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観光・ホスピタリティ産業では、従業員の人手不足や労働環境の課題が顕在化していま
す。従業員の心身にかかるストレスが非常に大きい一方、その仕事はサービス品質に直
結し、経営を左右するほど重要です。本研究は従来軽視されてきた「従業員のウェルビ
ーイング」に着目。職場のストレス要因や回復メカニズムを科学的に解明し、その知見
をもとに職場環境の改善策を提案し、産業の持続的発展に貢献しようとしています。

本研究は、ホスピタリティ産業の人材マネジメントの課題に実践的な
貢献を目指します。実践研究から得られた知見から、従業員の満足度
向上への具体的な示唆や、心身の健康を考慮した休憩室デザインなど
の実践的な提案などが可能です。それは、一つのホテル・施設にとど
まらず、地域の観光産業への人材面からの支援へと発展する可能性が
あります。現在、研究代表者の担当するゼミでは、大分県別府市のホ
テル経営者と学生によるディスカッションを運営。ローカルでの着実
な活動とグローバルな視点を融合させた社会連携を進めています。

ホスピタリティ産業が直面するさまざまなレベルの課題に、実践的な貢献を目指す。社会連携に向けて

従業員の幸福がホスピタリティの未来を開く。
観光・ホスピタリティ産業を支える“内側”に着目。
従業員のウェルビーイング研究で、持続的発展に貢献。

本研究は、ホスピタリティ産業における「従
業員のウェルビーイング」、いわば“内側”に
焦点を当てた独自の研究です。その中核とな
るのは、組織内部の従業員の状態に関する実
証的研究です。海外の研究者との協働で、異
なる文化的背景における従業員のウェルビー
イングの調査研究も行っています。
さらに本研究は、休憩の実態や休憩室の役割
など具体的な職場環境要因が従業員の心理・
生理学的回復に与える影響を分析し、職場環
境改善への知見を提供しようとしています。
日本ではこの分野の先行研究がほとんどなく、
世界的にも心理学や社会学からの研究が近年
出始めたばかりです。この包括的かつユニー
クなアプローチは、海外の研究者や学会から
も注目されています。

ホスピタリティ産業の持続可能性を従業員から解き明かす、ユニークな研究アプローチ。新規性・独自性

ホスピタリティ業界で顧客対応をする従業員の、休憩時間中の回復についての分析。
▲印は、この研究の分析から浮かび上がった新しい回復体験を示している。

国際的なカンファレンスに登壇する研究代表者（写真左）　研究代表者のゼミでは
ホテル経営者などの実務家をゲストスピーカーとして招くことも多い（写真右）
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「人々が心身ともに健康でハッピーに働
き、産業も発展していく。そんな関係づ
くりに貢献したいと考えています」
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The ERM posits that the absence of job demands not only alleviates the 
tension or stress (relaxation) but also sometimes facilitates cognitive 
replenishment, particularly when employees engage in cognitive re-
covery activities (e.g., watching favourite video clips and playing 
games), which restore cognitive energy (Sonnentag, Binnewies & Moiza, 
2008). This cognitive energy replenishment promotes overall recovery, 
aligning with the premise of the COR theory. Moreover, enjoyment, as a 
recovery experience, leads to both relaxation and refreshment, albeit 
through different mechanisms. Enjoyment is achieved by restoring 
psychological safety and comfort from a sense of belonging to groups 
and gaining positive affect as an emotional resource. The former alle-
viates job stress (relaxation), while the latter replenishes energy 
(refreshment). As psychological detachment and enjoyment contribute 
to both secondary recovery experiences (relaxation and refreshment), 
they are integral to creating optimal recovery sequences that enhance 
employee recovery efficiently.

Previous studies often employed the ERM and the COR theory as 
theoretical foundations, quantitatively examining the relationships be-
tween specific recovery experiences and their associated outcomes. 
However, the interplay between these two theories in explaining the 
mechanism of employee recovery has been underexplored. Therefore, 
the model developed in the current study not only identifies the types 
and categories of recovery experiences hospitality employees engage in 
during work breaks but also elucidates the dynamic interplay between 
these two widely used theoretical frameworks. Specifically, it clarified 
how they both, separately and complementarily, help understand the 
mechanism of employee recovery.

5. Conclusions

This study explored how hospitality customer-contact employees 
recover during work breaks. It identified 19 recovery activities, nine of 
which were not included in Kim et al.’s (2017) typology. Additionally, it 
discovered eight recovery experiences, introducing two new types. A 
two-phase recovery experience framework was developed, showing how 
primary recovery experiences typically precede secondary ones.

5.1. Theoretical implications

The current study advances the understanding of employee recovery 
in hospitality management by applying and validating the dynamic 
interplay of the ERM (Meijman & Mulder, 1998) and the COR theory 
(Hobfoll, 1989) to customer-contact employees’ breaktime recovery. 
The proposed model categorises recovery experiences within these 
frameworks: the ERM emphasises psychological detachment and relax-
ation through the absence of job demands, while the COR theory focuses 
on restoring social (relatedness, enjoyment, and reconnection) and 
personal resources (control and mastery), as well as psychophysiological 
energy (refreshment). Furthermore, the proposed model’s two-phase 
structure highlights the transition from primary to secondary recovery 
experiences either simply following one of the ERM and the COR theory 
principles or the interplay between these two. The links from psycho-
logical detachment and enjoyment to secondary recovery experiences 
add to the validation of the interplay between the ERM and the COR 
theory. Overall, the results reinforce the synergy between these theories 
in explaining employee recovery among hospitality workers during 
breaks.

Another novel contribution of this study is the identification of a 
sequential structure in employees’ recovery experiences, a dimension 
overlooked mainly by previous research, which has focused primarily on 
the isolated effects of various recovery experiences (e.g., Bosch et al., 
2018; Gordon & Shi, 2021) or their combined effects (Kinnunen et al., 
2011; Shimazu et al., 2012) without considering potential interrelations 
(Chawla et al., 2020). This study uncovered a two-phase structure where 
certain primary recovery experiences precede and potentially trigger 
secondary recovery experiences. This insight challenges traditional 
views and elucidates a more complex recovery mechanism, enhancing 
understanding of the recovery process.

The discovery of new recovery activities and experiences in this 
study underscores their context-dependence, supporting recent calls in 
the recovery literature to account for contextual influences like work 
break types, job tasks, and environments on recovery processes 
(Sonnentag et al., 2017). Bosch et al. (2018) emphasised the need to 
explore how job tasks, such as customer contact versus office work, 
affect recovery needs during breaks. This study fills this research gap 

Fig. 1. Hospitality customer-contact employees’ recovery during the breaktime at work 
▴ indicates new recovery experience emerging from the analysis of this study.
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