(®)
2017 2020

The Staff Oasis: The role of staff break rooms for hospitality employees®
wellbeing and performance

The Staff Oasis: The role of staff break rooms for hospitality employees®
wellbeing and performance

Saito, Hiroaki

2,900,000

Cornell Hospitality Quarterly

This research was unique and innovative as it focuses on the role of an organisation’ s restorative
spaces as one way to mitigate the negative impacts of emotional labour, promote employee wellbeing
and increase employee performance in customer service.

The study sought to understand the role of staff break rooms in creating a
restorative environment to help employees cope with their work related stress. With the JSPS grant,
I could conduct a thorough literature review, complete the data collection (both interview and
survey data) from both Japan and Australia, analyse the data, and prepare a manuscript. The
manuscript was submitted to a top-tier international journal, Cornell Hospitality Quarterly, which
is currently under review. The study results suggest that there are five main dimensions in the
staff breakrooms that affect employees’ restoration, which include sensory, functional, social,
cultural and natural components. These dimensions foster employees’ certain recovery activities and

experiences during their breaktime. The research ideas and preliminary findings were presented at
three international conferences and were well received.
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Hospitality jobs are commonly associated with negative characteristics such aslong and unsocial hours,
inadequate pay and heavy workload. Despite these conditions, hospitality employees, particularly
customer-contact employees, are required to deliver quality service to customers. To do so, they are
often required to manage their emotions and display friendly and courteous attitudes by engaging in

emotional labour.

Emotional labour is, “the management of feelings to create a publicly observable facial and bodily
display” (Hochschild, 1983, p. 7). Engaging in emotional labour on a daily basis is essential for
hospitality employees. However, past research on emotional labour suggests that concealing genuine
emotions and displaying “different or fake’ emotions may result in emotional dissonance and lead to a
decline in employee wellbeing including burnout, decline in engagement and psychosomatic
complaints (Rathi, Bhatnagar, & Mishra, 2013). These negative impacts of emotional labour impose
significant costs on organisations such as poor service quality, employee turnover and poor

organisational performance.

Previous research has examined physical work environments such as office and retail settings.
However, there is limited research that explicitly examines staff break rooms, particularly in the
hospitality industry context where employees’ wellbeing is critical for their performance. Taking
inspiration from literature on servicescapes (Mari & Poggesi, 2013) and restorative environments, this
study suggests that staff break rooms may help foster relaxation and help employees to renew their
physical, psychological and socia capabilities, which in turn, fosters better performance in customer

service.

The study sought to understand the role of staff break rooms in creating a restorative environment to
help empl oyees cope with the negative aspects of emotional labour, promote employee wellbeing and
increase employee performance in customer service. It aimed to develop our understanding of how
built, restorative spaces can be used to overcome the negative impacts of emotional labour (e.g.,
burnout, decline in engagement and psychosomatic complaints) in the hospitality industry context.
This cutting-edge research strived to accomplish the following objectives:

e Understand how built, restorative spaces can mitigate emotional labour issues (i.e., burnout,
decline in engagement and psychosomatic complaints) and promote employee wellbeing in a
workplace.

e |dentify what aspects (or elements) of staff break rooms play the most important role in
mitigating emotional labour issues and promoting employee wellbeing.

o Explorethelink between staff break room environments, employee wellbeing and employee
performance in service delivery.

e Elaborate on the effects of national culture on the relationship between staff break room



environments and the level of employee wellbeing.

The study employed a combination of different methods that entail the following activities: (1)
designing a survey, (2) administering the survey to employees and managers at 20 hotels in two
countries (Australia and Japan), (3) interviewing customer-contact employees from a sub-set of 3-5
theoretically relevant hotels that will be identified in the quantitative phase and (4) disseminating the
findings of the research at prestigious international conferences before planning the publications in
highly ranked journals in the field.

The research questions to be addressed are:

(1) What aspects of staff break rooms play the most important role in mitigating emotional labour
issues and promoting employee wellbeing?

(2) To what extent does the effective management of a staff breakroom improve employee
performance?

(3) How do staff break rooms mitigate emotional labour issues and promote employee wellbeing?
and

(4) How does national culture influence the relationship between the staff breakroom
environment, employee wellbeing and employee performance?

| could conduct most of the activities as planned: a thorough literature review, complete the data collection
(both interview and survey data) from both Japan and Australia, analyse the data, and prepare a manuscript.
The manuscript was submitted to a top-tier international journal, Cornell Hospitality Quarterly, which is
currently under review. The research ideas and preliminary findings were presented at three international

conferences and well received.

The study results suggest that there are five main dimensionsin the staff breakrooms that have the potential
to affect employees’ restoration, which include sensory, functional, social, cultural and natural components.
These dimensions foster employees’ certain recovery activities and experiences during their breaktime,
which facilitate the improvement of their wellbeing. The recovery activities include relaxation, nutrition-
intake, social, and cognitive activities, which lead to eight different recovery experiences, including
psychological detachment, relaxation, relatedness, enjoyment, connectedness, control, mastery experience
and refreshment.

Currently, | extend this project with a newly secured JSPS Grant-in-Aid Category C to further investigate

therole of physical environment on employees’ well-being and recovery at work.
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