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Abstract: The COVID-19 pandemic has impacted most industries, including the hospitality and
tourism industry. This is one of the first studies to investigate the impact of COVID-19 on the
psychological well-being of individuals in the hospitality and tourism industry. With the help of the
literature and theories, a theoretical model is developed, which is later validated through structural
equation modeling, using a survey of 314 usable respondents from the hospitality and tourism
industry. This study finds that coping has a significant mediating effect on individuals’ psychological
well-being and that management support plays a considerably significant role in hospitality and
tourism employees’ psychological well-being.

Keywords: tourism and hospitality; COVID-19; coping; psychological well-being; risk; management
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1. Introduction

COVID-19 has brought unprecedented and unforeseen consequences to almost all
sectors in the world economy [1]. In such a precarious situation, stock markets have
dramatically collapsed, supply chains have been disrupted, and even a global recession
looms [2,3]. COVID-19 symptoms may be considered similar to those that were associated
with the outbreak of SARS in 2003 [4]. In fact, COVID-19 has ruthlessly transformed
everyday life with the bitter experiences of lockdowns, closures of businesses and other
establishments, and even the closures of national borders [5,6].

Researchers in several fields are exploring COVID-19, striving to find a way to address
its catastrophic effects [7]. Early endeavors to blunt the impact of the COVID-19 virus
stressed using masks and maintaining physical distancing, as well as quickly treating
those who became ill [8]. In this scenario, the hospitality and tourism industry, along with
various sectors, was severely impacted [9]. The hospitality and tourism industry is always
bidirectionally linked with pandemics in a cause—effect manner [10]. Although lockdowns
were able to control the spread of COVID-19 infections, this measure has a considerable
impact on people’s mental health, causing extreme stress [11]. The COVID-19 pandemic
possesses a psychological dimension since it is closely concerned with sharp declines in
persons’ psychological well-being [12-15]. Businesses in different sectors, especially the
hospitality and tourism industry, are worried about their workers” mental health and well-
being due to the COVID-19 pandemic [13]. Earlier studies investigated several causes of
mental stress among employees in the hospitality and tourism industry [16-19]. There is no
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denying the fact that unless employees in the hospitality and tourism industry are confident
about their immunity during the COVID-19 pandemic, they cannot work properly and
perform their tasks to their best ability. In such a context, it is necessary to investigate
how the pandemic impacts on the mental health and physical well-being of employees
in the hospitality and tourism industry. It is also necessary to examine how employees’
emotional attitude in such stressful situations is influenced and how they could control
their experience by acquiring proper skills to address such turbulent situations. Also, it
is essential to study how the leadership of hospitality and tourism organizations could
support their employees to work without worrying about job uncertainty or being infected
by COVID-19. However, detailed studies about these issues are scant in the extant literature.
Hence, there is a research gap. With this background, the purpose of this study is to examine
the impact of the COVID-19 pandemic on employees in the hospitality and tourism industry
and to investigate the mediating effects of coping along with the moderating impacts of
management support on their psychological well-being. In this context, the aim of this
study is to address the following objectives:

1. To examine the impact of the COVID-19 pandemic on employees in the hospitality
and tourism industry.

2. To determine if there is any mediating effect of coping on the psychological well-being
of employees in the hospitality and tourism industry.

3. To investigate the moderating effect of management support on the psychological
well-being of employees in the hospitality and tourism industry.

To address the above-mentioned questions, a survey was conducted to analyze the
responses of 314 employees, managers, and executives of the top 100 companies (Top
100 companies worldwide: Travel, tourism, and hospitality: www.statista.com) (accessed
on 21 August 2023). A conceptual model was also developed. The conceptual model
was validated with the factor-based PLS-SEM technique. To substantiate the empirical
findings, appraisal-based theory and resource-based stress theory were integrated since
neither of them alone could explain the impacts of the COVID-19 pandemic on employees
in the hospitality and tourism industry mediated by the effects of coping and under the
moderating influence of managerial support.

2. Review of Literature

The COVID-19 pandemic impacted the world’s hospitality and tourism industry, and
because of that, people in this industry have been impacted socially, economically, and even
psychologically [20-22]. COVID-19 has had a considerable adverse impact on customers,
employees, and businesses in the hospitality and tourism industry that had huge invest-
ments in tour operations, hotels, and the airline sector [20,23,24]. Several issues, including
constraints on one’s working life, adverse effects on one’s well-being, demoralization be-
cause of uncertainty, pessimism, anxiety about job security, and the fear of being infected
by COVID-19, are considered to have negatively impacted employees [25-27]. Studies have
analyzed how the sudden outbreak of the COVID-19 pandemic affected people’s attitudes
and behavior towards tourism [23,24]. Other studies have also investigated how, during
and after the COVID-19 pandemic, applications of smart tourism technologies could help
to develop the tourism industry even in rural areas [9,27].

During the COVID-19 pandemic, hotels changed their human resource plans. Putting
employees on non-paid leave [28], reducing the number of employees [20], and banning
new recruitment [29] are some of the salient steps taken by hotel management teams during
the COVID-19 pandemic situation. Some studies conducted in China highlighted that, after
the COVID-19 pandemic shock, healthcare employees experienced depression, emotional
stress, anxiety, and even insomnia [30-33]. Thus, the impacts of the COVID-19 pandemic
on business organizations are unprecedented.

Business organizations, especially in the hospitality and tourism sector, are concerned
about their employees’ psychological well-being and mental health since the nature of
their jobs burdens them psychologically [11]. Krok et al. [33] showed that, during the
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COVID-19 pandemic, employees’ perception of risk must be an important consideration
in the healthcare industry. The same study also showed that the risk factor does not
directly impact on the healthcare personnel’s psychological well-being, but it indirectly
impacts the coping process. The concept of coping is interpreted as information seeking
and planning, which is known as problem-focused coping, and seeking emotional support
from others during crisis, which is known as emotion-focused coping [34-38]. The concept
of coping emerges from the stress theory known as the Conservation of Resources (COR)
theory [39]. The perception of risk and fear that affects employees in the hospitality and
tourism industry can be explained by protection motivation theory (PMT) [40].

3. Theoretical Underpinning and Development of Hypotheses
3.1. Theoretical Underpinning

Several studies successfully predicted the outcomes of stress in different sectors
through appraisal-based theory and resource-based stress theory [41,42]. Appraisal-based
theories include protection motivation theory (PMT) [40], which has successfully explained
how people assess the probability of a threat [43]. Resource-based stress theories include
Conservation of Resources (COR) theory [39], which helps one interpret how personal
resources could enable people to efficiently address any threat [44]. Thus, protection mo-
tivation theory (PMT) could interpret how and to what extent an individual’s emotions
and attitude are impacted during a crisis. PMT also highlights how an individual could
behave and respond in any turbulent environment. Also, Conservation of Resources theory
(COR) elucidates how people could use their personal ability in the quest for a fruitful way
out of any crisis that could affect their well-being. These theories are considered related to
appraisal-based theory and resource-based stress theory.

PMT emphasizes the importance of the perception of risk and comprises three compo-
nents: a person’s apprehension of a threat happening, like being attacked or being infected
by a disease such as COVID-19; a person’s fear about the severity of the danger; and
the individual’s perception about the extent of harm that the threat would cause. In the
context of the present study, this perception of a threat includes how a COVID-19 infection
could harm a person’s health and the health of other people. This forces people to take
precautionary measures [45,46]. A study of SARS survivors highlighted that the severity of
their infection was related to their psychological adjustment, which could be assessed in
terms of emotional distress as well as turbulence in mental health, and another study on
COVID-19 survivors found the same results [47,48].

Conservation of Resources (COR) theory [39] posits that people are motivated to
maintain their current resources and pursue new resources. Resources are defined as “those
entities that either are centrally valued in their own right or acts as means to obtain centrally
valued ends” [44] (p. 307). The extent of resources that an individual possesses will help the
person to manage stress. Research has demonstrated that resources considerably influence
people’s ability to combat environmental hazards successfully [49,50]. Hence, resources are
considered to positively affect coping, which improves psychological well-being and helps
to improve one’s capacity to resist stress [51].

COR theory supposes that, in the face of a threat, people first attempt to take detailed
information about the reasons for that threat, then they articulate a plan to address it, and,
finally, they act. This process is called problem-focused coping [52]. The COR theory posits
that after attempting to act, individuals try to regulate emotional stress, which is related to
the situation. This type of coping is known as emotion-focused coping [36]. Studies also
highlighted that coping acts as a successful mediator of perceived risk and psychological
well-being [53].

It is argued in the context of this study that one’s perceived risk of COVID-19 is
predicted by that person’s fear of contracting it and the perceived threat from COVID-
19, which is interpreted through PMT [40], and the perceived risk of COVID-19 impacts
individual’s psychological well-being and is mediated through two types of coping, in
terms of COR theory [39].
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With the inputs from the literature review and from the two theories, a conceptual
model for prompting individuals” psychological well-being in the context of the abrupt
outbreak of the COVID-19 pandemic is proposed and is shown in Figure 1.
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Figure 1. The conceptual model.

3.2. Development of Hypotheses

This study identified the determinants that could impact the psychological well-being
of employees in the hospitality and tourism industry during the COVID-19 pandemic. This
study proposed the moderating role of management support, which could help hospitality
and tourism employees to address the stressful situation of the COVID-19 pandemic. In
this section, how these determinants are related and how the moderator, management
support, acts will be explained to formulate the hypotheses.

3.2.1. Fear of Contracting COVID-19 (FCC)

The antecedent fear of contracting COVID-19 (FCC) is the perception of employees
in the hospitality and tourism industry of the risk of their being infected by COVID-19.
The COVID-19 pandemic affected the lives of people across the globe. Many countries
enacted lockdown measures, enforced social distancing, and mandated businesses to close
to prevent the spread of COVID-19 [3,9]. In such a situation, the authority of the hospitality
and tourism industry is concerned with how it impacts employees’ mental health, causing
stress, which is extreme in comparison with the stress experienced in everyday life [54].
Hospitality and tourism workers withstand stress because they are uncertain about their
job security and because they fear contracting COVID-19 while at work [11]. In terms of
the discussion above, the following hypothesis is proposed.

H1. The fear of contracting COVID-19 (FCC) has a positive impact on the perceived risk of
COVID-19 (PRC).

3.2.2. Perceived Threat from COVID-19 (PTC)

The hospitality and tourism industry is considered robust to withstand shocks, at
least in the long run, but it is less able to in the short run [55]. This industry has had to
tolerate setbacks, which were occasioned by several crises, including wars, epidemics,
natural disasters, terror attacks, and so on, which threatened the safety and security of a
destination [10]. But COVID-19 affected different industries in every nook and cranny of
the world, especially the hospitality and tourism industry [9]. The pandemic has had a
huge negative impact on employees in different industries, particularly in the hospitality
and tourism industry, as well as the healthcare industry [56]. The economic consequences
from the abrupt cessation of activities in these industries, due to COVID-19, have had a
colossal impact on the employees who have suffered from uncertainty and unpredictability,
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thus impacting them psychologically [57]. They perceived themselves to have experienced
threats to their job security from COVID-19, as well as to their health. In such a scenario,
the following hypothesis is formulated.

H2. The perceived threat from COVID-19 (PTC) positively impacts the perceived risk of COVID-19
(PRC).

3.2.3. Perceived Risk of COVID-19 (PRC)

Protection motivation theory (PMT) has been effectively applied to explain people’s
attitudes and reactions towards perceived risk [43]. The risk perception comprises three
components [40]: the affected people’s perception of being exposed to the threat of being
infected with COVID-19; their perception of the severity of the danger; their perception of
how harmful the consequences of the risk will be [45]. Considering the above discussion on
protection motivation theory, it transpires that during COVID-19, hospitality and tourism
employees perceived the risk of being affected by COVID-19 like other people had. The em-
ployees also felt that the uncertain situation may adversely affect their job conditions, and
they were afraid to think about the consequences of all these prognoses [3]. The employees
attempted to collect accurate information regarding the magnitude of COVID-19's impact.
They tried to plan and to act accordingly [36], and they sought emotional support from
others for their survival. Thus, before they became psychologically affected, they undertook
beneficial coping strategies. Risk perception is believed to impact coping strategies, as the
individuals involved have to withstand industrial or natural catastrophes [58]. Accordingly,
it is hypothesized as follows.

H3. The perceived risk of COVID-19 (PRC) has a positive impact on emotion-focused coping (EFC).

H4. The perceived risk of COVID-19 (PRC) has a positive impact on problem-focused coping (PFC).

3.2.4. Emotion-Focused Coping (EFC)

Emotion-focused coping (EFC) is considered a psychological factor that is involved with
emotional expression as well as emotional processing for reacting and responding to a stressful
situation [59]. By applying emotional expression and emotional processing, it is possible for
a person to address a stressful situation [60]. With emotional processing, a person attempts
to understand, consider, and examine the emotion for responding to a stressful event like
the COVID-19 pandemic [56,59]. Emotional expression is conceptualized as an attempt for
verbally or non-verbally sharing and communicating the emotion [59,60]. Emotion-focused
coping (EFC) “is oriented towards managing the emotions that accompany the perception
of stress” [61] (p. 122). This type of coping can be achieved by seeking support from society,
using avoidance techniques, exerting self-control, and so on [62]. This emotion-focused coping
process is perceived to impact the psychological well-being of employees in any industry,
during any crisis. Accordingly, it is hypothesized as follows.

H5. Emotion-focused coping (EFC) positively impacts the psychological well-being of individuals
(PWI).

3.2.5. Problem-Focused Coping (PFC) and Psychological Well-Being of Individuals (PWI)

Coping is conceptualized as an individual’s conscious effort to solve interpersonal
and personal problems and to mitigate conflict as well as stress [60,63]. Problem-focused
coping is also called adaptive behavioral coping. Some researchers opined that this type
of coping allows individuals to ensure greater control over problems compared to that
achieved by emotion-focused coping [64]. This process involves seeking information about
the problem, then developing self-expertise to combat it, and, finally, acquiring skills to
manage those problems. Different coping strategies are found to be beneficial in different
contextualities. However, in a highly controllable situation, PFC is deemed to be more



Sustainability 2023, 15, 15057

6 of 21

beneficial [65]. Studies have confirmed that coping plays an important mediating role
between perceived risk and well-being [58,66]. Accordingly, it is hypothesized as follows.

H6. Problem-focused coping (PFC) positively impacts the psychological well-being of individual
(PWI).

3.2.6. Moderating Effects of Management Support (MS)

In the context of the COVID-19 pandemic, employees in the hospitality and tourism
industry suffered from job uncertainty, and, at the same time, they feared being infected by
COVID-19. Thus, the pandemic severely impacted the psychological well-being of these
employees [67]. To embolden the mental health of hospitality and tourism employees
during the COVID-19 pandemic, the role of the management team is critical in taking
appropriate decisions for the employees” well-being [68]. The management team and
decision making are perceived to be interwoven, as the management team is engaged in
decision-making processes [69]. The management team, during the COVID-19 pandemic
and in the context of their employees” well-being, needs to take appropriate action so that
employees do not become depressed but are supported to cope with the situation [70]. In
the COVID-19 pandemic environment, hospitality and tourism employees are perceived to
be most affected. Therefore, management must strengthen the employees” mental health
and make them feel more secure [71]. Accordingly, it is hypothesized as follows.

H7a. Management support (MS) moderates the relationships between emotion-focused coping
(EFC) and the psychological well-being of individuals (PWI).

H7b. Management support (MS) moderates the relationships between problem-focused coping
(PFC) and the psychological well-being of individuals (PWI).

4. Methodology
4.1. The Instrument

Through a survey, responses are taken against a structured questionnaire (a set of
instruments), and the responses are quantified on a standard scale. The present study
adopted a five-point Likert scale. Thus, for this process, a set of questions (questionnaire) in
the form of statements was initially prepared using inputs from the existing validated scale
and literature review to measure the content validity of the instruments of the constructs.
There were 32 items prepared first, which were pretested with a small sample to rectify
the wording and the format of the questionnaire. Thus, 10 experts in the domain of this
study were also requested for their opinions about the questionnaire. The inputs of the
experts helped to rectify the recitals of the instruments to increase their readability and
comprehensiveness. As the scale adopted was a five-point Likert scale, five options were
given, from strongly disagree (SD) to strongly agree (SA), with respective markings from
1 to 5 for each instrument. A pilot test was also conducted to finally rectify any flimsy
errors in the wording and readability of the questionnaire. In this way, 32 instruments were
fine-tuned. The list of questions along with their sources is provided in the Appendix A.

4.2. Participants

For targeting potential respondents, both convenience sampling and purposive sam-
pling techniques were used. A list of hospitality and tourism organizations was available
from the website www.statisto.com (Top 100 Companies Worldwide: Travel, Tourism,
and Hospitality). The hospitality and tourism organizations were selected according to
their overall revenue. Initially, the executives of 100 organizations were contacted and
requested to allow their employees to take part in the survey. The executives were assured
that the aim of this study was purely academic and the confidentiality and anonymity of
the organizations and participants would be strictly preserved. After waiting a fortnight,
one reminder email was sent. After waiting another fortnight and receiving very few
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responses, another reminder was sent to all the potential respondents, as before. After
that, the top executives of 22 organizations wanted to know details of this project, which
were duly intimated to them. Fortunately, within another week, the executives of those
22 organizations agreed and sent us the details of the respective contact persons (coordina-
tors) of their organizations who can be contacted. They were contacted and requested to
send the list of their employees of different ranks who consented to take part in the survey.
Within one week, a reminder was also sent to them. Ultimately, a list of 709 employees
was received from different ranks of 14 organizations. These 709 employees were provided
with a response sheet containing 32 items with a guideline on how to fill in the response
sheet and with further information that their identity would not be disclosed. The entire
survey was conducted during November 2020 to March 2021.

The respondents were to put one tick mark against five options for each item. They
were requested to respond within two months (January and February 2021), and by the
end of the scheduled time, responses from 326 respondents were obtained. The response
rate was 46%. The responses were scrutinized, and we found that, out of 326 responses,
12 responses were incomplete and were not considered. Analysis was, therefore, performed
with 314 usable responses against 32 items. This is within the permissible range [72]. The
demographic information of 314 respondents is provided in Table 1.

Table 1. Demographic information (N = 314).

Particular Category Number of Respondents  Percentage (%)
Gender Male 182 58.0
Female 132 42.0
Age 18-30 years 140 44.6
31-45 years 102 32.5
45-55 years 42 13.4
55-65 years 18 5.8
Above 65 years 12 3.7
Organization hierarchy Employees 195 62.1
Managers 72 229
Executives 47 15.0

5. Data Analysis and Results

To analyze the data, the partial least squares (PLS)-structural equation modelling
(SEM) technique was preferred [73], and SmartPLS 3.2.3 software was used [74]. The
bootstrapping procedure was followed with 5000 replications to estimate path coefficients
and test the hypotheses. The PLS-SEM technique has some additional advantages over
other techniques. This technique can analyze an exploratory study like this, it can analyze
data which may not be normally distributed, and this approach does not require any sample
restriction.

5.1. Measurement Properties and Discriminant Validity Test

The convergent validity of each item was analyzed by measuring the loading factor
(LF) of each item. To assess the validity, reliability, and internal consistency of each construct,
the average variance extracted (AVE), composite reliability (CR), and Cronbach’s alpha
(e0) of each construct were estimated. All these parameters were found to be within the
allowable range. The results are shown in Table 2.

It was observed that the square roots of all the AVEs were greater than the correspond-
ing bifactor correlation coefficients, thus satisfying the Fornell and Larcker criterion [75].
This confirms discriminant validity. The results are shown in Table 3.
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Table 2. Measurement properties.
Constructs/Items LF AVE CR A t-Values
FCC 0.85 0.89 0.93
FCC1 0.96 17.38
FCC2 0.94 28.16
FCC3 0.95 24.22
FCC4 0.89 2417
FCC5 0.88 26.29
PTC 0.82 0.87 091
PTC1 0.95 30.32
PTC2 0.85 27.04
PTC3 0.90 26.22
PTC4 0.87 32.11
PTC5 0.96 28.07
PRC 0.83 0.88 0.92
PRC1 0.92 28.20
PRC2 0.95 24.17
PRC3 0.94 36.11
PRC4 0.89 37.04
PRC5 0.88 25.62
EFC 0.88 0.91 0.96
EFC1 0.90 29.17
EFC2 0.92 26.74
EFC3 0.95 29.03
EFC4 0.97 31.22
EFC5 0.94 22.17
PEC 0.87 0.90 0.95
PFC1 0.94 26.37
PFC2 0.90 37.18
PFC3 0.89 33.22
PFC4 0.96 39.01
PFC5 0.95 26.20
PWI 0.84 0.87 0.90
PWI1 0.90 32.44
PWI2 0.94 26.17
PWI3 0.96 25.67
PWI4 0.89 29.11
PWI5 0.92 27.06
PWI6 0.95 38.51
PWI7 0.85 26.91
Table 3. Discriminant validity test (Fornell and Larcker criterion).

Constructs FCC PTC PRC EFC PFC PWI AVE
FCC 0.92 0.85
PTC 0.27 091 0.82
PRC 0.29 0.26 0.91 0.83
EFC 0.35 0.19 0.26 0.94 0.88
PFC 0.36 0.28 0.19 0.25 0.93 0.87
PWI 0.34 0.17 0.27 0.32 0.29 0.92 0.84

5.2. Effect Size f

Effect size f? values were estimated to assess if any exogenous latent variables (FCC
and PTC) contributed to the endogenous variables (PRC, EFC, PFC, and PWI). It is known
that if the f2 value lies between 0.020 and 0.150, it is weak; if it lies between 0.150 and 0.350,
it is medium; and if it is greater than 0.350, it is large [76]. In the present study, the results
show that the effect size of FCC on PRC is 0.312, the effect size of PTC on PRC is 0.413, the
effect size of PRC on EFC is 0.111, the effect size of PRC on PFC is 0.429, the effect size of
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EFC on PWI is 0.405, and the effect size of PFC on PWI is 0.390. The results are presented
in Table 4.

Table 4. Effect size 2.

Constructs PRC EFC PEC PWI
FCC 0.312 M)
PTC 0.413 (L)
PRC 0.111 (W) 0.429 (L)
EFC 0.405 (L)
PFC 0.390 (L)

5.3. Moderator Analysis (Multigroup Analysis)

In the present study, management support (MS) was considered as a moderator acting
on two linkages, H5 and H6. The effects of strong MS and weak MS on linkages H5 and H6
were considered separately. To estimate the effects, multigroup analysis (MGA) with the
bootstrapping procedure considering 5000 replications was conducted. It is known that if
the p-value difference is less than 0.05 or greater than 0.95, then the effects of the moderator
on the linkage are significant [77]. The results of the present study show that the effects of
the moderator MS on the two linkages H5 and H6 are significant. The results are shown in
Table 5.

Table 5. Moderation analysis (MGA).

Linkages Hypotheses Moderator p-Value Difference Remarks
Management N

(EFC—PWI) x MS H7a Support (MS) 0.02 Significant
Management N

(PFC—PWI) x MS H7b Support (MS) 0.04 Significant

5.4. Hypotheses Testing (SEM)

Using the blindfolding procedure with a bootstrapping approach considering 5000 replications,
the cross-validated redundancy concerning independent variables with an omission separa-
tion of 5 was estimated. The Q? value emerged as 0.077 (>0). This result highlights that the
model has predictive relevance. Therefore, path coefficients of different linkages, p-values,
and coefficients of determinant (R?) could be measured. The results are shown in Table 6.

Table 6. Path coefficients, R? values, p-values, and remarks.

Path Coefficients/R?

Linkages Hypotheses Values p-Values Remarks
Effects on PRC R? =0.34

By FCC Hi1 0.21 p <0.01 (**) Supported

By PTC H2 0.31 p<0.001 (**)  Supported
Effects on EFC R% =047

By PRC H3 0.27 p <0.05 (*) Supported
Effects on PFC R =051

By PRC H4 0.33 p<0.001 (**)  Supported
Effects on PWI R?=0.71

By EFC H5 0.41 p <0.001 (**)  Supported

By PFC Heé 0.43 p <0.001 (***)  Supported

(EFC—PWI) x MS H7a 0.19 p <0.05 (*) Supported

(PEC—PWI) x MS H7b 0.17 p <0.01 (**) Supported

Note: p < 0.05 (*); p < 0.01 (**); and p < 0.001 (***).

With all these inputs, the validated model is shown in Figure 2.
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Figure 2. Validated model (SEM). Note: p < 0.05 (*); p < 0.01 (**); and p < 0.001 (***).

5.5. Results

In the present study, we established eight hypotheses, out of which two hypotheses
(H7a and H7D) are related to the effects of the moderator, management support (MS), on the
two linkages H5 and Hé6. The present study shows that FCC and PTC could impact PRC
significantly and positively, as the path coefficients concerned are 0.21 and 0.31, respectively
(H1 and H2), with corresponding levels of significance of p < 0.01 (**) and p < 0.001 (***).
The results also highlight that PRC could impact EFC and PFC (H3 and H4) significantly
and positively, since the path coefficients concerned are 0.27 and 0.33, respectively, each
with levels of significance of p < 0.01 (*) and p < 0.001 (***). In this study, it was observed
that the impacts of EFC and PFC on PWI (H5 and H6) were positive and significant since
the concerned path coefficients are 0.41 and 0.43, with respective levels of significance of
p <0.001 (***) and p < 0.001 (***). The effects of the moderator MS on (EFC—PWI) H5 are
significant and positive, as the concerned path coefficient is 0.19, with a level of significance
of p < 0.05 (*), and the effects of the moderator MS on (PFC—PWI) H6 are also positive and
significant, since the concerned path coefficient is 0.17, with a level of significance of p < 0.01
(**). Regarding the coefficients of determinant (R?) values, FCC and PTC could explain
PRC 34% (R? = 0.34) of the time. PRC could explain EFC and PFC separately to the tune of
47% (R? = 0.37) and 51% (R? = 0.51), respectively. These results highlight that EFC and PFC
could explain PWI to the extent of 71% (R? = 0.71), which is the explanative power of the
model. A summary of hypothesis statements, results, key findings, and interpretations is
shown in Table 7.

Table 7. Hypotheses, results, and key findings.

Hypothesis Statement

Result Obtained Findings/Interpretation

H1: The fear of contracting COVID-19
(FCC) has a positive impact on the
perceived risk of COVID-19 (PRC).

The employees in the hospitality and tourism
industry are fearful of contracting COVID-19.
They perceive it as a risk.

Hypothesis is supported.
B =0.21*(p<0.01)

H2: Perceived threat from COVID-19 The employees are threatened by the

(PTC) positively impacts the

C _ X%
Hypothesis is supported. =031 consequences of impact of COVID-19 which

perceived risk of COVID-19 (PRC). (p<0.001) increase their risk perception.
For the employees of the hospitality and tourism
industry, there is a positive and significant
H3: Perceived risk of COVID-19 impact of perceived risk of COVID-19. The

(PRC) has a positive impact on
emotion-focused coping (EFC).

The hypothesis is supported. 3 = 0.27

* (p < 0.05) employees will be able to overcome this risk by

developing their self-control and by lending
support from the society which relates to
emotion-focused coping.
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Table 7. Cont.

Hypothesis Statement

Result Obtained

Findings/Interpretation

H4: Perceived risk of COVID-19
(PRC) has a positive impact on
problem-focused coping (PFC).

H5: Emotion-focused coping (EFC)
positively impacts psychological
well-being of individuals (PWI).

H6: Problem-focused coping (PFC)
positively impacts psychological
well-being of individual (PWI).

H7a: Management support (MS)
moderates the relationships between
emotion-focused coping (EFC) and
psychological well-being of
individuals (PWI).

The hypothesis is supported. 3 = 0.33
*** (p <0.001)

The hypothesis is supported. 3 = 0.41
#** (p < 0.001)

The hypothesis is supported. = 0.43
*** (p <0.001)

The hypothesis is supported. = 0.19
*(p < 0.05)

For employees of the hospitality and tourism
industry, there is a positive and significant
impact of perceived risk of COVID-19. The
employees will be able to overcome the risks by
developing their problem-solving expertise and
skills to combat any untoward situation which is
related with problem-focused coping.

The psychological well-being of the individual
employee of hospitality and tourism industry is
positively and significantly impacted by
emotion-focused coping.

The psychological well-being of the individual
employee of hospitality and tourism industry is
positively and significantly impacted by
problem-focused coping

The management support (HR managers,
immediate managers, and other leadership
support) is essential for improving the
self-control ability supported by the
management to overcome the COVID-19
pandemic situation which relates to emotion
focused coping, and it will help to improve

H7b: Management support (MS)
moderates the relationships between
problem-focused coping (PFC) and
psychological well-being of
individuals (PWI).

psychological well-being of the individual
employee of tourism and hospitality industry.
The management support (HR managers,
immediate managers, and other leadership
support) is essential for improving the
self-control ability and individual skills of the
employees to overcome untoward risks that
relates to the problem-focused coping, and it will
help to improve the psychological well-being of
the individual employee.

The hypothesis is supported. B = 0.17
** (p < 0.01)

Note: p < 0.05 (*); p < 0.01 (**); and p < 0.001 (***).

6. Discussion

The present study attempted to examine the issue of risk perception and resources
concerning coping strategies, along with the psychological well-being of employees in the
hospitality and tourism industry during the abrupt outbreak of the COVID-19 pandemic.
The present study showed that one’s perception of the risk of COVID-19 is predicted
through the person’s fear of contracting COVID-19 and the perceived threat from COVID-
19 (H1 and H2). The risk perception eventually impacts hospitality and tourism employees’
psychological well-being, mediated through emotion-focused coping and problem-focused
coping (H3 and H4). The present study hypothesized that risk perception could assess
employees in the hospitality and tourism industry whose psychological well-being was
affected by mediation through two categories of coping (H5 and H6). These findings
are supported by a previous study of survivors of the 2003 SARS epidemic, which high-
lighted that their risk perception was predicted by fear and perceived threat, causing
emotional stress [47]. Also, the hypotheses of the present study received support from
other studies that observed that, during the COVID-19 outbreak, people’s perception of its
severity depended on their ability to control the situation impacted on their psychological
well-being [48]. The present study highlighted that emotion-focused coping as well as
problem-focused coping significantly and positively impact the psychological well-being
of employees in the hospitality and tourism industry. This finding corroborates other
studies [12,78], which demonstrated that adopting a strategy to address any unforeseen
situation and seeking support from others to help combat a crisis are directly related with
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the affected persons’ psychological well-being. By using problem-focused coping and
emotion-focused coping as two mediating variables correlating perceived risk and well-
being, this study highlighted that both types of coping are two dynamic processes that vary
in terms of cognitive appraisal as well as personal necessary resources, and they eventually
regulate the psychological well-being of the employees affected by the COVID-19 pandemic.
This study hypothesized that emotional coping and problem-solving coping impacted on
the psychological well-being of employees in the tourism and hospitality industry during
the COVID-19 pandemic. It is pertinent to mention here that during any unprecedented
situation, employees in hospitality and tourism organizations are expected to consider
and conceptualize how and to what extent they are emotionally impacted by it. In such
situations, they spontaneously seek support from society to be resilient. Also, they exert
conscious effort to figure out how to address the situation so that their organizations func-
tion without being unnecessarily interrupted. In this context, it is argued that the present
study successfully used the concepts of the two types of coping as the mediating factors
impacting employees’ psychological well-being. The mediating role of these two types of
coping to improve the psychological well-being of employees in the tourism and hospitality
industry during the COVID-19 pandemic was corroborated in another study [8]. The study
of Prem et al. [8] highlighted how the people of Wuhan in China could manage the COVID-
19 pandemic situation by adopting an effective control strategy. This could reveal that
self-control can manage and address any awkward situation. The idea of the study of Prem
et al. [8] provided effective inputs in the present study to hypothesize that coping associated
with the power of self-control could impact on the psychological well-being of employees
in the tourism and hospitality industry. Another study, by Li et al. [47], also supported the
hypotheses of the present study, which established the relationships between emotional
coping and problem-solving coping with the psychological well-being of employees in
the tourism and hospitality industry. The study of Torabi et al. [9] discussed, in general,
how the abrupt outbreak of a pandemic can cause a global change in business policy for
the tourism industry. This idea helped us to analyze in the present study how hospitality
and tourism employees’ risk perception of the COVID-19 pandemic could considerably
affect their psychological well-being under the mediating influence of their emotional- and
problem-focused coping strategies, duly impacted by the moderating effect of management
support. The present study also showed the effectiveness and veracity of the proposed
model by comparing it with an alternative model (rival model). Details are provided in the
Appendix A.

Now, the effects of the moderator MS on H5 and H6 are discussed through separate
graphical presentations. Figure 3 shows the effects of strong MS and weak MS on linkage
H5 (EFC—PWI).

High = Strong MS
- = = =Weak MS
1
[
3 - -
=" -
Low
Low EFC — High

Figure 3. Effects of MS on H5.
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The two lines in the graph show that as EFC increases, the rate of increase in PWI is
more from the effects of strong MS compared to the effects of weak MS, since the gradient
of the continuous line, representing effects of strong MS, is more than the gradient of the
dotted line, representing the effects of weak MS.

Figure 4 shows the effects of strong MS and weak MS on linkage H6 (PEC—PWI).

High = Strong MS
- = = =Weak MS

PWI —

Low

Low PFC — High

Figure 4. Effects of MS on Hé.

Continuous and dotted lines represent the effects of strong MS and weak MS, respec-
tively, on H6. From gradient analysis, it is seen that as PFC increases, the rate of increase in
PWI is more from the effects of strong MS than from the effects of weak MS on H6, since
the continuous line has a steeper gradient than the dotted line has.

7. Implications
7.1. Theoretical Implications

Itis claimed that the present study provides several important theoretical contributions
to the body of literature on the impact of perceived risk on employees’ psychological well-
being when they work in an industry that faces a crisis. No other studies have exhaustively
investigated the impacts of risk factors predicted by the fear of COVID-19 and the threat of
being affected by COVID-19 on the psychological well-being of hospitality and tourism
employees, mediated through two vital strategic components of coping in the COVID-19
pandemic environment. By investigating these issues, it is claimed that this study has
added value to the body of knowledge in this area.

Also, no extant literature was found to have investigated the contributions of the
moderator, management support, on the psychological well-being of employees in this
context. The present study considered the moderating effects of management support in
this context to enrich the proposed theoretical model. The present study is built upon find-
ings that cognitive (problem-focused coping) and motivational (emotion-focused coping)
strategies mediate the interrelation between perceived risk and psychological well-being.
Gerhold [79] observed that people in Germany tended to utilize only problem-focused
coping strategies to combat the COVID-19 pandemic. The present study has extended Ger-
hold’s observation by considering that both problem-focused coping and emotion-focused
coping simultaneously operate as two mediators to establish a nexus between risk percep-
tion and well-being. This adds substantive value to the body of literature. The present
study projected that there is a dominating interplay of cognitive and motivational strategies
underlying the mechanisms of coping to address the dangers propounded because of the
abrupt COVID-19 outbreak. The present work successfully enhanced our understanding by
effectively conceptualizing that people’s very perceptions and realizations of threats and
uncertainty from the COVID-19 pandemic could cause them to rely on both motivational
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(emotion-focused coping) and cognitive (problem-focused coping) strategies to seek help
to improve their psychological well-being. This has added value to the extant literature
concerning the hospitality and tourism industry. The proposed theoretical model with
high predictive power is deemed to have provided a useful architecture for individuals
to improve their psychological well-being to combat any crisis. This is also claimed as a
unique theoretical contribution of the present study.

7.2. Practical Implications

This study provides several practical implications to help employees in the hospitality
and tourism industry to sustain and maintain their psychological well-being to combat the
COVID-19 pandemic or any other crisis when their jobs become uncertain. Employees are
afraid of being infected by COVID-19 or experiencing any other untoward situation due to
the nature of their job pattern. From the present study, it appears that fear of contracting
COVID-19 positively and significantly impacts the perceived risk of COVID-19 (H1). This
implies that management teams in the hospitality and tourism industry should provide
adequate arrangements so that employees can take appropriate preventive measures to
protect themselves from COVID-19. Management should make employees aware of the
importance of wearing a mask when needed, social distancing, washing hands frequently,
and cultivating the habit of using sanitizer.

The present study also highlights that the perceived threat of COVID-19 positively
and significantly impacts the perceived risk of COVID-19 (H2). This implies that the
management of the organizations concerned should arrange to supply oxygen promptly as
and when the employees need it. The employees should also be assured that neither they
nor their family would face problems being admitted to a healthcare center, and that they
would be supported by the concerned organizational authority. When the organizational
authority apprises employees of these arrangements, it will help the employees to not
be unnecessarily threatened by the menace of COVID-19. Management support for the
employees” health and well-being will help employees be calmer about COVID-19.

The present study hypothesized that the perceived risk of COVID-19 impacts positively
and significantly on hospitality and tourism employees’ psychological well-being, as
mediated through emotion-focused coping and problem-focused coping (H3, H4, H5,
and H6). This implies that the managers of the organizations concerned must encourage
employees to adopt cognitive and motivational strategies to combat the situation. The
employees are to be encouraged by their management teams to be aware of how infection
is spread so that they can plan and act accordingly to address it (problem-focused coping).
The authority should provide emotional support to the employees for all aspects during
such a crisis so that they do not suffer from emotional hazards (emotion-focused coping).
From the results of this study, it is seen that the perceived risk of the COVID-19 pandemic
impacts the psychological well-being of employees in the hospitality and tourism industry,
duly influenced by the two mediating factors of employees” emotion-focused coping and
problem-focused coping. This implies that managers in the hospitality and tourism industry
need to motivate employees in such an apocalyptic situation to be able to cope with stressful
situations, seek information about the problems, and develop their own skills to manage
and address them. Such arrangements, extended by the active support of management
(H7a and H7b), can help employees in the hospitality and tourism industry to sustain
their psychological well-being, even in such a crisis. The proposed framework is not only
helpful to maintain the psychological well-being of employees in hospitality and tourism
organizations but it also provides a pragmatic mechanism for the leaders of different types
of organizations to improve the well-being of their employees during any crisis. In turn,
such measures could help any type of organization to conduct their business seamlessly,
even during a turbulent situation. A summary of the practical implications is highlighted
in Table 8.
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Table 8. Practical implications of the validated model.

B-Value

Path (Significance Level)

Practical Implications

e  The HR management team in the hospitality and tourism industry should
provide adequate arrangements so that the employees can take appropriate
FCC—PRC B =0.21%* (p<0.01) preventive measures to protect themselves from COVID-19. .
e The HR leadership team should make employees aware of the importance
of wearing a mask when needed, social distancing, washing hands
frequently, and cultivating the habit of using sanitizer.

e The crisis management team along with HR leadership of the concerned
organizations should arrange to supply oxygen along with other
PTC—PRC B =0.31** (p < 0.001) essentialities promptly as and when the employees nee.d those. .
e The HR team should also assure the employees that neither they nor their
family members would face problems getting admission to a healthcare
center in an emergency.

e  The immediate manager of the employees should provide emotional
support to the employees.
PRC—EFC B =0.27*(p<0.05) e  The immediate manager should touch base with the employee more
frequently and provide mental support.
e  The line managers should be respectful and sympathetic of the employees’
feeling in dealing with COVID-19 crisis.

o  Immediate managers should help the employees to overcome any hostile
PRC—PEC B =0.33** (p < 0.001) situation Py improving the employees’ problem-solving sk.ills. .
e Leadership team should encourage the employees to practice systematic
problem-solving skills and relaxation procedures.

e  The immediate manager should complement the employees for any tasks
the employees do in the crisis which will strengthen their psychological
EFC—PWI 3 =0.41** (p < 0.001) well-being.
e  The immediate managers should pay proper attention to the psychological
well-being of the individual employees.

o  Immediate managers should provide adequate support to the employees so
that the employees are able to solve any issues with the support of their
PFC—PWI B =0.43 ** (p < 0.001) managers or 'themselves. ' .
o  Theleadership team can arrange or sponsor mindfulness practices or
motivational training which would keep the employees psychologically
well and strong in such a crisis.

o  The HR leadership team should always support the employees” health and
well-being as one of the topmost priorities.
(EFC—PWI) x MS p=0.19%(p <0.05) e  The management authorities should provide emotional support to the
employees for all aspects during such a crisis so that they do not suffer
from emotional hazards.

o  The HR leadership team should help the employees to solve any problems
they experience in such a crisis.

o  Immediate managers of the employees should extend their hands to solve
any problem of the employee which could be faced by the employees
during crisis.

e  Management support is needed for cross-functional problem-solving
activities in such crisis to keep employees of hospitality and tourism
industry stable and sustain their psychological well-being, even in such a
crisis.

Note: p < 0.05 (*); p < 0.01 (**); and p < 0.001 (***).

8. Conclusions

This research work was able to address its objectives. The present study highlighted
that the sudden outbreak of the COVID-19 pandemic created panic regarding becoming
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victims of COVID-19. Due to lockdown measures, COVID-19 impacted employees regard-
ing the uncertainty of their job security. These two factors are found to be dominant for
employees in the tourism and hospitality industry by the very nature of their jobs. They
must stay close to individuals to perform their duties. Lockdown and the ban on travelling
also affected the tourism industry adversely, endangering the job security of the employees.
The present study highlighted how the COVID-19 pandemic could impact employees in
the tourism and hospitality industry.

The present study showed that, in a crisis, employees in the tourism and hospitality
industry become panic stricken. In such precarious situations, it is seen in this study that
employees in the tourism and hospitality industry tried to withstand the situation by
lending support from society to develop their self-control ability, which is the process of
beating the crisis, and this relates to emotional coping. In addition, this study demonstrated
that employees attempted to solve the problems faced by them in such turbulent situations
with their personal problem-solving ability through the acquisition of necessary skills and
expertise to combat such pandemic situations. Thus, this study showed that employees
could address the risks of the COVID-19 pandemic with the help of emotional as well as
problem-solving coping procedures to ensure they maintained their mental health in a
better way through development of their psychological well-being.

The present research study also showed that the deterioration of mental health of
employees in the tourism and hospitality industry in the COVID-19 pandemic situation
could be kept in check had the management team of the concerned organization extended
effective support to their employees. The management support should be of practical
help to the employees, like facilitating appropriate treatment, quick supply of oxygen
as and when needed, ease in gaining admission into healthcare units, and so on, with
coverage to the employees and their family members. This study enumerated in the
practical implication section how management support can act as a critical positive catalyst
towards the psychological well-being of the employees in the tourism and hospitality
industry facing a crisis like the COVID-19 pandemic.

9. Limitations and Future Research Scope

It is a fact that no study can be completed without any limitation, and this study is no
different. The present study relied on cross-sectional survey data, which were obtained at a
particular time through self-reported measures. Therefore, causality in the relationships
between the constructs cannot be inferred. In addition, a cross-sectional study is often
prone to endogeneity bias. Hence, it is suggested that future researchers should conduct
longitudinal field research to eliminate these issues. The explanative power of the proposed
model is 71%. To enhance the strength of the model, future researchers might consider if
more boundary conditions could serve this purpose. The results of this study depend on
the inputs of 314 usable respondents from 14 organizations in the hospitality and tourism
industry. In a global context, this seems to be considerably inadequate for generalizability.
Therefore, future researchers could conduct a survey with more respondents from more
organizations from the hospitality and tourism industry to eliminate this defect.
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Appendix A. The Rival Model

The rival model was developed by dropping the mediators EFC and PFC from the
proposed validated theoretical model, as shown in Figure 2. The effects of the moderator
MS on the linkage PRC—PWI were considered in the rival model, which is shown in
Figure Al.

contracting
COVID (FCC)

Perceived threat
from COVID

Management
support (MS)

Fear of

Psychological
wellbeing of
individual (PWT)

Perceived risk
of COVID
(PRC)

(PTC)

Figure A1. The rival model. Note: p < 0.05 (*); p < 0.01 (**).

The rival model did not consider the mediating effects of coping. Through empirical
analysis, it appears that the path coefficients of the impacts of FCC on PRC and PTC on
PRC are 0.11 and 0.14, respectively, with levels of significance p < 0.05 (*) and p < 0.01 (**).
The proposed model values were each 0.21 and 0.31 with respective levels of significance
as p <0.01 (**) and p < 0.001 (***).

The FCC and PTC can explain PRC to the tune of 27% in this rival model, compared
to 34% in the proposed theoretical model. The overall explanative power of the rival model
was found to be 31%, whereas the explanative power of the proposed model was 71%. The
explanative power of the proposed model was found to be 129% more than the explanative
power of the rival model. This signifies that the effectiveness of the mediating variables is
maximum. This also signifies that in perceiving the risk of COVID-19, employees in the
hospitality and tourism industry could not improve their psychological well-being, even
with management support. Therefore, they must have recourse to coping strategies.

Table Al. Summary of Questions.

Response
Items Source Statements [SDIIDIINIAIISA]
FCC1 [3,9] I was impacted by the COVID-19 virus. [11[2][3][4][5]
FCC2 [11] I think that the COVID-19 pandemicg?gks)jffected the lives of people across the [I1213][4][5]
FCC3 [9,54] I was fearful of getting impacted by COVID-19 virus. [1112]13][4][5]
FCC4 [9] Many of my colleagues were affected by the COVID-19 virus. [11[2][3][4][5]
Some of my colleagues took leave due to fear of getting impacted by the

FCC5 [3,54] COVID-19 virus. [11[2][3][41(5]
PTIC1 [55,56] I believe that the hospitality and tosuhréscrl?s industry can withstand COVID-19 [1I2131[41[5]

I believe most of the organizations were threatened by the abrupt outbreak of the
prez. ol COVID-19 pandemic. (213141051
PTC3 [9,10] I think in the long-term hospitality and tourism industry could flourish again in

the post-COVID-19 era. (11[2][3]14][5]
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Table Al. Cont.

Response

Items Source Statements [SDIIDIINI[AIISA]

I'believe that because of the COVID-19 pandemic, the employees have suffered
from uncertainty and unpredictability.
I think that during the COVID-19 pandemic, the employees have suffered
psychologically due to uncertainty about their jobs.
I'believe that most of the employees in the hospitality and tourism industry were
at risk of losing their jobs due to the COVID-19 pandemic.
During the COVID-19 pandemic, the employees felt many uncertainties which
adversely affected their job conditions.
I believe that a few of the employees were under extreme pressure as some of their
family members were affected due to COVID-19 virus.
I think that some of the employees attempted to collect accurate information
regarding the magnitude of COVID-19 impacts.
I believe that the hospitality and tourism industry suffered a huge loss due to the
COVID-19 pandemic.

PTC4 [56] [1][2][3][4][5]

PTC5 [10,57] [1][2](3][4][5]
[1][2][3][4]1[5]

[1][2][3][4][5]

PRC1  [43,45]
PRC2 [40]

PRC3 [45,58] [1112][3][4][5]
PRC4 [3,43] [11[2][3][4][5]

PRC5 [40,45]

[2][3][41
EFC1 [59] I believe that emotion-focused coping is a psychological related factor. [11121[3]1[4][5]
EFC2 [60] Emotion-focused coping is involved with emotional expression of employees. [11121[3][4][5]
EFC3 [56,62] I believe that emotion-focused coping r,elate.s to reacting and responding to a [IR21B14][5]
stressful situation.
EFCA4 [59] I think that emotional expressions could help .1nd1v1duals to be able to address a [1I12131[4][5]
stressful situation.
I think with emotional expression, a person attempts to appropriately respond to a
EFCS [59,61] stressful event like the COVID-19 pandemic. (2114151
PFC1 [60] I think coping relates to an individual’slconslc)ilous effort to solve interpersonal and [I213114][5]
personal problems.

PFC2 [63,64] I'believe that coping helps to mitigate conflict as well as reduces stress. [11121[3][4]1[5]
PEC3 [64] Ibelieve that problem-focuseq copipg is related to behavioral aspects of [I213114][5]
individuals.

PFC4 [58,65] Problem-focused coping ensures greater control over an individual’s emotions. [11121[3][4]1[5]
PEC5 [60] I believe that some of the employees acquired various new skills to manage [I213114][5]

various issues during the COVID-19 pandemic.
PWI1 [64,65] I think that the psychological well-being of employees of hospitality and tourism
! industry should have been the topmost priority by the leaders of this industry.
PWI2 [58] I believe that a psychologically stable person can perform well in their jobs. [11121[3]1[4][5]
PWI3 [65] There were many incentives provided to the employees of hospitality and tourism
industry during and after the COVID-19 pandemic.
I believe that family members of employees can also play a critical role in
providing support during stressful situations.

I think that most of the organizations in the hospitality and tourism industry have
a comprehensive policy to keep their employees psychologically fit.
Employees should be trained to overcome any psychological challenges in
stressful situations.

I think that organizations should take care of their employees especially the
psychological aspects of employees during any turbulent situations.

PWI4 [60,66] [1][2][3][4][5]

PWI5 [58,60] [1][2][3][4][5]
PWI6 [65,66] [1][2][3][4][5]

PWI7 [58,66] [1][2][3][4][5]

Note: SD = Strongly Disagree; D = Disagree; N = Neither disagree nor agree; A = Agree; SA = Strongly Agree.
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