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Abstract 
 

This study examined the relationship between mental health and turnover intentions among hospitality 
employees as a basis for developing a structured stress reduction program. Specifically, the study assessed 
employees’ levels of stress, anxiety, and emoti onal exhaustion, determined the extent of turnover intentions, 
analyzed the relationship between mental health indicators and turnover intentions, and proposed an 
intervention program tailored to employees  identified needs. A quantitative descriptive - correlational research 
design was employed involving 150 frontline hospitality employees from selected hotels and casual dining 
establishments in the Philippines using purposive sampling. Data were collected us ing a structured 
questionnaire adapted from the Depression Anxiety Stress Scales (DASS - 21), Maslach Burnout Inventory (MBI), 
and standardized turnover intention measures. Statistical analyses included frequency, percentage, mean, 
standard deviation, Pearso n Product - Moment Correlation, and regression analysis using SPSS version 27. 
Findings revealed high levels of stress, anxiety, emotional exhaustion, and turnover intentions among 
respondents. Significant positive relationships were found between mental hea lth indicators and turnover 
intentions, with emotional exhaustion demonstrating the strongest association. The findings suggest that 
psychological strain substantially contributes to employees’ intentions to leave hospitality organizations. Based 
on the re sults, a structured stress reduction program emphasizing mental health awareness, counseling 
support, stress management training, supervisory support, and work - life balance initiatives was proposed to 
improve employee well - being and workforce retention.  
 

Keywords: mental health, turnover intentions, hospitality employees, stress, anxiety, emotional exhaustion, 
stress reduction program  
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INTRODUCTION 

 
The hospitality industry is fundamentally 
dependent on human interaction. Unlike sectors 
where production processes can be 
standardized or automated, hospitality 
organizations rely heavily on employees who 
continuously engage with guests through 
emotional labor, interpersonal communication, 
and service - oriented performance. Frontline 
personnel in hotels, restaurants, resorts, and 
tourism establishments are expected not only 
to perform technical tasks efficiently but also to 
maintain emotional composure, dis play 
warmth, and manage challenging customer 
interactions despite long working hours, 

irregular schedules, demanding workloads, and 
operational pressures. In such environments, 
employee psychological well - being becomes 
central to organizational sustainability, service 
quality, and workforce stability.  
 
Recent evidence suggests that employee 
mental health concerns have become 
increasingly prevalent within the hospitality 
sector. According to the World Health 
Organization (2023),  anxiety and stress - related 
conditions continue to be among the leading 
contributors to reduced workplace productivity 
and employee well - being worldwide. Within 
hospitality specifically, studies have reported 
that employees frequently experience elevated  
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levels of occupational stress due to customer -
facing responsibilities, emotional labor 
demands, staffing shortages, and unpredictable 
work schedules ( Karatepe et al., 20 13; Zhang et 
al., 2024). These challenges contribute to high 
employee turnover rates, which remain among 
the highest across service industries, creating 
substantial financial and operational burdens 
for hospitality organizations.  
 
Despite the recognized importance of employee 
welfare, many hospitality organizations 
continue to struggle in providing sufficient 
psychological support systems that address 
workplace stress, anxiety, and emotional 
exhaustion. Emotional exhaustion refers t o a 
state of emotional depletion resulting from 
prolonged exposure to work - related stressors, 
while turnover intention pertains to an 
employee’s conscious and deliberate 
willingness to leave an organization in the near 
future (Maslach & Leiter, 2016). Simi larly, 
withdrawal behaviors refer to actions through 
which employees psychologically or physically 
distance themselves from their work, including 
absenteeism, reduced engagement, lateness, 
and intentions to resign (Hanisch & Hulin, 1991).  
These psychological and behavioral outcomes 
have significant implications for both employee 
well - being and organizational effectiveness.  
 
Previous studies have explored factors 
influencing turnover intentions within 
hospitality settings. Karatepe and Uludag (2008) 
identified emotional exhaustion as a significant 
mediator between work - family conflict and 
turnover intentions among hotel employees. 
Likewise, Kim et  al., (2005) found that job stress 
significantly predicts withdrawal behaviors and 
employees’ intentions to leave their 
organizations. Although these studies 
substantially contributed to understanding 
turnover dynamics, mental health - related 
variables were freq uently examined as 
secondary outcomes embedded within broader 
organizational constructs such as job 
satisfaction, burnout, organizational 
commitment, or work - family conflict. 
Consequently, the direct influence of specific 
psychological conditions  particularly stress, 

anxiety, and emotional exhaustion  on turnover 
intentions remains insufficiently explored.  
 
Recent developments following the COVID - 19 
pandemic have intensified scholarly attention 
toward employee mental health in hospitality 
workplaces. Chen and Eyoun (2021) emphasized 
that anxiety, uncertainty, and psychological 
distress significantly increased among 
hospitality employees during periods of 
organizational disruption and health - related 
risks. More recent studies have similarly 
reported persistent psychol ogical challenges 
among hospitality workers even during the 
post - pandemic recovery period, highlighting 
concerns regarding emotional exhaustion, job 
insecurity, and workforce retention (Jiang & 
Wen, 2024). However, much of the existing 
literature remains l argely descriptive and 
problem - oriented, focusing primarily on 
identifying workplace stressors rather than 
developing evidence - based interventions 
capable of mitigating their adverse effects.  
 
The implications of unresolved psychological 
concerns extend beyond individual well - being. 
Elevated stress, anxiety, and emotional 
exhaustion contribute to stronger turnover 
intentions and eventual employee attrition, 
resulting in increased recruitment and  training 
costs, reduced service consistency, workforce 
shortages, and diminished organizational 
reputation. In labor - intensive hospitality 
economies such as the Philippines, these 
concerns carry broader implications for 
workforce sustainability, service 
competitiveness, and long - term industry 
resilience. Persistent exposure to stressful 
working conditions may gradually normalize 
psychological strain within the workplace, 
ultimately undermining employee retention and 
organizational performance.  
 
Theoretical perspectives such as the Job 
Demands –Resources (JD - R) Model proposed 
by Bakker  and Demerouti (2007) and the 
Conservation of Resources (COR) Theory 
introduced by Hobfoll  (1989) provide valuable 
frameworks for understanding the relationship 
between workplace stressors and employee 
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outcomes. The JD - R Model explains that  
excessive job demands, when not balanced by 
adequate organizational resources, lead to 
psychological strain and emotional exhaustion. 
Similarly, COR Theory posits that individuals 
experience stress when valued psychological, 
emotional, or physical resources are 
threatened, depleted, or insufficientl y 
replenished. Although these frameworks have 
been widely applied in organizational research, 
their practical application in developing 
structured stress reduction interventions 
specifically tailored to hospitality employees 
remains limited.  
 
Given these gaps, the present study 
investigates the levels of stress, anxiety, and 
emotional exhaustion among hospitality 
employees and examines their influence on 
turnover intentions. Utilizing a quantitative 
descriptive - correlational research design wit h 
purposive sampling of hospitality employees, 
the study seeks to generate empirical evidence 
that can inform the development of a structured 
stress reduction program responsive to the 
unique demands of hospitality workplaces. By 
linking psychological well - being directly to 
turnover intentions, the study contributes to 
both hospitality management literature and 
organizational mental health practice while 
providing a foundation for sustainable employee 
retention strategies.  
 
LITERATURE REVIEW 

 
Stress in Hospitality Work Environments. The 
hospitality industry is widely recognized as one 
of the most psychologically demanding service 
sectors due to its dependence on continuous 
customer interaction, emotional labor, irregular 
work schedules, and performance expectations. 
Employees are freq uently required to manage 
customer complaints, respond to fluctuating 
service demands, and maintain professional 
demeanor under stressful conditions. 
Consequently, occupational stress has become 
a concern among hospitality workers.  
 
Job stress refers to the psychological and 
physiological responses that occur when 

workplace demands exceed an individual's 
capacity to cope effectively (Lazarus & 
Folkman, 1984).  Within hospitality settings, 
common stressors include excessive 
workloads, long working hours, staffing 
shortages, role ambiguity, and pressure to 
maintain service quality. Studies have 
consistently shown that elevated stress levels 
negatively affect emplo yee well - being, job 
satisfaction, organizational commitment, and 
service performance ( Kim et  al., 2005; Karatepe 
et al., 20 13). More recently, Zhang et al. (2024) 
reported that hospitality employees 
experiencing chronic workplace stress 
demonstrated significantly lower engagement 
and stronger intentions to leave their 
organizations. These findings suggest that 
stress remains a cri tical organizational issue 
with direct implications for workforce stability 
and service excellence.  
 
Anxiety Among Hospitality Employees. Anxiety 
has emerged as an increasingly important 
psychological concern in hospitality research, 
particularly following the COVID - 19 pandemic. 
Anxiety is characterized by persistent feelings 
of worry, apprehension, nervousness, and 
uncertainty that interfer e with an individual's 
emotional regulation and cognitive functioning 
(American Psychiatric Association, 2022). 
Unlike temporary stress responses, anxiety 
may persist even when immediate workplace 
pressures are absent, thereby affecting 
decision - making, co ncentration, interpersonal 
interactions, and job performance.  

 
In hospitality settings, anxiety is often 
associated with job insecurity, customer 
aggression, health concerns, performance 
evaluations, and uncertainty regarding career 
advancement. Frontline employees may 
experience anxiety when managing difficult 
guests , handling service failures, or responding 
to organizational changes in highly competitive 
environments. Chen and Eyoun (2021) found that 
hospitality employees experiencing heightened 
anxiety related to health risks and employment 
uncertainty reported greater emotional 
exhaustion and stronger turnover intentions. 
Similarly, a systematic review conducted by 
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Pappa et al. (2023) revealed that service - sector 
employees continued to experience elevated 
levels of anxiety and psychological distress 
even during the post - pandemic recovery period. 
More recent evidence from Jiang and Wen 
(2024) further indicated that an xiety remains a 
significant predictor of employee 
disengagement and turnover intentions among 
hospitality workers, highlighting the long - term 
consequences of workplace uncertainty.  
 
These findings underscore the importance of 
examining anxiety as a distinct psychological 
construct rather than merely a component of 
occupational stress. Understanding anxiety 
within hospitality contexts is essential because 
persistent feelings of uncerta inty may 
significantly influence employees' decisions to 
remain in or leave their organizations.  
 
Emotional Exhaustion and Burnout. Emotional 
exhaustion represents the central dimension of 
burnout and is particularly relevant in 
hospitality environments where employees 
engage in continuous interpersonal 
interactions. According to Maslach and Leiter 
(2016), emotional exhaustion refers t o feelings 
of being emotionally overextended, depleted, 
and unable to meet ongoing emotional 
demands. Employees experiencing emotional 
exhaustion often report fatigue, reduced 
enthusiasm, diminished motivation, and 
difficulty maintaining positive interacti ons with 
customers and colleagues.  
 
In hospitality organizations, emotional 
exhaustion frequently develops as a 
consequence of sustained emotional labor. 
Employees are expected to display positive 
emotions, suppress negative feelings, and 
maintain courteous behavior regardless of 
personal ci rcumstances or customer behavior. 
Such emotional regulation requires substantial 
psychological effort and may gradually deplete 
employees' emotional resources. For example, 
hotel front desk personnel, restaurant servers, 
and guest relations officers often encounter 
demanding guests while simultaneously 
managing organizational performance 
expectations.  

Research consistently demonstrates the 
detrimental consequences of emotional 
exhaustion. Karatepe and Uludag (2008) 
identified emotional exhaustion as a significant 
mediator between work - family conflict and 
turnover intentions among hotel employees. 
Shani et al. (2014) similarly found that 
emotionally exhausted employees were more 
likely to disengage from their w ork and 
consider leaving their organizations. More 
recent studies by Hwang et al. (2023) and 
reported that emotional exhaustion significantly 
predicts turnover intentions, reduced service 
quality, and diminished organizational 
commitment among hospitality employees. 
These findings indicate that emotional 
exhaustion is not only a personal well - being 
issue but also an organizational challenge 
affecting employee retention and service 
performance.  
 
Theoretical Perspectives on Psychological Well-

Being and Turnover Intentions. The relationship 
between stress, anxiety, emotional exhaustion, 
and turnover intentions can be explained 
through several organizational and 
psychological theories. One of the most 
influential frameworks is the Job Demands –
Resources (JD - R) Model proposed by  Bakker  
and Demerouti (2007). The model suggests that 
excessive job demands, including emotional 
labor, workload pressures, and customer -
related stressors, lead to employee strain when 
adequate organizational resources are 
unavailable. Organizational resources su ch as 
supervisor support, employee assistance 
programs, autonomy, and professional 
development opportunities can buffer the 
adverse effects of job demands. In hospitality 
environments characterized by intensive 
customer contact, insufficient resources may 
accelerate psychological exhaustion and 
increase turnover intentions.  
 
Another relevant framework is Hobfoll 's (1989) 
Conservation of Resources (COR) Theory, which 
posits that individuals strive to acquire, 
maintain, and protect valued resources. Stress 
occurs when these resources are threatened, 
lost, or insufficiently replenished. Hospitality 
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employees who continuously expend emotional, 
cognitive, and physical resources without 
adequate recovery opportunities may 
experience anxiety, emotional exhaustion, and 
psychological strain. According to COR theory, 
employees may eventually withdraw from 
s tressful work environments as a strategy to 
prevent further resource depletion.  
 
Together, these theories provide a strong 
foundation for understanding how workplace 
stressors influence employee psychological 
well - being and contribute to turnover 
intentions.  
 
Turnover Intentions in Hospitality. Turnover 
intention refers to an employee's conscious and 
deliberate willingness to leave an organization 
within the foreseeable future (Tett & Meyer, 
1993). It is widely regarded as one of the 
strongest predictors of actual employee 
turnover and serves as an important indicator 
of workforce stability.  
 
The hospitality industry has historically 
reported higher turnover rates than many other 
sectors due to demanding working conditions, 
limited career development and progression 
opportunities, and the emotional nature of 
service work. Research by Blomme et al. (2010) 
demonstrated  and explained  that stressful 
work environments and unmet professional 
expectations significantly influenced 
employees' intentions to leave hospitality 
organizations. More recently, Park and Min 
(2024) found that psychological distress and 
emotional exhaustion were amon g the 
strongest predictors of turnover intentions 
among hotel employees in Asia. Similarly, Koo 
et al. (2023) reported that employees 
experiencing persistent workplace stress and 
anxiety exhibited lower organizational 
commitment and stronger intentions to search 
for alternative employment.  
 
These findings suggest that turnover intentions 
cannot be fully understood through 
organizational variables alone. Psychological 
factors, particularly stress, anxiety, and 
emotional exhaustion, play a critical role in 

shaping employees' decisions regarding 
continued organizational membership.  
 
Although substantial literature has examined 
employee well - being and turnover intentions in 
hospitality settings, several gaps remain 
evident. First, previous studies have frequently 
investigated stress, anxiety, and emotional 
exhaustion as separate constr ucts rather than 
examining their combined influence on turnover 
intentions. Second, much of the existing 
literature focuses primarily on identifying 
workplace problems, with limited attention 
given to intervention - based solutions that can 
support employee psychological well - being. 
Third, despite the growing importance of 
hospitality industries in developing economies, 
relatively few studies have examined these 
relationships within the Philippine context, 
where organizational resources, labor 
conditions, and  workplace challenges may 
differ from those reported in developed 
countries.  
 
Addressing these gaps, the present study 
adopts a multidimensional perspective by 
examining stress, anxiety, and emotional 
exhaustion as interconnected psychological 
factors influencing turnover intentions among 
hospitality employees. Furthermore, the stud y 
moves beyond problem identification by 
providing empirical foundations for a structured 
stress reduction program designed to enhance 
employee well - being, strengthen workforce 
retention, and promote organizational 
sustainability within the hospitality sec tor. 
 
Research Objectives. This study aims to 
examine the relationship between mental 
health and turnover intentions among 
hospitality employees as a basis for developing 
a stress reduction program. Specifically, the 
study seeks to:  
 
1. Assess the level of mental health among 

hospitality employees in terms of:  
1.1 stress;  
1.2 anxiety; and  
1.3 emotional exhaustion.  
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2. Determine the level of turnover intentions 
among hospitality employees.  
 

3. Analyze the significant relationship between 
mental health indicators and turnover 
intentions.  

 
4. Propose a structured stress reduction 

program based on the findings of the study.  
 
METHODOLOGY 

 
Research Design. This study employed a 
quantitative descriptive - correlational research 
design to examine the relationship between 
mental health and turnover intentions among 
hospitality employees. The descriptive 
component was utilized to assess employees’ 
levels of stress , anxiety, emotional exhaustion, 
and turnover intentions, while the correlational 
component determined the relationship 
between mental health indicators and turnover 
intentions. The design was considered 
appropriate because it enabled the systematic 
collec tion and statistical analysis of 
measurable psychological and behavioral 
variables within operational hospitality 
settings.  
 
Respondents. The respondents of the study 
consisted of 150 frontline hospitality employees 
from selected hotels and casual dining 
establishments located in an urban area in the 
Philippines. Data collection was conducted over 
a three - month period from January to March 
2026. A purposive sampling technique was 
employed to ensure that participants had direct 
exposure to customer service interactions, 
workplace pressures, and operational 
stressors common within hospitality 
environments.  
 
The respondents included frontline staff, 
kitchen personnel, and supervisory employees 
working under varying employment 
arrangements such as full - time, part - time, and 
contractual status. Most participants belonged 
to the young to early mid - career workforce  
segment, reflecting the demographic 

characteristics commonly associated with the 
hospitality industry.  
 
Ethical approval was secured prior to data 
collection, and respondents were informed of 
the voluntary nature of their participation. 
Confidentiality and anonymity were likewise 
maintained throughout the research process.  
 
Table 1 
Demographic Profile of Respondents  

 
 
Instrumentation. The study utilized a structured 
survey questionnaire composed of four 
sections. The first section gathered 
respondents’ demographic information, 
including age, gender, employment status, job 
position, and length of service. The second 
section measured stre ss and anxiety using 
selected indicators adapted from the 
Depression Anxiety Stress Scales (DASS - 21). 
The third section assessed emotional 
exhaustion using indicators derived from the 
Maslach Burnout Inventory (MBI). The final 
section measured turnover int entions using a 
standardized turnover intention scale adapted 
from previous organizational behavior studies.  
 
Table 2 
The response was interpreted using the following scale:  
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The questionnaire employed a five - point Likert 
scale (Table 2) to determine the extent of 
respondents’ agreement with each statement.  
 
Prior to full implementation, the instrument 
underwent content validation by experts in 
hospitality management and organizational 
psychology. Reliability testing was likewise 
conducted to ensure internal consistency of the 
instrument.  
 
Data Collection Procedure. Permission to 
conduct the study was secured from the 
management of participating hospitality 
establishments prior to data collection. After 
approval, the researchers distributed printed 
and electronic questionnaires to qualified 
respondents. Participants w ere informed 
regarding the purpose of the study, 
confidentiality of responses, and their right to 
withdraw at any stage of participation.  
 
Completed questionnaires were retrieved, 
checked for completeness, and encoded for 
statistical analysis. The entire data collection 
process was conducted with minimal disruption 
to workplace operations.  
 
Data Analysis. The collected data were analyzed 
using the Statistical Package for the Social 
Sciences (SPSS) version 27. Descriptive 
statistics such as frequency and percentage 
were utilized to describe the demographic 
profile of respondents. Mean and standard 
deviation were used to determine the levels of 
stress, anxiety, emotional exhaustion, and 
turnover intentions among hospitality 
employees.  
 
Pearson Product - Moment Correlation was 
employed to determine the relationship 
between mental health indicators and turnover 
intentions. This statistical technique assessed 
the strength and direction of association 
between stress, anxiety, emotional exhaust ion, 
and employees’ intention to leave their 
organizations. Additionally, regression analysis 
was utilized to determine which mental health 
indicators significantly predicted turnover 

intentions. The statistical analyses were tested 
at a 0.05 level of sign ificance.  
 
RESULTS AND DISCUSSIONS 

 
The Level of Mental Health Among Hospitality 
Employees in Terms of Stress, Anxiety, and 

Emotional Exhaustion. Table 3 presents the level 
of mental health among hospitality employees 
in terms of stress, anxiety, and emotional 
exhaustion using indicators adapted from the 
DASS - 21 and Maslach Burnout Inventory (MBI). 
The findings revealed an overall composite 
mean of 3.88, interpreted as High, indicating 
that respondents frequently experience 
psychological strain within their workplace 
environment.  
 
Table 3  
Level of Mental Health Among Hospitality Employees in 
Terms of Stress, Anxiety, and Emotional Exhaustion  

 
 
Among the indicators, emotional exhaustion 
obtained the highest mean of 4.02, suggesting 
that employees often feel emotionally drained 
due to continuous interpersonal interactions 
and demanding service responsibilities. Stress 
also registered a high level with a mean of 3.87, 
indicating that workload pressures, irregular 
schedules, and operational demands 
significantly affect employees’ psychological 
well - being. Anxiety obtained a mean of 3.74, 
reflecting persistent feelings of worry, tension, 
and uncertain ty among respondents.  
 
These findings support the Job Demands -
Resources (JD - R) Model of Bakker  and 
Demerouti (2007), which explains that 
excessive job demands without sufficient 
organizational resources contribute to 
psychological strain and burnout among 
employees. The results are also consistent with 
the study of Karatepe and Uludag (2008), who 
found that frontline hospitality employees 
commonly experience emotional exhaustion 
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due to prolonged exposure to emotionally 
demanding work environments. Similarly, Chen 
and Eyoun (2021) reported that hospitality 
employees experienced heightened anxiety and 
stress because of workplace uncertainty and 
operational pressures. The present findings 
further affirm the argument of Hobfoll ’s (1989) 
Conservation of Resources (COR) Theory, which 
suggests that continuous emotional and 
psychological depletion negatively affects 
employee well - being when recovery 
mechanisms are inadequate.  
 
The results imply that hospitality employees 
remain vulnerable to mental health concerns 
because of the emotionally intensive nature of 
service - oriented work. Without adequate 
organizational support systems, prolonged 
stress and emotional exhaustion may 
eventually affect employee retention and 
organizational performance.  
 
The Extent of Turnover Intentions Among the 

Hospitality Employees. Table 4 shows the extent 
of turnover intentions among hospitality 
employees using indicators adapted from the 
Turnover Intention Scale. The overall composite 
mean of 3.86, interpreted as High, indicates that 
respondents demonstrate a considerable 
intention  to leave their current organizations.  
 
The highest - rated indicator was “I would leave 
this organization if given a better opportunity,” 
with a mean of 4.05, suggesting that many 
employees remain open to alternative 
employment opportunities. Similarly, 
respondents reported frequently thinking ab out 
leaving their jobs, which reflects dissatisfaction 
associated with workplace pressures and 
emotional strain.  
 
The findings align with the study of Tett and 
Meyer (1993), who explained that turnover 
intentions emerge when employees develop 
withdrawal cognitions due to dissatisfaction 
and stressful work conditions. Likewise, 
Blomme  et al., (2010) found that hospitality 
employees, particularly younger workers, 
exhibit high turnover intentions because of 
stressful workplace environments and unmet 

career expectations. The results are also 
supported by Kim et  al. (2005), who concluded 
that unmanaged job stress significantly 
contributes to employees’ intentions to leave 
hospitality organizations.  
 
The findings suggest that turnover intentions 
among hospitality employees may be strongly 
influenced by psychological stressors and 
emotionally demanding workplace conditions. 
Persistent turnover intentions may contribute to 
workforce instability, increase d recruitment 
costs, and disruptions in service quality within 
hospitality establishments.  
 
Table 4  
Extent of Turnover Intentions Among Hospitality 
Employees  

 
 
The Relationship Between Mental Health 

Indicators and Turnover Intentions. Table 5 
presents the relationship between mental 
health indicators and turnover intentions using 
Pearson Product - Moment Correlation. The 
results revealed significant positive 
relationships between stress, anxiety, 
emotional exhaustion, and turnover intenti ons 
among hospitality employees.  
 
Stress demonstrated a strong positive 
relationship with turnover intentions (r = 0.71, p 
< 0.05), indicating that employees experiencing 
higher levels of stress are more likely to 
consider leaving their organizations. Anxiety 
also showed a strong positive relationship with 
turnover intentions (r = 0.68, p < 0.05), 
suggesting that psychological uncertainty and 
emotional tension contribute to withdrawal 
cognitions among employees. Among the 
indicators, emotional exhaustion exhibited the 
strongest relationship  with turnover intentions 
(r = 0.79, p < 0.05), implying that emotionally 
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exhausted employees are significantly more 
likely to disengage from their organizations and 
consider resignation.  
 
These findings are consistent with the study of 
Shani et al. (2014), which revealed that burnout 
dimensions, particularly emotional exhaustion, 
significantly predict turnover intentions among 
hospitality employees. Similarly, Karatepe and 
Uludag (2008) found that emotionally exhausted 
employees tend to experience withdrawal 
behaviors and stronger intentions to leave their 
organizations. The findings also support the 
study of Chen and Eyoun (2021), who identified 
anxiety and psychological distress as 
predictors of employee turnover intentions 
within hospitality settings.  
 
The results further validate Hobfoll ’s (1989) 
Conservation of Resources (COR) Theory, which 
explains that employees experiencing 
continuous emotional and psychological 
resource depletion are more likely to withdraw 
from stressful environments to protect their 
remaining resources. Likewise, t he JD - R Model 
of Bakker  and Demerouti (2007) explains that 
excessive job demands combined with 
insufficient organizational support increase 
employee strain, which may ultimately lead to 
turnover intentions.  
 
The findings emphasize that mental health 
concerns should not be viewed merely as 
individual issues but as organizational 
concerns that directly influence employee 
retention, operational stability, and service 
quality within the hospitality industry.  
 
Table 5  
Relationship Between Mental Health Indicators and 
Turnover Intentions  

 
 
 
 

Proposed Structured Stress Reduction Program 
Tailored to the Identified Needs of Employees. 

Table 6 shows the structured stress reduction 
program proposed to address the identified 
mental health concerns of hospitality 
employees. The program focuses on mental 
health awareness, counseling support, stress 
management training, supervisory 
developmen t, work - life balance initiatives, and 
employee feedback systems.  
 

The proposed intervention is supported by the 
JD - R Model of Bakker  and Demerouti (2007), 
which emphasizes the importance of 
organizational resources in reducing workplace 
strain and improving employee well - being. 
Likewise, Hobfoll ’s (1989) COR Theory explains 
that employees require opportunities to restore 
depleted emotional and psychological 
resources to prevent burnout and withdrawal 
behaviors.  
 
The proposed program is also consistent with 
previous studies emphasizing organizational 
support as a protective factor against turnover 
intentions. Karatepe (2013) found that 
organizational support mechanisms can buffer 
the negative effects of stress on h ospitality 
employees. Similarly, Chen and Eyoun (2021) 
recommended the implementation of 
psychological support and wellness initiatives 
to address anxiety and emotional strain among 
hospitality workers. Research further suggests 
that supportive leadership, stress management 
interventions, and work - life balance programs 
contribute significantly to employee satisfaction 
and retention within service industries.  
 

Implementing structured mental health 
interventions may therefore help reduce stress, 
anxiety, and emotional exhaustion while 
simultaneously lowering turnover intentions 
among hospitality employees. Ultimately, the 
program may contribute to improved employ ee 
well - being, organizational stability, and service 
quality within the hospitality industry.  
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Table 6  
Proposed Stress Reduction Program  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Conclusions. The findings of this study 
demonstrate that mental health concerns 
constitute a significant organizational issue 
within the hospitality industry, particularly 
among frontline employees who are 
continuously exposed to emotionally 
demanding and high - pressure  work 
environments. The results revealed that 
hospitality employees experience high levels of 
stress, anxiety, and emotional exhaustion, 
indicating that psychological strain is a 
prevalent condition in operational hospitality 
settings. Among the identified  indicators, 
emotional exhaustion emerged as the most 
pronounced dimension, suggesting that 
sustained emotional demands in hospitality 
work substantially deplete employees’ 
psychological resources over time.  
 
The study further established that turnover 
intentions among hospitality employees remain 
considerably high. Employees expressed 
uncertainty regarding their long - term 
organizational commitment and demonstrated 
a strong willingness to leave their current 
positions when presented with alternative 
employment opportunities. These findings 
suggest that workforce instability in hospitality 
organizations is not solely driven by economic 
or career - related factors but is also strongly  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

associated with employees’ psychological 
experiences in the workplace.  
 
More importantly, the results confirmed that 
mental health indicators particularly stress, 
anxiety, and emotional exhaustion are 
significantly related to turnover intentions. 
Emotional exhaustion showed the strongest 
association with employees’ intention t o leave, 
indicating that prolonged emotional depletion 
weakens organizational attachment and 
increases withdrawal cognitions. This finding 
reinforces the argument that psychological 
well - being is a critical determinant of employee 
retention and organizatio nal sustainability in 
service - oriented industries.  
 
The study also contributes to existing literature 
by supporting the applicability of the Job 
Demands –Resources (JD - R) Model and 
Conservation of Resources (COR) Theory in 
hospitality contexts. Excessive job demands, 
when not balanced by adequate organizational 
resources and recovery opportunities, 
contribute to psychological strain and resource 
depletion, which subsequently increase  
turnover intentions. These results highlight the 
importance of addressing employee mental 
health as a strategic organizational priority 
rather than merely an individual concern.  
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Study Limitations. Despite the significant 
findings, this study has several limitations that 
should be acknowledged. First, the study 
utilized a cross - sectional research design, 
which limits the ability to establish causal 
relationships between mental health indicators 
and t urnover intentions. Second, the data were 
based on self - reported measures, which may 
be subject to response bias such as social 
desirability or subjective interpretation of 
items. Third, the study was conducted within a 
specific hospitality context, which may limit the 
generalizability of the findings to other regions 
or industries. Finally, external factors such as 
organizational culture, leadership style, and 
economic conditions were not extensively 
examined, although they may also influence 
employee ment al health and turnover 
intentions.  
 
Recommendations. Grounded in the study’s 
findings, the following recommendations are 
directed toward diverse stakeholders in the 
hospitality sector. They emphasize the need for 
sustained inquiry, organizational initiatives, 
employee engagement, and policy development. 
Coll ectively, these strategies aim to strengthen 
psychological well ‑being, reduce turnover 
intentions, and enhance the resilience and 
competitiveness of hospitality workplaces.  

 
For Hospital and Hospitality Administrators. 

Hospitality organizations should prioritize the 
development of structured mental health 
programs that include stress management 
initiatives, employee assistance services, and 
regular psychological wellness assessments. 
Strengthening supervisory support, im proving 
workload distribution, and promoting work - life 
balance policies are essential to reducing 
employee psychological strain and turnover 
intentions.  
 
For Employees. Hospitality employees are 
encouraged to actively participate in stress 
management programs, develop personal 
coping strategies such as mindfulness and time 
management, and seek available organizational 
support when experiencing psychological 
distress. Stre ngthening personal resilience 

may help reduce the negative effects of 
workplace stressors.  
 
For Policymakers and Industry Stakeholders. 

Relevant government agencies and hospitality 
associations may consider establishing 
standardized mental health and well - being 
guidelines for hospitality workplaces. Training 
programs and mental health awareness 
campaigns should be promoted to support 
indus try- wide improvement in employee 
welfare.  
 
This study underscores the importance of 
creating psychologically supportive hospitality 
workplaces that recognize the emotional 
demands of service work. Addressing mental 
health concerns through structured 
organizational interventions is essential not 
only for employee well - being but also for 
sustaining organizational performance, service 
quality, and competitiveness within the 
hospitality industry.  
 
For Future Researchers. Future studies are 
encouraged to employ longitudinal research 
designs to better examine causal relationships 
between mental health variables and turnover 
intentions over time. Researchers may also 
consider expanding the scope to include 
additional psycholo gical and organizational 
variables such as resilience, job satisfaction, 
organizational support, and leadership style. 
Comparative studies across different regions, 
hospitality subsectors, or cultural contexts are 
also recommended to enhance the 
generaliza bility of findings. Furthermore, future 
research may validate and refine the proposed 
structured stress reduction program through 
experimental or quasi - experimental designs to 
assess its effectiveness in improving employee 
well - being and reducing turnover intentions.  
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