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Abstract
The hospitality sector is constantly challenged with issues of employee mental health and wellbeing, which are further exacerbated by heavy workload, emotional labour, and the pressure of operation post-pandemic. This study investigates how organisational culture and human resource (HR) practices can be used to create emotional resilience in hotel employees. The study also relies on a secondary qualitative research method that will synthesise the recent literature (2020-2025) to determine the role of supportive organisational environments and wellbeing-oriented HR policies in supporting workforce adaptability and psychological wellbeing. With the help of the Job Demands Resources (JD-R) model, the results have shown that the hotel with empathetic leadership, an inclusive culture, and HR policies that are based on resilience contributes to increased employee engagement, decreased burnout, and greater resiliency. The analysis also brings out the increasing nature of green HRM and sustainable practices that add value to the well-being of employees and the responsibility of the organisation. Nevertheless, there are still missing links in the application of long-term resilience programmes, particularly in smaller hotels that cannot afford generally organised wellbeing programmes. The research arrives at the conclusion that incorporating mental health and resilience into strategic HR and cultural frameworks is essential to increase retention, performance and service quality. The proposed solutions involve the establishment of psychological safety, leadership education and national standards of wellbeing in order to achieve long-term emotional wellbeing and organisational performance in the hospitality industry.
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[bookmark: _h0i8d3uqwlxt][bookmark: _Toc212136360]1. Introduction
The issue of the increasing mental health crisis in the hospitality industry has become a major concern, especially since hotel workers experience excessive workloads, stress, emotional burnout, and a lack of work-life balance (Wong, Kim and Xu, 2025). These pressures have been heightened after the pandemic, with labour shortages, heightened guest expectations, and operational strain expanding the psychological pressures on employees. Developing emotional resilience, the capacity to change and bounce back after a setback, has therefore become an essential ingredient in maintaining the balance of workforce and organisational performance (Baker, Baker and Burrell, 2021). In this regard, organisational culture and HR practices are important in the creation of environments to advance mental health, inclusion, and support. Burnout, turnover, and reduced guest satisfaction are the outcomes of these issues in a highly people-intensive industry like the hotel industry since service quality is directly related to employee engagement (Yu, Zhang and Zhang, 2024). Hence, a supportive culture that should be encouraged by proactive HR strategies is pivotal to the development of emotionally stable teams that will be able to survive the continuous pressure of the industry and constantly changing market conditions.
[bookmark: _1460n96xjdks][bookmark: _Toc212136361]2. Literature Review
[bookmark: _oelhnccmvk9q][bookmark: _Toc212136362]2.1 Culture and HR practices of hotel employees: emotional resilience.
The targeted area in this paper is the concept of developing emotional resilience among employees working in the hotel industry and how organisational culture and HR practices interrelate to influence it. Emotional resilience- the ability to adjust to and recover emotionally in response to emotional stressors is becoming a more significant aspect of the hospitality industry, where service jobs are stressful and emotionally charged (Elshaer et al., 2025). The literature states that in the absence of a supportive culture and congruent HR practices, the resilience of employees is compromised, which results in burnout, disengagement and turnover.
[bookmark: _jjp7ybs3ui3l][bookmark: _Toc212136363]2.2 Organisational Culture: conceptual framework and factual evidence.
The organisational culture (OC) has been described as the shared values, norms, beliefs and assumptions of the organisational members that influence behaviour. Culture theoretically offers the emotive climate and group attitude within which staff members perceive sources of stress and assets. In the context of hospitality, most recent empirical studies indicate that a high hospitality-specific culture has a positive impact on job satisfaction, organisational citizenship behaviours and decreases intention to leave. Indicatively, Gencer et al. (2021) observed high impacts of hospitality organisational culture on employee performance in Turkish hotels.
Nevertheless, cultural specifics of emotional resilience are more difficult to trace. The idea of psychosocial safety climate (PSC) refers to the fact that when workers think that their psychological well-being is appreciated, then resilience is favoured; the theory has not been implemented much in hotels. Although culture is proven to have an effect on the normal results (job satisfaction, turnover), there is still a gap in the empirical research that considers culture as a direct predictor of emotional resilience. More importantly, organisational culture is not necessarily enough: culture without practice (HRM) can be a shallow one (Wright and Steinbach, 2021). Besides, the culture is slow-moving and might not react fast to changing emotional stressors in hospitality (e.g. post-pandemic pressures, labour deficits). In this way, the association of culture with HR practices becomes important.
[bookmark: _44qpfiklfldg][bookmark: _Toc212136364]2.3 HR Practices: emotional strength.
HR practices that include recruitment and selection, training and development, performance management, leadership support, participation and well-being programmes by employees are the mechanisms through which culture is operationalised. The literature on strategic HRM (SHRM), such as Georgescu et al. (2024), shows that the combination of SHRM practices with SHRM culture improves organisational resilience (i.e., ability to bounce back).
Even though the study is at an organisational level, it is applicable to the paper since the emotional resilience of employees is just part of resilience. To be more specific in the hospitality setting, the most recent literature reports a necessity to focus on HR practices that are expected to deal with emotional labour, burnout and mental health. As an example, Saito, Brozović and Baum (2025) performed a systematic review in the area of well-being of hospitality employees to determine stressors and resources and the importance of HR practices in supplying emotional and social support. Paralta, Simões and Duarte (2023) conducted a study on ethical leadership and found that ethical leadership decreased burnout through subjective well-being as a mediator in hotels.
[bookmark: _vy9cq42gndb2][bookmark: _Toc212136365]2.4 Effects on emotional strength: hospitality evidence.
A high emotional burden on employees is a feature of the hospitality industry, which can manifest as incivility with the guests, irregular working schedules, and inefficient service recovery. Prayag, Muskat and Dassanayake (2023) emphasise the role of emotional resources, including peer support, leadership and training, to create resilience in hotel employees. To back this idea, a study by Edeh et al. (2024) shows that an organisational culture that focuses on learning is a key factor in increasing business resilience in hotels, which means that establishing adaptive capacities is an important factor in success.
Moreover, according to a study conducted by Dawson et al. (2023), a high hospitality culture can have a positive effect on turnover intentions, job saturation, and service recovery initiatives. This implies that a strong organisational culture can be a shield in terms of emotional strain through job satisfaction and reducing the adverse effects on employees. Also, a recent report by El-Sherbeeny et al. (2023) emphasises the crucial connexion between mental health and the performance of employees and their retention in the hotel industry. Altogether, the body of literature suggests that the problems of high emotional demands are common; however, supportive culture and HR practices are crucial to supporting the well-being and resilience of employees. Nonetheless, the empirical links are yet to be studied.
[bookmark: _v137za3sl9kf][bookmark: _Toc212136366]2.5 Theoretical integration & critique.
The Job Demands Resources (JD-R) model can be helpful: job demands are emotional demands in hotels; emotional resilience is facilitated in the case of high job resources (Nizam et al., 2024). Nonetheless, there is a significant amount of literature in the hospitality field that applies results (burnout, satisfaction) and not resilience itself. One more practical lens is the Conservation of Resources (COR) theory: the more resources an employee has, the less they are going to lose when stressed and the higher the chance to recuperate. However, the resource loss/gain cycle is rarely operationalised in emotion resilience in hospitality studies.
[bookmark: _o11ghtkvdnj6][bookmark: _Toc212136367]3. Method
The research design to be used in this study is secondary qualitative research in order to investigate how organisational culture and HR practices help in fostering emotional resilience among hotel workers. The strategy implies the review and the synthesis of the already existing academic literature, industry reports, and policy documents published in 2020-2025. There is a possibility of critical interpretation of many views and empirical results on the second level of qualitative analysis, without direct data gathering, that provides a broad overview of what is known and what is not known in the field (Cheong et al. 2023). Journal articles were identified in the reputable databases, which include ScienceDirect, Emerald Insights and Taylor and Francis, using keywords like emotional resilience, organisational culture, HR practices, and mental wellbeing in hospitality. The theoretical approach the study will be founded on is the thematic analysis, which will allow for determining the common themes and connections among the studies. The Job Demands Resources (JD-R) model provides the framework for the interpretation by conceptualising the organisational culture and HR practices as the resources that help alleviate emotional strain and develop resilience. This integrative methodology will provide a theoretically rational and evidence-based study applicable to modern hospitality management.
[bookmark: _6bvg66ngnvjx][bookmark: _Toc212136368]4. Theme Impact Analysis
The section is an analysis of how organisational culture and HR practices influence the development of emotional resilience and mental well-being within hotels. Synthesised and interpreted findings of the current literature (2020-25) were done using a secondary qualitative coding framework. The studies were sorted based on the emerged themes, namely workplace culture, HR interventions, employee wellbeing, and sustainability integration, in order to demonstrate the combined impact of these factors on resilience and alleviation of mental health problems.
[bookmark: _6pvdjm2h9qj][bookmark: _Toc212136369]4.1 Coding Table: Thematic Analysis of Literature.
	Code / Theme
	Key Findings from Literature
	Impact on Hotel Industry
	Source(s)

	Supportive Organisational Culture
	Organisational identity and cultural clarity enhance employee wellbeing; unclear identity causes stress and disengagement.
	Promotes psychological safety, belonging, and emotional resilience in hotel teams.
	Ponting (2020); Kim and Jung (2022)

	HR Practices for Wellbeing
	HR policies integrating mental health initiatives and flexible support improve job satisfaction and reduce burnout.
	Strengthens retention and engagement; mitigates mental health stigma.
	Agarwal (2021); Elufioye et al. (2024)

	Psychological Capital and Readiness for Change
	Employees with higher psychological capital are more resilient and adaptive to uncertainty.
	Builds mental preparedness and resilience amid crises (e.g., COVID-19).
	Al-Ghazali and Afsar (2022)

	Work–Life Balance
	A healthy balance between work and personal life moderates stress and supports pro-social behaviour.
	Reduces emotional exhaustion and improves service quality.
	Jung, Hwang and Yoon (2023)

	Sustainable and Green HRM
	Integration of sustainability and green culture with HRM enhances emotional wellbeing and organisational resilience.
	Encourages purpose-driven culture and psychological commitment.
	Alreahi et al. (2022); Elshaer et al. (2024); Lin et al. (2024)

	Holistic Wellbeing Models
	Incorporating physical, mental, and emotional wellbeing within HR frameworks fosters resilience.
	Builds long-term employee satisfaction and retention.
	Maluegha et al. (2024)

	CSR and Leadership
	Responsible leadership and CSR-based HRM improve social identity and emotional resilience.
	Enhances trust and emotional engagement with the organisation.
	Ishaq et al. (2023)

	Organisational Best Practices
	Workplaces prioritising mental health demonstrate higher productivity and morale.
	Sets industry benchmarks for resilience and inclusion.
	Wu et al. (2021)


[bookmark: _tibjxved9la3][bookmark: _Toc212136370]4.2 Critical Interpretation
The recent population pressures due to high workloads, emotional labour, as well as the pandemic shocks of COVID-19, have put a lot of mental health strain on the hospitality industry. Agarwal (2021) emphasises the role of the HR departments, which turned out to be the emotional stabilisers in the case of crisis and introduced counselling and flexibility that increased employee wellbeing. These attempts were, however, mostly reactive but not strategic. Wu et al. (2021) suggest a more sustainable solution, describing organised mental health structures of organisations, combining training, peer support, and leadership empathy, as predictors of employee resilience in the long term.
The effect of cultural dimensions on resilience is very high. Ponting (2020) discovered that the organisational identity change may destabilise the sense of belonging among employees, making it more stressful and less emotionally stable. On the same note, Kim and Jung (2022) revealed that low-hierarchy cultures with a supportive environment mitigate perceived stress and encourage beneficial coping strategies. Such studies solidify the fact that emotional resiliency is a systemic process, which stands on a culture and leadership production.
The psychological capital dimension of optimism, hope, and self-efficacy has become an important resource for resilience. As shown by Al-Ghazali and Afsar (2022), highly psychologically capitalised employees are better placed to embrace change in the organisation, creating flexibility and expression of emotion in times of crises. This result complements that of Jung, Hwang, and Yoon (2023), which yields the same result that work-life balance moderates the relationship between well-being and job performance, especially in a demanding hotel environment of an emotional nature.
The other crucial aspect dimension is green and sustainable HRM integration. According to the research by Alreahi et al. (2022), Elshaer et al. (2024), and Lin et al. (2024), the sustainability-oriented HR policies, including the eco-friendly work-life programmes and the green organisational culture, have a positive impact on emotional well-being and collective resilience. These results indicate that sustainability and well-being are interrelated, which can be understood as a transition to regenerative models of hospitality with the same consideration of people and the planet.
Moreover, Ishaq et al. (2023) associate CSR and responsible HRM with sustainable performance and well-being among employees by demonstrating that social responsibility boosts trust and emotional commitment. Meanwhile, Maluegha et al. (2024) support holistic HR models, which include physical, mental, and emotional well-being, and offer a resiliency model compared with the conventional wellness programmes. Nevertheless, the majority of these projects are focused on the high-end hotels, which indicates a deficiency in scalability in smaller hotels.
[bookmark: _7vhzpkbab0q4][bookmark: _Toc212136371]4.3 Critical Reflection: Limitations and Strengths.
In general, the results of the literature indicate the existence of a positive and quantifiable effect of organisational culture and HR practices on emotional resilience. Such assets as the increased global awareness of mental health, cross-disciplinary perspectives of sustainable development and wellbeing, and the application of psychological capital and CSR as resilience-enhancing factors are also considered strengths. However, there are still restrictions. Most of the interventions are short-term or crisis-related and have not been validated in the long term (Agarwal, 2021). Furthermore, although big hotels have implemented wellbeing and sustainability models, small and independent hotels are resource-constrained, which creates a discrepancy in implementation (Elufioye et al., 2024).
Empirical research continues to pay much attention to job satisfaction and turnover, but not to emotions resilience as such. The future practice in the industry must strive to institutionalise wellbeing as an organisational DNA- proactive, culture-driven HRM with an integration of the mental health, sustainability, and leadership empathy.
[bookmark: _azjxc4k8la04][bookmark: _Toc212136372]5. Conclusion
To sum up, the organisational culture and HR practices are the determinant factors in promoting emotional resilience and mental well-being in the hotel business. There is evidence that positive cultures, HR policies that are concerned with wellbeing, and sustainable management styles increase employee flexibility and interest. But to be effective, the hotels should make mental health programmes a strategic priority and not a reactionary measure by creating emotional resilience into the organisational values, leadership behaviours, and daily human resource practices.
[bookmark: _3ii03ck3oy22][bookmark: _Toc212136373]6. Recommendations
Extending the analysis of organisational culture and HR practices as the means of fostering emotional resiliency, the hotel and hospitality sector must take an active and combined stance toward the well-being of the employees (Ford and Sturman 2020). To begin with, hotels will need to incorporate mental health and resilience training in regular staff development programmes so that employees and managers can learn to handle emotional labour (Batabyal and Das, 2019). HR departments ought to put in place psychological safety policies that comprise confidential counselling, peer-support systems and stress management programmes specific to high-pressure hospitality settings.
Second, there is the need to develop a favourable organisational culture (Cooper and Hall, 2019). Leaders need to have an example of empathy, inclusiveness, and transparency and ensure that the work environments are ones where employees feel appreciated and encouraged. Green and sustainable HRM may also be implemented to enhance the level of emotional involvement, and to bring the well-being factors into the frame of wider organisational sustainability (Tribe, 2009).
Third, HR analytics should be applied in the hotel and used to track the mental health metrics — absences, turnover, and job satisfaction — to intervene early and improve constantly (Costa and Costa, 2022). Credibility and impact may also be strengthened through collaboration with professional mental health organisations.
Lastly, sector-wide frameworks on the wellbeing should be created by industry associations to maintain a uniform standard and uphold between small and large hotels (Sharma, Singh, and Tyagi, 2024). Making resilience and wellbeing part of a long-term strategy will improve employee health and retention as well as initiate service quality and long-term business success.
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