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Abstract 
 

The hospitality and tourism industry is one of the biggest employment creation industries in the world, 
making significant contributions to economic growth, culture, and social development. However, the 
industry is very susceptible to disruptions in its workforce due to economic recessions, pandemics, labor 
shortages, technological changes, seasonality, and turnover rates. Disruptions have an effect on the 
employees' psychological state, the organization's productivity, and the service provision. The current 
research paper analyzes the correlation between workforce disruption and mental health problems in the 
hospitality and tourism industry. Major sources of disruptions, their impact on employees' psychological 
state, and organizational approaches to fostering resilience and well-being are considered. The 
leadership role, technology, human resource management, and government policy effects on the creation 
of sustainable workplaces are discussed as well. The results show that organizations, focusing on 
employees' psychological well-being, flexible working practices, and supportive leadership, have higher 
chances to operate efficiently through disruption periods.  
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Introduction 

 Hospitality and tourism industry consists of hotels, restaurants, travel agents, airlines, resorts, 
event management firms and other service-based companies. The industry depends greatly on 
interpersonal relations and service provision, which makes workforce management an important aspect 
for organizational success. 

 The hospitality and tourism industry has been experiencing very tough workforce challenges in 
the recent years because of: 

• The COVID-19 pandemic  

• Economic recessions  

• Labor migration  

• Technological automation  

• Artificial Intelligence 

• Changing customer expectations  

• High employee turnover  

• Burnout and stress  

_____________________________________________________________________ 
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 Workforce disruptions in the hospitality and tourism sector have posed several problems related 
to the mental well-being of the employees. Hospitality workers face problems of long working hours, 
stressful conditions of emotional labor, lack of job security, poor wages, and difficult customer relations, 
all contributing to stress, anxiety, depression, and burnout. 

 The purpose of this research paper is to study workforce disruptions in hospitality and tourism 
and analyze strategies to cope with them with respect to employee mental well-being. 

Objectives of the Research 

The objectives of this research were as follows: 

• To find out major workforce disruptions in the hospitality and tourism sector.  

• To study the impact of these disruptions on the mental well-being of the employees.  

• To discuss the organizational response and coping strategies.  

• To provide recommendations for improving the situation. 

 With the help of the above objectives, I tried to go beyond the abstract discussion of the concept 
of workforce disruptions and employee well-being in the hospitality and tourism sector of Mumbai. 

Expected Outcomes 

 The entire research was carried out in Urban and Suburban Mumbai in anticipation of having 
localized results on the effects of workforce disruption and mental well-being within the hospitality and 
tourism industry. 

 Quantitative data set (n=25) The quantitative data set for the current study included responses 
obtained from 25 participants working in the hospitality and tourism industry in Urban and Suburban 
Mumbai that focused on issues related to workforce disruptions, job insecurity, work-life balance, level of 
stress, mental well-being, and organizational support systems. Structured questionnaire and scaled 
responses were used to facilitate consistency. 

Qualitative Themes The qualitative aspect of the current research highlighted some common 
themes that emerged during interviews and other narrative responses gathered from participants in 
Urban and Suburban Mumbai that highlighted the experiences of employees in the hospitality and 
tourism industry. 

Background Information and Variables Studied 

 The study involved employees who work in the hospitality and tourism industry in Urban and 
Suburban areas of Mumbai. The background information was gathered from various professionals 
ranging in age from 22 years to 55 years in the Hospitality & Tourism Industry so as to analyze the effects 
of the above mentioned factors on workplace disruptions and psychological well-being of the employees. 
The variables used in gathering background information were the nature of workplace disruptions, 
frequency of workplace disruptions and their management, and the ability of the employees to cope with 
the disruptions. 

Literature Review 

 (Tewari, T. 2026, ‘The next big crisis for workplaces may not be AI, but a workforce 
exhausted by instability and burnout’, The Times of India) In recent times, employee burnout and 
workforce instability have received a lot of attention in workplace well-being discussions. According to 
Tewari (2026), although a lot of consideration has been given to the effects of artificial intelligence on 
employment, the reality of the matter is that there has been a rise in exhaustion among workers, caused 
by the ongoing uncertainty, economic stresses, and disruption at the workplace. Employees from different 
industries are going through high stress and anxiety as a result of insecurity of jobs, heavy workload, and 
the changes in organizational expectations. This topic is especially pertinent in the hospitality and tourism 
industry where employees are in high-stress environments with high emotional labor, inconsistent 
working schedules and unpredictable work demand. It implies that continuous exposure to such an 
environment may negatively impact employees' well-being and productivity. It means that there is a need 
for research into the effects of disruption in the workplace and the well-being of employees. 

(O’Neill, J.W. and Davis, K. 2011, ‘Health and well-being in the workplace: A review and 
synthesis of the literature’, International Journal of Hospitality Management) Employee well-being has 
been recognized as an important element that affects the performance and effectiveness of any 
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organization. According to Danna and Griffin (1999), the issue of work place health and well-being 
encompasses not only the issue of physical well-being but also the aspects of psychological and emotional 
well-being that affect the attitude and behavior of employees. Work place health and well-being is achieved 
in a particular environment within an organization that determines its ability to influence employee well-
being. The work environment includes the factors like the nature of work itself, work conditions, 
organizational culture and many others. Poor work conditions, stressful working environment, lack of 
organizational support may lead to such results as the burnout of the employees, their poor job satisfaction 
and poor performance. This topic is especially relevant to the hospitality and tourism industry as the 
employees in the sector often experience heavy workload and emotionally stressful relations with clients.  

(Grenside, J. 2024, ‘The importance of wellbeing and mental health in hospitality’ The 
Access Group) The issue of mental health and well-being among employees has gained more 
importance in the hospitality industry due to the challenging nature of the services provided by the 
industry. In fact, The Access Group (2024) claims that employees in the hospitality industry are faced with 
long working hours, high customer demands, low staffing, and physically challenging tasks, which lead to 
stress, anxiety, and even burnout. The Access Group (2024) identifies that the negative impact of poor 
mental health extends beyond individuals to the organization, resulting in low productivity, low levels of 
engagement, higher absenteeism, and higher turnover rate. It is especially crucial to ensure the well-
being of employees in the hospitality and tourism industries as the quality of services depends much on 
the performance of the employees and their interaction with clients.  

(‘A mental health action plan for the travel, hospitality and leisure sector: Insights from 
top HR professionals.’ Stanton Chase 2021) The issues of mental health among the members of 
travel, hospitality and leisure industry have recently started to receive more attention because of the 
stressful and unpredictable environment created by the industry itself. In particular, according to Stanton 
Chase (2021), workers in the hospitality industry experience work-related pressures including long 
working hours, emotional labor, staffing problems and unpredictability, all of which can have an impact on 
one’s mental health. Based on the experience shared by senior HR experts, the paper states that mental 
health issues have become more serious after disruptions experienced by the industry, thus requiring 
additional organizational support and measures aimed at improving the situation. It is stated in the study 
that poor mental health can contribute to lower productivity levels, more absenteeism, low employee 
engagement, high turnover rates and other problems, all of which have negative impact on the 
performance of organizations and their service delivery. To tackle the issue, it is suggested to implement 
mental health action plans.  

(Bronotte, M. 2024, ‘Tips for maintaining mental health and wellness in hospitality’. 
Torrens University Australia.) Employee mental health and well-being have become key issues when it 
comes to performance and sustainability in the hospitality industry. According to Mia Bronotte (Alumni 
Engagement Manager to Torrens University Australia, 2024), hospitality workers usually have to perform 
in highly pressured environments characterized by long working hours, difficult shift work, dealing with 
demanding customers, and engaging in strenuous activities. All these factors can increase the level of 
stress, fatigue, anxiety, and even cause burnouts among hospitality employees. In the article, it is stated 
that the maintenance of mental health is associated not only with the personal coping mechanisms but 
also with organizational measures such as maintaining the work-life balance, stress management, good 
leadership, and access to mental health services. Also, organizations that focus on promoting employee 
well-being are more likely to have higher job satisfaction, employee engagement, productivity, and 
retention.  

(Bhandari, D.S., Paul, C., Anjum, S. and Thakur, D. 2025 ‘Exploring workplace health 
challenges in the hospitality sector: A sectoral overview’, Economic Sciences) The issues of 
workplace health and safety continue to be an issue in the hospitality industry due to the various risks 
that the workers face in their respective workplaces. According to Bhandari et al. (2025), the hospitality 
industry workers are faced with different physical, psychological, ergonomic, and occupational risks 
associated with their work conditions and customer interaction. In this regard, the research explains that 
factors such as long working hours, repetitive activities, workplace stress, and high service levels could 
pose health challenges that have an impact on the well-being of the workers and their productivity. Given 
that hospitality is among the largest employment industries in the world, there is the need for workforce 
efficiency and worker motivation. It is for this reason that workplace health is considered to be essential in 
hospitality organizations.  
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(‘Improving employee wellbeing in the hospitality industry’. HUB International, 2025) 
Employee wellbeing has become an important issue in the hospitality sector because of its challenging 
work environment and difficult workforce issues. As indicated by HUB International (2025), employees 
working in the hospitality sector face a lot of stress due to long working hours, labor shortage, high 
customer demands, and physically strenuous tasks. Stress in the workplace could lead to burnout, 
mental exhaustion, low job satisfaction and low employee engagement, among others, that could 
negatively influence organizational performance and service quality. It is indicated in the article that 
improving employee wellbeing will need organization to take proactive measures that would facilitate both 
physical and mental wellbeing of employees through flexible scheduling, wellness programs, effective 
leadership, and access to mental health care. Moreover, fostering a positive workplace environment 
through the recognition, communication, and work-life balance of employees will improve their resiliency 
and reduce turnover.  

Methodology 

• Aim of the Research Paper: Managing Workforce Disruptions and Mental Well Being in 
Hospitality & Tourism Sector in Mumbai  

• Objectives of the Survey 

▪ Document and compare workplace disruptions 

▪ Management of workplace disruptions  

▪ Ask hospitality & tourism sector employees to identify gaps in workplace disruptions and 
mental wellbeing and understand their suggestions on how to improve mental wellbeing in 
this sector in Mumbai. 

Data Collection Approach and Tools 

 The data was gathered through structured online survey platform sample size 25 total). In each 
survey, the researcher used Google Forms to present a standardized set of 10 questions and record the 
responses in real time. This questionnaire comprised of various choice questions in order to make sure of 
varied data collected from participants. The use of a digital questionnaire also made it easier to enter the 
data for further analysis. 

• Participants: Twenty - Five participants who have some experience in the hospitality and 
tourism industry in Mumbai were chosen for conducting interviews (sample size in total = 25). 
Each participant was asked the same 10 questions. 

• Questionnaire: The main tool used was a questionnaire of 10 questions (all in multiple choice 
type question format). These questions were prepared beforehand and remained the same for 
all participants. 

• Tools: Google Forms was used for convenience and reliability of data collection. This tool made 
sure that the data collected was accurate and accessible for analysis later on.  

Rationale for Chosen Methodology  

 The main reason this approach was chosen was to balance efficiency, with depth of information. 
A structured survey allows the researcher to gather information from respondents directly. 

 We used open ended (multiple choice) questions to simplify analysis and reduce respondent 
fatigue to make it easy for them to allow the respondents to elaborate on their experiences so we could 
get different opinions.  

 Overall, the chosen method was intended to gather primary data directly from the target 
audience. We did not use secondary or archival data sources in this phase; instead, we relied entirely on 
firsthand responses collected through the survey. 

Data Types and Research Design  

 The study was cross-sectional and descriptive. In other words, we collected data from different 
individuals at a single point in time to describe their current situation.  

All data gathered were primary. We collected information directly through questionnaires and we 
did not analyze any existing datasets or documents (no secondary data). In scientific terms, we 
considered this to be a descriptive survey study, whereby qualitative insights were obtained from open-
ended questions. 
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 The format of our survey made sure that the data collected was a true representation of their 
opinions and would allow for easy analysis.  

 This design was appropriate for our goal of characterizing the respondents’ work disruptions in 
their work environment and management of mental wellbeing as they are. 

Data Analysis and Survey Findings 

The Reason Behind the Research 

 Hospitality employees frequently deal with difficult customers, long shifts, and physically 
demanding tasks. Continuous emotional labor leads to burnout, characterized by: 

• Fatigue  

• Reduced productivity  

• Cynicism  

• Decreased motivation 

Findings of the Survey 

 From the above study it has been found that: 

• Workforce disturbances have an impact on the mental wellbeing of employees in hospitality and 
tourism. 

• High levels of stress and burnouts have an effect on employee performance and their customer 
service. 

• Those organizations with mental well-being systems are better equipped to deal with crises. 

• Good communication and engagement of employees by leadership is key to workforce 
resilience. 

• Tech adaptations need constant training and emotional support. 

Notable Point: The above findings, data analysis, and recommendations stated in this research paper 
apply to MUMBAI only. It is not a generalized workplace pattern and is based on subjective analysis. 

Survey Results Analysis 

 Based on the survey conducted across Mumbai among relevant respondents who engage in 
activities within the hospitality and tourism sector, with 25 respondents, here are the key findings for each 
question: 

• Disruptions in Daily Routine 

 

 The survey shows how workplace disruptions can affect your daily work routine in Mumbai, with 
responses distributed across four categories: 4 (36%) were disrupted sometimes, 3 (28%) were 
frequently, 3 (20%) was rarely disrupted and 4 (16%) were never disrupted. This question assessed 
participants perception of how often do workplace disruptions affect their daily work routine. 
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• Impact of Workplace Disruption 

 

The 4 levels of type of workplace disruption that impacts participants the most started with the 
highest being a tie between at 4 being staff shortages at 32% and difficult customer interactions being 3 
at 32% as well. Next was sudden schedule changes at 2 (24%) and Technical or Operational issues 
being 1 at 12%. 

• Work Related Stress 

 

 The response option included 4 types of responses to current level of work-related stress 
experienced by the participants. Again there was a tie between High rate and moderate rate of stress 
being the same with level 4 being High at 32% as well as level 3 being Moderate at 32% as well. The 
level 2 being Very High was ast 24% and level 1 being very low at 12%. 

• Support by Management 
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The 4 Support by Management levels were: A tie between 4 & 3 with 4 (32%) not supported at 
all, 3 (32%) slightly supported, 2 (28%) moderately supported and 1(8%) highly supported indicating a 
very low level of support from management vis-à-vis a polar opposite of high level of no support at all 
from the management during stressful situations. 

• Effectiveness of Communication by the Organization 

 

 The four Effectiveness of Communication by the Organization levels with their percentages 
were: 4 (36%) Somewhat ineffective, 3 (36%) Somewhat Effective, 2 (16%) Very Ineffective and 1 (12%) 
Very effective. The data shows that while most organizations somewhat ineffectively and somewhat 
effectively communicate with their participants indicating a vagueness in receiving information from the 
organizations during unexpected disruptions with very ineffective communication taking a slight lead over 
very effective communication by the organization. 

• Workplace Disruptions on Mental Health 

 

 The response options for workplace disruptions affecting mental well-being included four types 
of levels: The overwhelming majority of respondents mentioned 4 (36%) occasionally, with 3 (32%) being 
often, 2 (20%) at never and 1 (12%) always. This probably indicates the resilience of the participants 
towards safeguarding their own mental well-being during workplace disruptions. 
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• Factors in Managing Workplace Stress 

 

The response options included four types of factors: It was heartening to see the overwhelming 
majority of respondents 4 (36%) had support from colleagues as their primary way of managing stress 
the most, while 3 (28%) and 2 (28%) had Training and Guidance and Flexible Scheduling at a tie. Breaks 
and wellness initiatives were sadly at an all time low at 1 (8%). 

• Satisfaction with Organizations Efforts 

 

The response options included four levels of satisfaction: with the majority participants being 
4(40%) dissatisfied, 3 (32%) dissatisfied, 2 (24%) satisfied and a dismal 4(4%) being very satisfied. 

• Confidence in Handling Workplace Challenges 

 

 The response options included four types of confidence levels: The overwhelming majority of 
respondents 4 (44%) were slightly confident of handling unexpected workplace challenges, while 3 (32%) 
felt confident, 2 (16%) were not confident with only 1 (8%) being very confident. 
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• Improvements to Enhance Employee Wellbeing 

 

 In this response the overwhelming majority responded with 4 (36%) wanting more mental health 
support to enhance employee well being at the workplace.  At 3(24%) wanted better communication and 
there was a tie between 2(20%) wanting better staffing levels and 1 (20%) wanting better work-life 
balance policies. 

Conclusion and Future Recommendations 

Strategies for Managing Workforce Disruptions 

• Employee Mental Health Programs 

Organizations should implement: 

▪ Counselling services  

▪ Stress management workshops  

▪ Employee assistance programs  

▪ Mental health awareness campaigns  

These initiatives help employees manage emotional challenges effectively. 

• Flexible Work Arrangements 

 Flexible scheduling and remote work opportunities can improve work-life balance and reduce 
stress. 

• Leadership and Organizational Support 

Supportive leadership plays a critical role in employee well-being. Managers should: 

▪ Communicate transparently  

▪ Provide emotional support  

▪ Recognize employee contributions  

▪ Encourage teamwork  

Government and Industry Support 

Governments and industry associations can support hospitality workers through: 

▪ Employment protection policies  

▪ Mental health awareness programs  

▪ Financial assistance during crises  

▪ Workforce training schemes  

Public-private collaboration is necessary for long-term workforce sustainability. 
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Recommendations for the Future 

Based on the findings, the following recommendations are proposed: 

• Develop comprehensive employee wellness programs.  

• Promote work-life balance through flexible scheduling.  

• Provide regular mental health counseling and support.  

• Invest in employee training and career development.  

• Strengthen organizational communication during crises.  

• Encourage supportive and empathetic leadership styles.  

• Implement long-term workforce planning strategies.  

Conclusion 

The hospitality and tourism industry is faced with continuous workforce disruptions that affect 
the mental health of employees and organizational performance. The issues include high turnover, 
burnout, technology disruptions, and economic uncertainty. Managing such disruptions will require the 
implementation of a comprehensive approach to management that includes provision of mental health 
care, proper leadership, engagement of employees, and HR policies. 

Employees who value their mental well-being will be in a position to maintain their resilience and 
service delivery at the organization. Future research should concentrate on workplace trends and digital 
disruption in the hospitality industry. 
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Appendix 

Managing Workplace Disruptions and Well-Being in the Hospitality and Tourism Sector 

Survey Questions 

1.  How often do workplace disruptions affect your daily work routine? 

• Never  

• Rarely  

• Sometimes  

• Frequently  
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2.  Which type of workplace disruption impacts you the most? 

• Staff shortages  

• Difficult customer interactions  

• Sudden schedule changes  

• Technical or operational issues  

3.  How would you rate your current level of work-related stress? 

• Very low  

• Moderate  

• High  

• Very high  

4.  How supported do you feel by your management during stressful situations? 

• Not supported at all  

• Slightly supported  

• Moderately supported  

• Highly supported  

5.  How effectively does your organization communicate during unexpected disruptions? 

• Very ineffective  

• Somewhat ineffective  

• Somewhat effective  

• Very effective  

6.  How often do workplace disruptions affect your mental well-being? 

• Never  

• Occasionally  

• Often  

• Always  

7.  Which factor helps you manage workplace stress the most? 

• Support from colleagues  

• Flexible scheduling  

• Training and guidance  

• Breaks and wellness initiatives  

8.  How satisfied are you with your organization’s efforts to promote employee well-being? 

• Very dissatisfied  

• Dissatisfied  

• Satisfied  

• Very satisfied  

9.  How confident are you in handling unexpected workplace challenges? 

• Not confident  

• Slightly confident  

• Confident  

• Very confident  

10.  What improvement would most enhance employee well-being in your workplace? 

• Better staffing levels  

• Improved communication  

• More mental health support  

• Better work-life balance policies  

❑❑❑ 


