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REPORT

The hidden cost of hospitality: 
Real talk, real change 
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Introduction

Beneath the energy and warmth that define the hospitality industry 
lies a deeper, often unspoken strain on mental health and wellbeing.  

In our recent webinar The hidden cost of hospitality, our Global 
Accounts Director, Elly Johnston, joined forces with Patrick Howley, 
founder of So Let’s Talk, to explore the psychological toll of long hours, 
high-pressure environments and the culture that often puts work 
before wellbeing. 

Drawing from lived experience and years of frontline work, Patrick 
shared practical strategies for supporting hospitality teams, ranging 
from improving sleep and nutrition to rethinking workplace culture.  

Below, we’ve summarised the key insights and takeaways from a 
session that was as honest as it was empowering.
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https://mapal-os.com/en/motivating-employees/watch-the-hidden-cost-of-hospitality?utm_source=321130033&utm_medium=MentalHealthWebinar&utm_campaign=UK_CROSSVERTICAL_WC_2025_Q2_MENTALHEALTHAWARENESS
https://www.linkedin.com/in/elly-johnston-51a5691b/
https://www.linkedin.com/in/patrick-howley-26024a1a0/
https://soletstalk.co


Key takeaways for 
hospitality leaders

Support doesn’t always need budget - just intention

Kindness = context. Don’t leave room for unnecessary stress

Build culture around wellbeing, not just survival

Check in on your team and yourself - regularly and genuinely

Create space for honest conversations and lived experience

Acknowledge effort. Pause. Reflect. Appreciate.
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Mental health: 
A frontline issue

The industry is built on sacrifice

Long hours, late nights and high-pressure environments are normalised 

in hospitality, but this can come at a high personal cost. 

Patrick shared his own experience of burnout, addiction and depression 

while working as a General Manager in late-night venues, ultimately 

reaching a breaking point before rebuilding his life.

And his story is far from unique. Recent findings revealed that a shocking 

84% of hospitality professionals have experienced mental health issues 
at some point in their career (The Burnt Chef Project, 2024). 

The scale of the problem highlights the need for open conversations and 

proactive support across the industry.

Hospitality professionals often define themselves by their job

A key theme was how blurred the lines become between work and 

identity.

When work becomes who you are, any failure or stress at work feels 

deeply personal. This lack of separation makes it harder to disconnect, 

recover and ask for help.

The hidden cycles behind team behaviour

Team members struggling with lateness or low energy might be battling 

poor sleep, overuse of alcohol or destructive coping habits. 

Patrick encouraged leaders to look beyond the symptoms and ask 
better questions.

Further Reading: 

Happy staff, happy customers: boosting engagement in your pub

Further Reading: 
Employee wellbeing in hospitality

Small actions, big change 

Create healthy routines

Patrick broke down habit formation into a simple cycle:
trigger → routine → reward. 

While triggers like stress or tiredness may be unavoidable, it is the 

routine - how we respond - that we can change. Leaders can support 

this by shaping environments that promote healthier habits, such as 

removing smoking cues or offering nutritious snack alternatives.

By guiding teams to make small, positive swaps in their daily routines, 

businesses can help lay the foundation for long-term wellbeing.

Bring mindfulness to the surface

Hospitality is fast paced, but even small pauses can make a big difference 

to performance and wellbeing. 

Encouraging team members to take breaks such as short, purposeful 
moments to decompress, recentre or refocus can help prevent burnout 

and build emotional resilience. 

These moments might include stepping outside for fresh air, playing a 

feel-good song, doing a few stretches or simply sitting in quiet for two 

minutes. 

When embraced as part of team culture, these resets become not just 

accepted but expected.

Normalise asking for help

Sharing lived experience breaks stigma. It reminds us that struggling 

doesn’t mean failing, it means being human. 

Patrick’s own story served as a powerful reminder that vulnerability is not 

weakness, but a form of courage. 

When someone speaks openly about their mental health, it creates space 

for others to do the same. It shifts the culture from silence and shame to 

openness and support.

By normalising these conversations, asking for help becomes a sign of 

strength rather than something to hide.
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https://www.westcountrytourismconference.org.uk/uploads/editor/Impact%20on%20Mental%20Health%20in%20the%20Hospitality%20Industry%20-%20Mica%20Maurtua.pdf
https://mapal-os.com/en/enhancing-customer-experience/happy-staff-happy-customers-boosting-engagement-in-your-pub
https://mapal-os.com/en/enhancing-customer-experience/happy-staff-happy-customers-boosting-engagement-in-your-pub
https://mapal-os.com/en/resources/whitepapers/new-learning-resources-mental-wellness
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The role of business in 
mental wellbeing

Team care doesn’t need a big budget

Supporting staff wellbeing doesn’t always require a big budget. 

By collaborating with brands, businesses can give teams access to 
discounted products that make a genuine difference like mattress 

toppers to improve sleep or healthy snacks to boost energy. 

Patrick encouraged leaders to think creatively about brand partnerships, 

suggesting companies like Emma or Simba for mattresses or HelloFresh 

for meal prepping.  

A more rested and well-nourished workforce is not only healthier and 

happier, but also more focused, engaged and better equipped to deliver 

exceptional service.

Rethink how breaks work

In many hospitality venues, a ‘smoking break’ is still the default form of 

downtime. 

Patrick encouraged businesses to introduce ‘fresh air’ or ‘reset’ breaks 

instead, promoting simple, healthy pauses that allow staff to step away, 

breathe and reset. These moments can ease stress and improve focus. 

Crucially, these adjustments do not require structural changes or major 

policy updates, just a shift in language and intent. 

When leaders model these behaviours themselves, it sends a clear 

message that wellbeing is a priority for everyone.

Further Reading: 

Build better leaders with Leadership Collections

Redefine communication styles

The way leaders communicate has a direct impact on how supported 

and safe team members feel. 

Patrick shared how vague or abrupt messages, especially over text, can 

trigger anxiety or unhelpful thought patterns like catastrophising. A 

simple ‘Can we chat later?’ might spiral into fear of reprimand or job 

insecurity. 

Leaders can avoid this by offering clarity up front, such as ‘Just a 

quick feedback chat after shift, nothing to worry about’. Adapting your 

approach to suit different preferences fosters a more inclusive and 

respectful culture. 

Kindness in communication means meeting people where they are, 

and providing the information and tone they need to feel secure and 

respected.

Give people time to plan their lives

Where possible, providing rotas with plenty of notice allows team 

members to plan their lives around work, rather than the other way 

around. 

Unpredictable or last-minute scheduling can increase stress and make it 

harder for staff to prioritise their wellbeing. 

Giving visibility over upcoming shifts not only shows respect for people’s 

time but also supports better work-life balance and can improve team 

morale and retention.
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https://www.emma-sleep.co.uk
https://simbasleep.com
https://mapal-os.com/en/motivating-employees/building-better-leaders-with-leadership-collections?utm_source=321130033&utm_medium=Extramapalresource&utm_campaign=UK_CROSSVERTICAL_WC_2025_Q2_MENTALHEALTHAWARENESS
https://mapal-os.com/en/motivating-employees/building-better-leaders-with-leadership-collections?utm_source=321130033&utm_medium=Extramapalresource&utm_campaign=UK_CROSSVERTICAL_WC_2025_Q2_MENTALHEALTHAWARENESS
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Foundational pillars of 
wellbeing

Sleep is non-negotiable

Creating a culture where sleep is respected rather than sacrificed is vital.
 

Simple suggestions like removing phones from bedrooms, investing in 

proper mattresses and winding down with warm showers can make a big 

difference.

Food fuels mental health

The webinar also explored the impact of poor nutrition, often worsened by 

shift work and convenience eating. 

Patrick contrasted processed takeaway food with simple home-prepped 

alternatives and shared tips for group meal planning, mindful eating and 

brand partnerships (e.g. HelloFresh) to make healthy choices easier.

Movement as medicine

Getting outside, taking walks, or engaging in light activity can be 

incredibly effective in resetting the nervous system. 

Leaders were encouraged to ask staff about their favourite ways to move 

and help them protect time to do it.
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https://www.hellofresh.co.uk/login?redirectUrl=%2F
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Further support and 
next steps

So Let’s Talk has created a brilliant collection of podcasts packed 
with real talk on everything from habit formation and mental health 
to sleep and stress.

If you’re a Mapal customer, reach out to your Customer Success 
Manager to access these directly through Mapal One.

If you’re new to us, feel free to book a demo. Our team would be 
happy to show you how these resources, along with other tools, 

can support your people and strengthen your workplace culture.

For more information or to access the full set of resources:

Visit So Let’s Talk

Or reach out to Patrick Howley directly via LinkedIn

Watch the webinar: 

The hidden cost of hospitality

mapal-os.com

https://mapal-os.com/en/request-a-demo?utm_source=321130033&utm_medium=Bookademo&utm_campaign=UK_CROSSVERTICAL_WC_2025_Q2_MENTALHEALTHAWARENESS
https://soletstalk.co
https://www.linkedin.com/in/patrick-howley-26024a1a0/
https://mapal-os.com/en/motivating-employees/watch-the-hidden-cost-of-hospitality?utm_source=321130033&utm_medium=MentalHealthWebinar&utm_campaign=UK_CROSSVERTICAL_WC_2025_Q2_MENTALHEALTHAWARENESS
https://mapal-os.com/en/?utm_source=321130033&utm_medium=EGUIDE&utm_campaign=4f7f91bc-56c1-ef11-a72e-7c1e52509a22
https://mapal-os.com/en/?utm_source=321130033&utm_medium=EGUIDE&utm_campaign=4f7f91bc-56c1-ef11-a72e-7c1e52509a22

