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Abstract: Hospitality employees who believe they are making a positive impact on the world are more 

likely to adopt accommodating coping mechanisms and enjoy greater overall health. These people use 

direct attempts to increase well-being as a coping mechanism. Additionally, the study demonstrated that 

these servers experience less emotional exhaustion at work and are less inclined to treat patrons like 

objects. According to recent conference symposia, books, and journal articles, industrial-organizational 

psychology has also started to consider emotions and emotional regulation as legitimate research topics. 

Understanding what causes negative emotions and how to effectively manage them is essential for both 

service delivery and staff well-being in environments like customer service 
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I. INTRODUCTION 

Burnout is defined as "a persistent, negative, work-related state of mind in 'normal' individuals that are primarily 

characterized by exhaustion, which is accompanied by distress, a sense of reduced effectiveness, decreased motivation, 

and the development of dysfunctional attitudes and behavior at work" (Schaufeli and Enzman, 1998). Burnout is 

characterized by three characteristics, according to Maslach and colleagues(Baron, 1986). These dimensions are 

feelings of emotional tiredness, depersonalization, and decreased personal accomplishment. A decline in a person's 

emotional reserves is referred to as emotional weariness.(Christina Maslach, 1984) Depersonalization, or treating 

service and care recipients in an overly detached or negative manner that reduces them to an impersonal object, is a 

representation of the interpersonal context dimension.(Grandey, 2002) 

Strong commitment to work, supportive relationships among coworkers(S. Rothmann, 2003), supportive relationships 

between supervisors,and a fostered environment for autonomy are all associated with low levels of general burnout. 

Role conflict is high (Barber & Iwai, 1996), the workload is heavy, support, feedback, and encouragement of new ideas 

and procedures are low, and vague or ambiguous job expectations are work-related aspects associated with higher 

levels of burnout. According to Edwards' cybernetic theory of stress, coping, and well-being, stress is defined as a 

difference between a person's perceived and desired states that they value. The duration of the discrepancy, or the 

amount of time an individual spends thinking about it, moderates its impact on well-being. The concept of coping refers 

to efforts made to lessen or completely eradicate the detrimental effects of stress on well-being. The process of 

managing demands—whether internal or external—that are deemed to be burdensome or to surpass an individual's 

resources is known as coping. 

According to Kleinke (1998), coping refers to the actions taken to deal with circumstances that are deemed stressful or 

potentially damaging.Additionally, Al-Heeti and Alwashli (2000) claim that there appears to be a strong correlation 

between coping mechanisms and burnout. Higher levels of burnout are linked to the withdrawal of coping methods, 

also known as poor coping in the literature (Rowe, 1997; Van Dick & Wagner, 2001). According to Callan (1993), non-

coping is the result of unsuccessful coping attempts that lead to a variety of physical and psychosocial disorders that 

exacerbate stress levels. Higher levels of anxiety and despair are also a result of non-coping. Furthermore, a defensive, 

passive response to stressful situations makes people more prone to burnout.  

The front-line staff member of any restaurant or bar and a crucial factor in the success or failure of the business is the 

waiter, waitress, or waitron, as they are known in their profession (Anon, 2005). According to the Restaurants 

Association of South Africa (RASA), service in South African restaurants is not up to par with other rival tourist 

locations and is depressing the standard of customer service in this nation overall (Naidoo, 2004). According to Nick 
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Nicolau, a representative of RASA, which represents over 200 private restaurants as well as large franchises, the 

nation's customer service and tourism are negatively impacted by the average low and subpar level of competence 

among servers (Naidoo, 2004). 

Naude (in Bamford, 2004b) asserts that the main source of stress for servers is money. Some servers claim that large 

sums of money are taken out of their gratuities to cover the salaries of managers and other employees, as well as 

prospective "breakages". For many years, waiters and bartenders have had very unpredictable work environments with 

no job security, and their main source of income has been tips from patrons. Additionally, these people hardly have any 

legal redress, but this may be about to change. 

 

Objective:  

To analyse the impact of job stress, and burnout in the hospitality industry and how employees will cope with burnout. 

 

II. RESEARCH METHODOLOGY 

To complete the analyses the secondary data was referred to peer-reviewed journals. Research articles, Books, Online 

Books,videos, etc. 

 

III. REVIEW OF LITERATURE 

Legal expert De Waal (in Barnford, 2004) claims that waiters are frequently informed, "If you don't like it, there's the 

door," and that their rights are not represented by a union. According to De Waal, servers at a well-known restaurant in 

the Western Cape were "paid" a commission of 2, 5% minus VAT, or roughly 1, 75%, on their sales. In addition, they 

were required to pay R15 for "breakages" at the end of each shift, regardless of what they really broke. They were 

charged again, without even having to pay for it, if they broke anything. 10% of bar staff gratuities and between 3% and 

5% of bank credit card costs were subtracted from client credit card gratuities. Waiters also grumbled about having to 

cover the salary of other employees(Bamford, 2004). 

Service workers are engaged in "emotional labor" since they are compensated for their ability to control and express 

their emotions, according to Hochschild. Employees in the service sector are frequently urged to repress their own 

emotions and distance themselves from maltreatment and abuse (Frenkel, Tam, Korczynski, & Shire, 1998). The 

contrast between what workers may be feeling toward consumers and the feelings they must show (emotional 

dissonance), can be quite anxious and challenging to overcome. Employees in customer service continuously control 

their emotions and displays of emotion when engaging with clients (Grandey&Brauburger, 2002). According to 

Hochschild (2003), this type of job has benefits for the company but also requires effort from the individual, which is 

frequently disregarded. When front-line service employees' emotions don't match the polite personas expected of them, 

they work harder. Therefore, figuring out what circumstances lead to this dissonance and how to deal with it could aid 

in creating training materials and lowering front-line staff stress (Grandey&Brauburger, 2002). According to Kleinke 

(1998), coping refers to the actions taken to deal with circumstances that are deemed stressful or potentially damaging. 

The process of managing demands—whether internal or external—that are deemed to be burdensome or to surpass an 

individual's resources is known as coping (Kreitner & Kinicki, 2001). And thus the question becomes, "How do you 

enable your staff to reach their full potential?"How can one find the greatest bartender, dishwasher, and front desk 

employee? the best prep cook, the greatest housekeeper, and the best waiter on? The hotel sector has traditionally 

valued human resources expertise (Tanke, 2001). The current state of psychological research and economic trends make 

it ideal to examine how people regulate their emotions when they are in customer service environments (ISO 110). 

Given that virtually every company now depends on service orientation to remain viable, it is critical to acknowledge 

the challenges that service personnel face in upholding customers' favorable perceptions. Emotions and controlling 

them have also started to be accepted in psychology. 

Understanding what triggers negative emotions and how to effectively manage them is essential for both service 

delivery and staff well-being in environments like customer service (Grandey&Brauburger, 2002).Health is another 

crucial aspect to consider when working as a waiter. Similar to illness, health is an idea derived from real-world 

experiences and worries. Even if it is not as urgent to explain health as it is to explain serious sickness, thinking about 

health frequently prompts consideration of the nature of one's physical, emotional, and social existence. It is a type of 
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experience that, like disease, exposes unspoken presumptions about societal and personal reality. People communicate 

their ideas about well-being in our culture through conversations about health. 

"Positive emotional states may promote healthy perceptions, beliefs, and physical well-being itself," according to a 

recent research review (Salovey, Rothman, Detweiler, & Steward, 2000). Workers who are not under stress are said to 

be engaged if they are fully absorbed in and enjoying the demands of their work, as per a holistic model of stress. Even 

in the face of incredibly intense stress, workers can remain engaged and experience positive benefits (Nelson & 

Simmons, 2003). The so-called JobDemands-Control (JDC) model is one of the most extensively researched theoretical 

perspectives on job stress (Karasek, 1979; Karasek & Theorell, 1990). The JDC model's central claim is that decision 

latitude, or job control, is an essential resource that helps to mitigate the potentially harmful impacts of job stress. 

Therefore, improving employee control reduces the likelihood of job strain; that is, when employees have enough 

control, job stress won't negatively impact their physical and mental well-being (Rodriguez, Bravo, Peiro, & Schaufeli, 

2001).According to the stress-buffering hypothesis, detrimental effects of job stress are avoided when resources (such 

as other people's social support and useful coping mechanisms) are successfully mobilized to offset it (Gore, 

1985).There are many strains mentioned in the literature that require further research. This logic and the Job-Demands-

Control model predict that low mental health will result from a combination of high-strain conditions (high demands 

and little control) and inadequate personal coping. 

 

IV. CONCLUSION 

The results of the study indicate that task characteristics and workload are the primary sources of workplace stress for 

hotel managers. Furthermore, employing a direct action coping style might help one see the bad things as opportunities, 

which can help lower stress levels at work. Furthermore, if hotel managers use more direct-action tactics to deal with 

work-related stress, they are less likely to experience burnout. The study's findings can serve as part of 

recommendations on what factors to take into account in order to lessen workplace burnout and job stress. Hotel 

supervisors may experience stress due to the never-ending barrage of stimuli, pressures, and demands posed by the 

industry's complex and changing environment. 
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