024)
[bookmark: _heading=h.6afb5mtu13w6]Literature Review
Conservation of Resources (COR) theory
It is one of the theories that fosters wider attention on the psychological factors that lead to the stress which arises from threats or loss.  In the hospitality industry, understanding the core needs of the employees, like flexibility in working hours (love and belonging) or listening to them do helps in eliminating work stress and mental health crisis where they are not threatened. 
Job Demands-Resources (JD-R) model
The theory does refer to the connection between the job demand and the job resources, which can be negative from the work-related stress, like emotional demands, detachment from the job and the feeling of being less valued within an organisation (Robson, 2016). Brotherton (2015) opined that the industry is witnessing huge changes where both employers and employees both do needs to be paid attention. Kotera et al. (2021) in the study did point on self-criticism or self-harm have been some of the impacts of the mental health crisis of the employees. 
[bookmark: _heading=h.wnh3k760jhu4]The issue of work stress, long hours and emotional demands is causing deepening mental stress to employees.
The tourism industry, or rather the Hospitality industry is continuously being shaped by the market trends, the demands of the tourists and the interference of the digital ecosystem. According to Cooper and Hall (2023), contemporary tourism has brought with it many advantages directed towards economic growth, but at the cost of the employees' mental health. Due to the rapid demands of the customers, employees are instructed to continuously adapt to the situation and perform as needed. However, the question lies in how the employees feel or develop while being engaged with such rapid tasks or work pressures. As argued by Batabyal and Das (2019), the global market and the trends have internally caused massive changes to be undertaken by the employers, where sometimes employees are being subject to face issues. Undoubtedly, the fast-changing world has been asking for quick services, high quality, flexibility and accessibility to the points, but all these do come at the cost of the employee’s health being sacrificed. In "Crown Bawtry and Rossington Hall, one of the issues that led to conflict among staff was regarding the passing out of the tips as laid under the Employment (Allocation of Tips) Act 2023 (TripAdvisor, n.d.), which added dismay to the workers as the tips went straight to the management rather than the workers receiving them for their efforts. Thus, it added to the discomfort of the staff too faced in the hotel, leading to stress. 
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Figure 2: Staff disappointed over tips
(Source: Tripadvisor, n.d.)
During the peak hours or seasonal visits with high visits of national and international tourists, employees do have to perform for long hours to satisfy the guests and provide them with necessary services (Khairunnisa et al., 2025). 
[bookmark: _heading=h.vi4fx2tgmmvj]The impact of pressing issues on the mental health condition of workers and on the performance of the industry
Certainly, the employees being exposed to the issues which the contemporary tourism trends have exposed them to; the impacts are likely to be negative. Dawson et al. (2012) did affirm it by stating that the tourism industry is adapting to changes to drive in opportunities. However, the advantages are gained at the cost of the sacrifices that employees make with their services; also, many times, not able to express themselves. According to the study of Prentice et al. (2025), structural issues like long and irregular working hours and low wages have been one of the serious issues which have heavily impacted the mental conditions of the employees. Further, it has created a deepening impact due to employees not able to express themselves, and this silence does contribute to the burnout and turnover issues in most situations (Baquero, 2023). Khairunnisa et al. (2025), with the use of quantitative data, revealed that 50% of the people experience high stress, while 65% do face emotional exhaustion. As a result of the pressing issues, many employees have even demanded to quit the job or switch to a better work culture, which has led to an increase in the turnover rate. 
[bookmark: _heading=h.skreesli60g9]The strategies that could be deployed to overcome the issue
To combat the growing mental health crisis, employers have reached a point where they need to take strategic actions that do make sense and work out for the employees. Applying the Job Demands-Resources (JD-R) model could be applied to the organisation’s bottom line that could divert attention to motivate the employees and eliminate the psychological distress. Through the boosting of a supportive work environment, employees can be given the impression of where they can openly express their issues or even state the difficulties that they are facing (Floris, 2024). However, managers do have a bigger hand in developing the environment where they can decide on hosting workshops or even appoint mental health professionals to deal with the well-being problem of the employees. According to Kalargyrou et al. (2023), the manager's attitude towards the employees being depressed or suffering from work stress can shape in developing better policies and break the stigma of the pressing issues. Managers, therefore, can promote positive workplace culture and allow people to express their concerns or engage in feedback, which can enhance the mental health of employees.  
[bookmark: _heading=h.ifrlda7xolcz]Literature Gap
Many studies have researched the mental health stress and other issues like financial crisis or environmental changes, affecting the hospitality industry. However, it is found that those studies have not expressed the silence that employees do face in the hospitality industry, which leads to burnout, turnover and mental health crisis at the same time. This research has aimed to point out the structural issues that the hospitality industry persists in, which led to the deepening of the mental health crisis. 
[bookmark: _heading=h.il8k8w9gpm3c]Method
Research conducted with the knowledge of how it will be collected does help in adding efficiency to the data gained and knowledge incurred (Chkoniya, 2021). Here, in this research to explore the issue of the deepening mental health crisis, a secondary qualitative data collection method will be followed. Through the secondary qualitative source, credible information can be gained by following only online sources available. For the analytical technique, the PESTLE analysis tool will be used, which will help to assess the external environment which do causes impacts to the workplace environment and industrial performances. Through the PESTLE analysis, wider reflection can be done on the various external forces, such as social, economic, and environmental factors, that influence the industry or even the decision-making process. 
[bookmark: _heading=h.kwihpxxl5gep]Theme Impact Analysis
[bookmark: _heading=h.j8e8inth0sxx]PESTLE analysis
	[bookmark: _heading=h.9ffkkpqzr101]Political
	The political conditions or policies designed have an impact on the ongoing operations of the organisations. In the UK, the hospitality industry has faced high impacts of the cost pressures in the last few decades, from the time of the post-Brexit period to the cost inflation. The laying down of the employers’ National Insurance Contributions (‘NICs’) or the National Minimum Wage (‘NMW’) has caused a threat to the increment in the employment costs (Ogunware and Thomas, 2025).  Hence, workers have been suffering from the wage crisis too, which is limiting their financial strength or even their ability to live a good standard of living. 

	Economic 
	Censuswide and hospitality marketing firm Flipdish conducted a survey, which found that mental health crises have widened even more than the pandemic impacts. In 2020, almost 200 of the respondents commented that they had been suffering from a mental health crisis (Gardner, 2022). The key reason identified has been the high volume of vacancies in the industry, where 45% of them have asked the staff to work longer hours. Again, from the 2021 survey, it was evidenced that one in five of the workers have been opting to leave their jobs, where 80% did commented on performance pressure and antisocial hours as the major cause (Gardner, 2022). 

	Social
	In the opinion of Chung et al. (2021), behind the rise of job stress, the customers' behaviours are also counted as one factor, though not openly discussed. The irrational behaviours of customers or being abused lead to silence among the workers, which often they are not able to express due to a poor work culture. Further, for a healthy living condition, there is a requirement for a good wage; however, in the UK, workers have been experiencing low disposable income, which has caused stringent living conditions. 

	Technological
	Digital ecosystem has undoubtedly contributed much to the workplace performances being improved, including the customer service being met with adequate resources (Sevic et al., 2025). However, at the same time, the digital ecosystem has created an inferiority among the workers where they are not able to perform and do feel low self-esteem. The application of Maslow’s Hierarchy of Needs could boost the confidence of the people, where digital literacy could enhance self-esteem and provide better learning opportunities. 

	Legal
	In the UK regime, some laws cater to the needs and rights of employees, where they can raise disputes with the working conditions. According to the law, employers do carry a 'duty of care' where they must do all that is needed to show support for showing support to the health, safety and well-being of the employees (Acas, n.d.). Legally, employees are protected by the Government, which acts as the strength for dealing with the mental health chaos, like the Employment (Allocation of Tips) Act 2023. Through the laying down of the Act, it clearly shows that employees are given an advantage through policies of getting incentivised, but how far organisations are performing on it or are adhering to it has been the main question. 

	Environment
	Working with sustainability has been one of the significant contexts for both employers and employees, which includes the workplace culture (Darcy et al., 2012). The workplace culture does denote that employers take care of the needs of the employees and managers to frame policies for the well-being of the people considered at priority. With every visit, workers do attend to the guests with smiles, but behind that lie serious issues like burnout, the job insecurity crisis or even stigma relating to mental health stress. 


Table 1: PESTLE analysis
From the application of the PESTLE analysis, it is evident that social considerations like employers ‘duty of care, the growing demand of sustainable workplace environment and intervening digital literacy among the workers do turn out as strengths. However, the grappling issue of economic crisis, the political landscape, where National Insurance Contributions (‘NICs’) or the National Minimum Wage (‘NMW’) are causing a threat to the workplace regulations. As found from the study by Brotherton (2015), it is highly projected that employees are treated as resources while demands contribute to the benefits to be gained by the organisation. In the same way, when organisations fail to ensure employees are strategic assets, it causes discrepancy and chaos in the performance of the employees. Due to economic pressures or poor policies for the employees, it is evident that high employee burnout does occur therefore. In line with the opinion of Cooper and Hall (2023), employees are emotional and with exhaustion, they do feel irritated, and this leads to employee turnover. Though policies are designed in like the Employment (Allocation of Tips) Act 2023, yet management does play a cruel role in incentivising the employees or designing better work policies. At this point in time, employees do feel deprived, depressed and highly emotional. In the study of Khairunnisa et al. (2025), similarly, it emphasises the emotional turmoil employees face due to loopholes in organisational decisions. Therefore, long hours, stress and lack of attention to employees' needs do raise insecurity and emotional disturbance among people. 
[bookmark: _heading=h.timeze8u0nxn]Conclusion
Mental stress among workers in the hospitality industry is widening and has taken the shape of a deepening crisis. The persistent issues like long working hours, job stress, emotional demands and silence have been leading to various impacts where job burnout and turnover are serious. The industry has been aware of the growing issue; however, policies and frameworks are found to be failing in dealing with work stress, as external factors are also responsible for the occurrence of mental stress. The grappling impact of inflation or poor living standards is demotivating the employees. It is thus evidenced that with motivating workers with a supportive environment; possible solutions can be drawn. 
[bookmark: _heading=h.7yb3ls1wpcey]Recommendations
Develop skills connected to dealing with the emotional demands: The emotional demands do require skills like communication, collaboration and problem-solving skills that could help relieve the work stress and emotional exhaustion (Elshaer et al., 2025). Workers when trained with such skills, they can relate and express their problems with the seniors or leaders, which would help in determining certain ways to cope with the problem of mental health crisis. Certainly, with the knowledge of how they can deal with the issue and even an understanding of the seriousness of the situation, managers can even help in the development of a stable workplace environment. Emotional well-being is highly recommended for managers to take care of the employees, which can build resilience and long-term relations with the organisation. In contemporary tourism practices, understanding each other and building on relations do help to ease the complexities involved in the organisational activities. This can also prompt in teamwork being developed for reducing the workload or introducing flexibility (Mill, 2012). Therefore, the managerial frameworks do play a critical role in shaping the well-being of the employees and relieving work stress. 
Integrate open table discussion with management and employers: Tourism industry has been experiencing various changes, among which the demand of sustainable workplace has been a crucial one. In the context of managing the performance of the people, knowing the needs of the people or how their attitudes towards the performance can be developed positively. Thus, reflecting on the integration of open table discussion, where each one can express their needs and issues clearly pave way for mental health stigma to be handled. 
Foster Maslow’s Hierarchy of Needs: It is one of the most popular models that can be applied for dealing with psychological distress. Listening to the workers or asking them to share their problems could create a sense of love and belonging, while offering digital training could boost their self-esteem. On the threats faced from customer behaviour, it can be directly reported to the management, where actions can be taken, or strict policies can be mentioned in the booking platform that could avoid such conditions from arising. Employees are the core pillars of any organisation, where they can induce strategic performances through well-being promotion. 
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