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Introduction
Tourism plays an essential role in Spain (Moreno-Luna et al., 2021; Robina Ramírez et al., 2021a). 
According to the World Tourism Organization, Spain has the second highest number of 
international tourist arrivals. This substantial economic dependence on tourism, which represents 
14.1% of the country’s gross domestic product (GDP) (UNWTO, 2023), has led to policies and 
practices that encourage high visitor numbers.

This leads to potential overtourism issues in many areas, particularly in cities such as Barcelona, 
Madrid and the coastal regions (Chamizo-Nieto et al., 2023; García-Hernández & De Miguel, 2021). 
As a result, it creates immense pressure on local services, leading to increased workloads for those 
in the tourism industry (Smeral, 2019). Employees often find themselves dealing with larger crowds 
(Namberger et al., 2021), more frequent customer interactions (Martínez Suárez et al., 2021; Robina-
Ramirez et al., 2023) and higher expectations (Berselli et  al., 2022), all of which contribute to 
heightened stress levels (Walmsley et al., 2022) provoked by exceeding personal and organisational 
capacities. This not only challenges the work conditions, but it also makes them vulnerable to brain 
drain with a growing number of employees seeking work in other sectors with comparatively better 
working conditions (Gössling et al., 2020; Robina-Ramírez et al., 2022). Heightened stress levels 
often stemming from factors such as high workloads, demanding customer interactions and 
insufficient resources, take a significant toll on employees. This sustained stress can lead to burnout, 
decreased job satisfaction and deteriorating mental and physical health (Maslach & Leiter, 2022). 

Purpose: This research explores effective managerial practices to reduce brain drain in 
tourism by promoting moral values such as compassion and empathy. It investigates how a 
supportive work environment can decrease employee stress, improve job satisfaction and 
retain skilled professionals.

Design/methodology/approach: The study employed a structural equation modelling-
partial least squares (SEM-PLS) longitudinal model over three periods in 2023–2024. 
Invitations were sent to 47 inland hotels, with only 6 participating. It aimed to provide tools 
for employees to cope with pandemic-related crises. Managers distributed the questionnaires, 
yielding 267 responses out of 290. 

Findings/results: The research highlights how managerial practices focussed on moral 
values  such as compassion and empathy can reduce brain drain in tourism by alleviating 
employee stress. It shows that values-driven training programmes foster a supportive 
work environment, leading to greater job satisfaction and talent retention. Limitations call for 
further longitudinal studies.

Practical implications: A key limitation was the lack of longitudinal studies on training’s 
impact on values within the same population. Additionally, focus groups were needed because 
of employees’ unavailability for scheduled meetings.

Originality/value: It was observed that the training helps not only overcome stressful situations 
but also provided a sense of commitment and excellence towards the company, helping to connect 
workers and customers. Similarly, it contributed to reducing the level of stress by improving its 
customer-facing training, which helped to overcome unforeseen changes in the hotel.

Keywords: managerial practices; stress; overtourism; hotels; values; destinations; developing 
areas.
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Persistent stress causes employees to feel less engaged and 
committed to their organisation (Karatepe et  al., 2018). This 
not only modifies the social and work environment (Migliore 
et al., 2021) but also leads to increasing mental health problems 
in workers (McCartney et al., 2022). 

These problems have been seen among workers not only in 
developed tourist destinations, but in developing as well 
(Krisnadi & Maharani, 2021; Sutanto & Setiadi, 2020). When 
faced with high-stress work environments in both developed 
and developing countries, employees may start exploring 
career options in other sectors that offer better work-life 
balance, less demanding schedules and more supportive 
work cultures. 

Even though studies have addressed mitigating brain drain 
in relation to various countries and economic sectors (Baruch 
et  al., 2007; Tung & Lazarova, 2006), our research has 
identified a gap. There appears to be no existing research 
specifically analysing the brain drain from tourism sector to 
other sectors whether they are referring to developing or 
developed countries. This gap highlights the need for 
focussed investigation into how and why skilled professionals 
are leaving tourist sector for opportunities in different fields. 
Understanding these dynamics is crucial for developing 
targeted strategies to retain talent within the tourism sector 
and to ensure its sustainable growth.

Analysing organisational stress as the main cause of brain 
drain to refrain from a particular tourist destination, has been 
well researched in academia (Randall et  al., 2005; Robina-
Ramírez et al., 2021a; Semmer, 2003). However, to date, there 
is hardly any empirical evidence that addresses stress 
reduction that goes beyond modifying working and 
organisational conditions. This introduces the second 
contribution of the article: addressing not only organisational 
issues but also personal values. 

When organisations emphasise values, it creates a more 
positive and supportive work environment which helps to 
reduce the stress (Srivastava, 2011). It operates by fostering a 
sense of purpose and belonging among employees. When 
personal values are prioritised, employees feel more aligned 
with the organisation’s mission, leading to greater job 
satisfaction (Robina-Ramírez & Pulido Fernández, 2018). 
This alignment reduces workplace stress as it promotes open 
communication, mutual trust and a supportive culture where 
employees feel valued and understood.

Additionally, a values-driven environment encourages 
managers to lead with empathy and fairness, which helps to 
prevent conflicts and reduce pressure on employees (Biswas, 
2024). By promoting a culture of support and recognition, 
employees are more likely to experience lower levels of stress, 
as they feel secure in their roles and confident in the 
organisation’s commitment to their well-being. According to 
Ruiz–Fernández (2021), stress can be reduced through dealing 
with three values, namely, compassion, tolerance and 
empathy. 

Based on the foregoing, this study aims to analyse the state 
of stress of workers from six hotels located in the southeast 
of Spain called the ‘Extremadura region’, where the tourism 
sector is the primary economic driver of the region. 
According to the ‘Guide to Managing Stress in Crisis 
Response Professions,’ several training sessions focused on 
improving the organisational atmosphere, as well as the 
personal perceptions of workers within the company (US 
Department of Health and Human Services, 2005). The 
measurement of the perception of the workers was carried 
out at three different moments at the end of the training 
period.

Theoretical framework
Stress at work in the tourism sector
Work stress is the psychological reaction of workers to certain 
stimuli (Yan & Donaldson, 2022). These stimuli can come 
both from the work environment as well as from adverse 
external conditions, such as the situation caused by 
coronavirus disease 2019 (COVID-19) (Robina-Ramírez et al., 
2021b). Stress is the most recurrent mental health problem 
among workers in the tourism sector (Luu, 2022). This 
phenomenon is mostly because of factors inherent to working 
in the sector that generate dissatisfaction in the work 
environment such as the temporary nature of the sector, 
overly demanding clients and supervisors, inefficient 
training, long and rotating shifts, or the performance of 
certain functions (Stamolampros et al., 2019).

In the tourism sector, pressure is visualised in: (1) hiring, 
retention or dismissal of personnel, caused by the indeterminate 
characteristics (seasonality, precarious employment, early 
retirement or dismissal because of financial losses) (Wong 
et  al., 2021); (2) constant modifications or cancellations of 
reservations because of both COVID-19 quarantines and 
restrictions by government authorities (Moreno-Luna et  al., 
2021).

Tourism is a contact sector where most services are provided 
with a high level of interaction between customers and 
employees (Robina-Ramírez et  al., 2021c). The fundamental 
philosophy of the sector is that ‘the client is always right’, 
which causes an unequal relationship between the worker and 
the client to please them (Bani-Melhem & Quratulain, 2020). 
Employees are often treated poorly by customers, because of 
the high expectations placed on the service (Stamolampros 
et  al., 2019). This complacent role of the worker without 
adequate training and compensation from the organisation 
contributes to a gradual worsening of the well-being 
environment at work, causing stress and dissatisfaction 
(Al-Hawari et al., 2020; Robina-Ramírez et al., 2021b). 

Such an attitude of the worker can be transferred to the 
customer attitude, because it has been shown that customer 
satisfaction is associated with worker satisfaction (Bakar, 
2020; Siswanto & Yuliana, 2022). These work situations 
require an adequate response at worker levels. Employees in 
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the tourism sector are responsible for providing high quality 
service, according to the level of job satisfaction perceived 
and the values they develop at the tourism hotel.

Development values at the organisation at the 
tourism sector
The tourism sector provides multiple opportunities to foster 
an organisational culture based on experience, encounters, 
moral challenges and pressures to overcome. These require 
the development of skills and values in professionals in the 
sector (Bakar, 2020). Such values are concepts or beliefs that 
function as guiding principles in people’s lives (Rokeach, 
1973) to improve self-esteem when it is threatened by a 
crisis situation (Schnall & Roper, 2012). 

Several studies have shown that internal aspects at 
work,  worker values and the stress at work (SW) are all 
connected  (Feather & Rauter, 2004; Robina-Ramírez et  al., 
2020; Robina-Ramírez & Pulido-Fernández, 2019; Yan & 
Donaldson, 2022). According to Sánchez-Hernández et  al. 
(2020), promoting values is a key tool to adequately address 
difficulties and reduce the stress they may cause. Among 
those, compassion, tolerance or empathy help to create a 
climate of well-being for the worker, contributing to a 
reduction of the level of stress, both inside and outside the 
workplace (Bakar, 2020; Lim & DeSteno, 2016; Robina 
Ramírez et al., 2021b; Schnitker, 2012; Tucker, 2016).

Compassion is a positive self-attitude and emotion regulation 
strategy (Luo et  al., 2019). As the capacity to alleviate the 
negative emotions experienced by individuals, it helps to 
understand and respond to stressful situations (Neff, 2003). 
It is a feeling generated by the concern about the suffering of 
others. It motivates the desire to reduce stress (Asensio et al., 
2017). In the workplace, compassion triggers feelings of 
affection, care and tenderness towards others, without the 
expectation of obtaining specific organisational benefits 
(Eldor, 2018). It is particularly beneficial in service-oriented 
workplaces, such as the tourism sector because it allows 
solidarity with people in unforeseen situations that cause 
them disorder (Eldor, 2018). This is because compassion 
brings in relief in times of stress, contributing to improved 
job performance and reduced stress (Aboul-Ela, 2017). 

We understand tolerance as patience towards others’ 
opinions or practices, avoiding everything that they would 
consider offensive, in order to coexist (Schwartz, 2023). Being 
tolerant implies developing the ability to accept the values 
and beliefs of others (Von Bergen & Collier, 2013). It provides 
an environment of comfort and well-being in the workplace 
even in unexpected and unforeseen situations. This openness 
improves job performance (Luo et al., 2019).

According to Davis (2006), empathy is the ability to put 
oneself in another’s place through the manifestation 
of  affective and non-affective responses. Empathy  
tries to understand the internal state of another person 

(Clark et al., 2019). When we put ourselves in the place of 
the other, positive emotions are generated to better 
understand the situation that the person is experiencing 
which allows them to improve their job performance. 
Empathy favours a pro-social disposition towards people, 
reducing stressful situations created (Eisenberg, 2000). 

The development of these values – compassion, tolerance and 
empathy – is essential to avoid a decrease in work performance 
and the occurrence of psychosomatic complaints, depression 
and other effects of long-term stress, because of this high level 
of interaction (Enzmann et al., 1998). The acquisition of values 
in the work environment provides the worker with a sense of 
calm and tranquillity, allowing them to improve their attention 
to the public as well as enhancing their leadership 
capacity  (Robina-Ramírez et  al., 2021d; Schnitker, 2012). It 
favours communication between colleagues, strengthens 
teamwork (Gupta et al., 2014) and encourages the exercise of 
compassion, tolerance and empathy (Schnitker, 2012; Siu, 
2003; Tucker, 2016).

Hypothesis and model
Following the review of the relevant literature on the 
constructs underpinning the conceptual model of this study 
(see Figure 1), the following research hypotheses are 
formulated, based on the insights gained. 

H1: �The development of values (year 1) (ES1) influences the 
development of values (year 2) (ES2)

H2: �The development of values (1st year) (ES1) influences 
reducing stress at work (1st year) (SW1)

H3: �Reducing stress at work (year 1) (SW1) influences reducing 
stress at work (year 2) (SW2)

H4: �The development of values (year 1) (ES1) influences the 
development of values (year 2) (ES2)

H5: �Reducing stress at work (year 2) (SW2) influences reducing 
stress at work (year 3) (SW3)

H6: �The development of values (2nd year) (ES2) influences 
reducing stress at work (2nd year) (SW2)

H7: �The development of values (3rd year) (ES3) influences 
reducing stress at work (3rd year) (SW3)

The next section provides a detailed explanation of how the 
literature informs these hypotheses and justifies the 
subsequent quantitative analysis presented in this article.

FIGURE 1: Model.
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Methodology
A longitudinal study
Different disciplines have addressed the partial least 
squares (PLS) in the last decade (Hair et al., 2012). However, 
the number of papers that have presented longitudinal 
models is still relatively small (Hair et  al., 2014). Some 
studies however, can be mentioned in the field of human 
resources and tourism, such as: Liang et  al. (2021) and 
Saridakis et al. (2017).

Longitudinal models start from a prediction of the evolution 
of the constructs (Shea & Howell, 2000) more appropriate for 
small sample sizes (Henseler et al., 2009; Jacobs et al., 2011). 
The model presented is based on the analysis of structural 
equation modelling-partial least squares (SEM-PLS) 
longitudinal model. It is applied to three periods of time: 
June–July 2023, January–February 2024 and June–July 2024.

Initially, an invitation letter was sent to all the different four-
star and five-star hotels located at the inland areas. According 
to Robina-Ramírez et al. (2021d), from the 272 hotels in the 
study region, there are 47 four- and five-star hotels. In April 
2023, letters of invitation were sent to all 47 four- and five-
star hotels, but only 6 hotels – Hotel Ilunion Mérida Palace, 
Gran Hotel D. Manuel Cáceres, Isan Trujillo, Zurbarán Hotel, 
Badajoz Parador de Plasencia and Badajoz Centre Hotel – 
showed interest in being involved in the study. Table 1 
provides details of the hotel departments and the staff of 
these six participant hotels. 

In the communication sent to the hotels, we explained the 
content of the study based on providing tools to workers to 
overcome situations of psychological, emotional and social 
crises, and the uncertainty of the sector (Yu et al., 2021). Each 
hotel manager internally sent the questionnaire to the 
employees. From a sample of 290 questionnaires, the starting 
sample was 267 responses.

The training sessions
According to the US Department of Health and Human 
Services (2005), two topics need to be addressed: (1) to reduce 

the stress in the organisational atmosphere (OA) and (2) to 
improve the personal perception among workers (PP).  
During June 2023, 26 workers and 9 hotel managers in the 
tourism sector were involved in two focus groups to develop 
these two topics, according to their daily activities at the 
hotels (Sánchez-Oro Sánchez & Robina-Ramírez, 2020). In the 
first section, four attributes of the OA were established: 
the  quality of management-employee communication 
channels to transfer negative experiences (OA1), as well as 
incorporating and modifying flexible hours to overcome 
certain difficulties experienced by the staff (OA2), to share 
experiences of stress and skills among workers to overcome 
them (OA3), and to develop skills in stressful situations, 
develop strategies for a better assignment of the workload 
(OA4). In the second section, other four aspects of the PP of 
company workers were considered: to avoid negative 
thoughts towards the other because it is easy to focus on the 
negative of others (PP1), to develop techniques to revise the 
negative view such as highlighting successes and positive 
results (PP2), to bring meaning and satisfaction to routine 
work, develop measures to protect the health and safety of 
employees (PP3), and to highlight the useful training received 
in the company to incorporate it into the company (PP4).

To reduce the three causes of stress, namely, mental anguish 
(MA), job performance distress (JPD) and social perception 
anxieties (SPA) (Yu et al., 2021), six online training sessions to 
strengthen the values ‘compassion’, ‘tolerance’ and ‘empathy’ 
were conducted for the workers and hotel managers (Table 2). 
The structure of the sessions was as follows. First session: (1) 
introduction (15 min); (2) theoretical session, concept of 

TABLE 1: Hotels, departments and staff.
Departments Hotel 

ilunion 
mérida 
palace

Gran hotel 
D. Manuel 

cáceres 

Isan 
trujillo

Zurbarán 
hotel 

badajoz

Parador 
de 

plasencia

Badajoz 
centre 
hotel

Direction 2 3 2 3 3 3
Reception 7 6 5 5 6 7
Bookings 3 3 2 3 3 2
Floors 10 12 9 9 10 9
Food and drink 6 7 6 7 6 5
Maintenance 2 2 1 2 2 1
Animation 0 1 1 2 2 1
Security 1 1 1 2 2 1
Commercial 3 3 1 2 4 3
Management 3 3 2 4 4 4
Total 37 41 30 39 42 37

TABLE 2: Stress and values to reduce stress.
Values Reduce the stress Type of stress 

Compassion
It is a feeling generated by concern about 
the suffering of others (Asensio-Martínez 
et al., 2017).

OA3 MA

Compassion, contributing to improved job 
performance and reduced stress 
(Aboul-Ela, 2017).

OA4 JPD

Triggers feelings of affection, care and 
tenderness towards others (Barsade and 
O’Neill, 2014; Dutton et al., 2006; 
Eldor, 2018).

PP1, OA1, PP2, PP3 SPA

Tolerance
Being patiently open to others’ opinions or 
practices (Navas et al., 2022).

PP1, PP4 MA

It provides an environment of well-being in 
the workplace to improve the job 
performance (Cao & Zhang, 2020).

PP2, PP3 JPD

Developing the ability to accept the values ​​
and beliefs of others (Von Bergen and  
Collier, 2013).

OA3 SPA

Empathy
Ability to put oneself in another’s place 
through the manifestation of affective and 
non-affective responses (Davis 2006).

PP1 MA

Better understand the situation that the 
person is experiencing which allows them 
to improve their job performance 
(Bustamante et al., 2021).

PP3 JPD

Empathy favours the pro-social disposition 
towards people reducing the stressful 
situations created (Eisenberg, 2000).

PP2, PP4 SPA

Note: Please see full reference list of this article: https://doi.org/10.4102/sajbm.v55i1.4842 
for more information.
OA, organisational atmosphere; PP, personal perception among workers; MA, mental 
anguish; JPD, job performance distress; SPA, social perception anxieties.

http://www.sajbm.org�
https://doi.org/10.4102/sajbm.v55i1.4842


Page 5 of 11 Original Research

http://www.sajbm.org Open Access

values (30 min); (3) practical session, application of values to 
the different departments of the hotel (30 min); and (4) 
questions and closure of the session (15 min). Second session: 
(1) presentation of a case (15 min); (2) participatory discussion 
(30 min); (3) drawing conclusions (30 min); and (4) closure of 
the session (15 min). The average participation was 92% of 
the available staff.

Definition of variables and indicators
To analyse the impact of the three values on reducing 
stress in workers in three periods of times, two focus 
groups were organised to define two variables among the 
hotel managers: ‘developing values at work (VW)’ and 
‘stress at work (SW)’. Although hotel managers participated 
in the research, it was applied only to workers because 
they were more affected by uncertainty and SW according 
to the previous focus groups organised. 

After several debates, both the workers and hotel 
managers understood the development of ‘worker values’ 
as the search for the meaning that every task in the hotel 
contains that is above any remuneration or material 
benefit. Such values allow workers to observe and 
discover the positive effect of work both on themselves 
and on other workers, clients and hotel managers.

‘Stress at work’ was defined as the lack of balance between 
workloads and the worker’s responsiveness. This response 
capacity can be formed according to the development of 
values in the worker. In the second session, a series of 
attributes were provided, converted into indicators, 
extracted from the literature (see Table 3).

Each of the three values, namely, compassion, tolerance 
and empathy (Bakar, 2020; Robina-Ramírez et  al., 2021a; 
Schnitker, 2012) were aligned with the indicators of the 
study with the aim of reducing stressful situations 
(see Table 4). 

Ethical considerations
Ethical approval to conduct this study was obtained from 
the University of Extremadura Faculty of Business, Finance, 
and Tourism Ethics Committee (No. 21/2024.).

Results 
Measurement model
To test the measurement model between the indicators 
and  the latent variables, we used SmartPLS 3.3.7 PLS 
optimisation software. According to Hair et al. (2012), the 
objective of this method is based on minimising the 
variance between each of the variables and indicators of 
the measurement model. Based on Carmines (1979), we 
first studied the individualised reliability from the factor 
loadings between each of the indicators and their 
respective latent variables. At a value equal to or greater 
than 0.7, this criterion was met (see Table 5).

We analysed the reliability and validity of the model through 
simple reliability based on Cronbach’s alpha (Nunnally & 
Bernstein, 1994), Rho_A (Dijkstra & Henseler, 2015) and 

TABLE 4: Relations between values and stressful situations.
Criteria VW1 VW2 VW3 SW1 SW2 SW3 SW4

Compassion X X X X X X X
Tolerance - X X X X X X
Empathy - X X - X - X
Respect X X X - X - X

SW, stress at work; VW, values at work.

TABLE 3: Indicators.
Indicators Authors

Values at work (VW)
VW1 It brings strength of will to overcome any obstacle Creel and Tillman, 2008.
VW2 Improves organisational culture by providing a sense of commitment and excellence Bakar, 2020; Giacaclone and Jurkiewicz, 2003.
VW3 Help connect with workers and customers Bakar, 2020; Kochukalam and Srampickal, 2018; Lim and DeSteno, 2016;  

Robina-Ramírez et al. 2021a; Schnitker, 2012; Tucker, 2016.
Stress at work (SW)
SW1 Improve training and confidence in dealing with the customer Bani-Melhem and Quratulain, 2020; Robina-Ramírez et al. 2021a.
SW2 Unforeseen changes in the hotel such as cancellations of reservations Bonfanti et al., 2021; Moreno-Luna et al., 2021.
SW3 Compliance with safety and hygiene protocols Bonfanti et al., 2021; Kim and Han, 2022.
SW4 Uncertainty of the tourism sector Filimonau et al., 2020; Wong et al., 2021.

Note: Please see full reference list of this article: https://doi.org/10.4102/sajbm.v55i1.4842 for more information.

TABLE 5: Loadings.
Variables VW-01.21 VW-01.22 VW-06.21 SW-01.21 SW-01.22 SW-06.21

SW1-01.21 0.891  -  - - - - 
SW1-01.22  - 0.897  -  -  - - 
SW1-06.21  -  - 0.833  -  - - 
SW2-01.21 0.823 -  -  -  - - 
SW2-01.22  - 0.816  -  -  - - 
SW2-06.21  - - 0.789  -  - - 
SW3-01.21 0.836 -  -  -  - - 
SW3-01.22  - 0.898  -  -  - - 
SW3-06.21  - - 0.785  -  - - 
SW1-01.21  - -  - 0.769  - - 
SW1-01.22  - -  -  - 0.894 - 
SW1-06.21  - -  -  -  - 0.894
SW2-01.21  - -  - 0.802  - - 
SW2-01.22  - -  -  - 0.864 - 
SW2-06.21  - -  -  -  - 0.766
SW3-01.21  - -  - 0.823  - - 
SW3-01.22  - -  -  - 0.836 - 
SW3-06.21  - -  -  -  - 0.884
SW4-01.21  - -  - 0.796  - - 

VW, values at work; SW, stress at work.

http://www.sajbm.org�
10.1371/journal.pone
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composite reliability (Werts et  al., 1974) where the values 
obtained were greater than 0.7. However, to analyse the validity 
of the model, we turned to the average variance extract (AVE) 
parameter. In this case, it was enough that the values obtained 
were greater than 0.50 (Fornell & Larcker, 1981). Following the 
criteria of Fornell and Larker, for the conditions to be accepted, 
the values extracted in the upper vertical line must be greater 
than the horizontal and vertical values located below. The 
criterion was also accepted (see Table 6).

The values obtained from the Fornell and Larker criterion 
needed a better fit. For this, we used the ‘Heterotrait-
Monotrait’ (HTMT) criterion whose values must be less than 
0.85 (Henseler et al., 2009). The values as shown in Table 7 
were accepted. 

Structural analysis model
The relationship between the constructs was studied in the 
structural analysis model. Through the bootstrapping 
technique, four parameters were obtained: the coefficient 
of determination (R2) and path coefficients (β), the 
student’s t-distribution and the p-value indicators (Chin, 
1998) (Table 8).

To adjust and reduce the standard errors to a minimum, the 
model generated 5000 subsamples with the aim of obtaining 
the following parameter known as the standardised mean 
square residual (SRMR) (Henseler et al., 2009). For values 
less than 0.8, the adjustment was considered acceptable; 
this was 0.074; therefore, the model was considered 
adjusted (Hu & Bentler, 1998). The explanatory and 
predictive capacity was obtained from the determination 
coefficient R2 and the predictive relevance Q2. In the first 
case, it was understood that the explanatory capacity was 
strong for values greater than 0.67, moderate if the values 
were between 0.67 and 0.33, and weak between 0.33 and 
0.19. Four of the five constructs showed moderate 
explanatory power, as shown in Table 8. According to 
Stone–Geisser (Q2) (Geisser, 1974; Stone, 1974), predictive 
relevance can be accepted for Q2 > 0, which was true (see 
Table 9).

Discussion
After more than 2 years with time limitations, travel 
restrictions or new safety and hygiene protocols to reduce 
the transmission of COVID-19 and to control possible spikes 
(Moreno-Luna et al., 2021; UN, 2020; UNWTO, 2020; WHO, 
2022), an increase in stress has been detected that contributed 
to psychological and mental health issues among workers 
(McCartney et al., 2022). Although it is true that to date the 
effects of the transmission of severe acute respiratory 

TABLE 8: Path coefficients.
Path coefficients β Confidence  

interval (%)
Statistic  
t (|O/

STDEV|)

p

2.5% 97.5%
H1: VW-01.21 → VW-06.21 0.548 0.468 0.641 11.997 0.000***
H2: VW-01.21 → SW-01.21 0.593 0.501 0.681 12.657 0.000***
H3: SW-01.21 → SW-06.21 0.343 0.226 0.650 6.315 0.000***
H4: VW-06.21 → VW-01.22 0.630 0.565 0.708 17.323 0.000***
H5: SW-06.21 → SW-01.22 0.410 0.268 0.535 5.785 0.000***
H7: VW-01.22 → SW-01.22 0.399 0.267 0.556 5.273 0.000***
H6: VW-06.21 → SW-06.21 0.418 0.299 0.552 7.123 0.000***

VW, values at work; SW, stress at work; STDEV, standard deviation.
*, denotes a significance level of 0.01 < p < 0.05, indicating a significant result; **, denotes a 
significance level of 0.001, < p < 0.01, showing a moderately significant result; ***, denotes 
a significance level of p < 0.001, indicating a highly significant result.

TABLE 7: Heterotrait-Monotrait ratio (HTMT).
Variables VW 20 VW 21 VW 22 SW 20 SW 21 SW 22

VW-01.21 - - - - - -
VW-01.22 0.559 - - - - -
VW-06.21 0.706 0.794 - - - -
SW-01.21 0.731 0.605 0.761 - - -
SW-01.22 0.647 0.798 0.814 0.740 - -
SW-06.21 0.842 0.817 0.791 0.728 0.824 -

VW, values at work; SW, stress at work.

TABLE 9: Predictive and explanatory capacity.
R² Q²

VW-01.21 - -
VW-01.22 0.397 0.296
VW-06.21 0.300 0.182
SW-01.21 0.351 0.219
SW-01.22 0.550 0.397
SW-06.21 0.462 0.324

VW, values at work; SW, stress at work.

TABLE 6: Reliability and validity of the model.
Variables AC rho_A CR (AVE) VW 20 VW 21 VW 22 SW 20 SW 21 SW 22

Parameters
SW-01.21 0.809 0.816 0.887 0.724 - - - - - -
SW-01.22 0.842 0.857 0.904 0.759 - - - - - -
SW-06.21 0.725 0.727 0.844 0.644 - - - - - -
SW-01.21 0.810 0.812 0.875 0.636 - - - - - -
SW-01.22 0.832 0.841 0.899 0.748 - - - - - -
SW-06.21 0.805 0.817 0.886 0.722 - - - - - -
Forner and Larker criterion
VW 20 - - - - 0.851 - - - - -
VW 21 - - - - 0.463 0.871 - - - -
VW 22 - - - - 0.548 0.630 0.802 - - -
SW 20 - - - - 0.593 0.507 0.588 0.798 - -
SW 21 - - - - 0.538 0.678 0.641 0.613 0.865 -
SW 22 - - - - 0.679 0.682 0.620 0.589 0.682 0.850

SW, stress at work; CR, composite reliability; AVE, average variance extract; VW, values at work.
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syndrome coronavirus 2 (SARS-CoV-2) have been mitigated, 
favoured by vaccination coverage above 92% in the population 
over 12 years of age in Spain and by the application of measures 
not pharmacological control, as stated in Royal Decree 
286/2022, of April 19. This study, however, validates a tool 
that contributes to reducing the stress produced by the 
anomalous situation in which the hotel industry is still 
immersed. Validation occurs by fulfilling the seven hypotheses 
with the highest degree of significance. Specifically, the 
hypotheses H4: VW – 06.21 → VW – 01.22; β = 0.630, t = 17.323, 
H2: VW – 01.21 → SW – 01.21; β = 0.593, t = 12.657 and H1: VW 
– 01.21 → VW – 06.21, β = 0.548, t = 11.997. It was observed that 
the transmission of the values of compassion, tolerance, and 
empathy (Lim & De Steno, 2016; Schnitker, 2012; Siu, 2003 
Tucker, 2016) has contributed to providing a meaning of the 
work carried out beyond its materiality (Cook, 2011). It has 
also contributed to reducing stress among workers in the 
tourism sector (Luu, 2022). 

In the interviews carried out with the workers of the six 
participant hotels, causes that were repeated on different 
occasions can be seen, such as: the temporary nature and 
insecurity of the contracts (interviews 1, 2, 5, 13, 14); the 
disproportionate demand of some clients, especially 
regarding the hygienic conditions of the room (interviews 4, 
8, 10, 13, 15); the lack of education of the immediate 
supervisor in dealing with workers (interviews 1, 5, 6, 9, 12); 
maintaining the same pressure on workers translated into 
the same responsibility when the restrictions have been 
reduced (interviews 2, 3, 5, 6, 9, 11, 12, 15). To measure the 
application of the model, the sign change analysis method 
was used. To ensure the validity of the model, the non-
parametric values and their level of significance were 
analysed (*p < 0.05; p < 0.01; *p < 0.001). This model 
adjustment was preceded by the study of the algebraic sign 
change between the hypotheses (Hair et  al., 2012). To do 
this, the parameters of the t-student (4.999, 1.64) performed 
in one-tailed tests were used. The relationships between the 
hypotheses were positive and validated at 99.9% of their 
confidence interval (CI) (p < 0.000) with high significance 
(p = 0.000) (Table 10).

To analyse whether the training provided had an effect among 
the hotel workers, we analysed the effect of the change of sign. 
As shown in Table 10, the variations between VW-01-21 → 
VW-06-21 and VW-06-21 → VW-01-22 were significant, which 

means that the workers were deepening not only the 
knowledge of the four values explored but were able to apply 
it in their daily routine in uncertain situations (interviews 2, 3, 
5, 7, 8, 9, 11, 14). Similarly, there was also no sign variance 
between SW-01-21 → SW-06-21 and SW-06-21 → SW-01-22, 
which expressed a positive evolution in the reduction of stress 
among workers. Although in the first data collection we did 
not appreciate a direct influence between the training received 
and stress reduction, it was perceived between the second and 
third data collection VW-06-21→ SW-06-21 and VW-01-22→ 
SW-01-22. This may have been because of the time all learning 
takes to implement behavioural changes.

With the advancement of training in values, workers 
understood that the growth in the meaning of compassion 
was a relief in times of stress, which contributed to the 
improvement of work performance and the reduction of 
stress (Aboul-Ela, 2017) (interviews 1, 3, 4, 14, 15). In the 
same way, many employees considered it important to be 
respected by their colleagues because it had repercussions 
on a work environment of satisfaction and free of pressure 
(interviews 1, 7, 10, 12, 15). The workers gave special 
consideration to the acceptance, by the boss, of those results 
that were not particularly satisfactory and that could be 
improved. Workers valued a tolerant attitude from superiors 
as it helped to relax the work environment (interviews 3, 8, 9, 
10, 15) (Luo et al., 2019). The most valued value was empathy. 
The workers requested that the bosses know how to put 
themselves in the place of the worker to understand their 
professional and personal circumstances, and from there 
help them to be more productive (interviews 1, 2, 4, 9, 15).

Conclusions
In the ever-evolving tourism industry, destinations in both 
developed and developing areas face the pressing issue of 
brain drain, where talented professionals leave their positions 
for better opportunities elsewhere. This not only affects the 
operational efficiency of businesses but also poses a long-
term threat to the sustainability of the tourism sector. A 
critical approach to mitigating this issue involves managerial 
practices that focus on reducing employee stress – a key 
factor contributing to brain drain. By integrating moral 
values into these practices, organisations can create a 
supportive work environment that fosters employee 
retention and satisfaction.

TABLE 10: Structural model results. Path significance using percentile bootstrap 95% confidence interval (n = 5000 subsamples).
H Results Influence SPC Sample mean (M) Standard 

deviation (STDEV)
T Statistics |O/STDEV| p Change of sign

H1 Accepted *** H1: VW-01-21 → VW-06-21 0.548 0.554 0.468 11.997 0.000 No
H2 Accepted *** H2: VW-01-21 → SW-01-21 0.593 0.598 0.501 12.657 0.000 No
H3 Accepted *** H3: SW-01-21 → SW-06-21 0.343 0.345 0.226 6.315 0.000 No
H4 Accepted *** H4: SDW-06-21 → VW-01-22 0.630 0.634 0.565 17.323 0.000 No
H5 Accepted *** H5: SW-06-21 → SW-01-22 0.410 0.405 0.268 5.785 0.000 No
H6 Accepted *** H6: VW-01-22 → SW-01-22 0.399 0.407 0.267 5.273 0.000 No
H7 Accepted *** H7: VW-06-21 → SW-06-21 0.418 0.419 0.299 7.123 0.000 No

VW, values at work; SW, stress at work; SPC, Statistical Process Control.
*, denotes a significance level of 0.01 < p < 0.05, indicating a significant result; **, denotes a significance level of 0.001, < p < 0.01, showing a moderately significant result; ***, denotes a significance 
level of p < 0.001, indicating a highly significant result.
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The study introduced a training and participatory programme 
uniting managers and employees to focus on reducing stress 
and enhancing personal perceptions. The OA was improved 
through better communication channels, flexible work hours, 
stress-sharing and workload management. For PP, the 
programme emphasised avoiding negativity, highlighting 
successes, finding meaning in routine tasks, and utilising 
company training effectively. To address stress causes – MA, 
JPD, and SPA – six online sessions focussed on strengthening 
compassion, tolerance and empathy among workers and 
managers, aiming to foster a healthier, more supportive work 
environment.

The first conclusion drawn from this research underscores 
the significant role that values play in mitigating stress levels 
among tourism sector workers. The industry is inherently 
high-pressure, with employees often facing demanding 
situations that test their resilience and adaptability. 

This study introduced a training and participatory 
programme that brought together managers and workers to 
focus on promoting elements directly linked to the workers’ 
values, such as empathy, compassion and integrity. The 
findings indicate that by aligning organisational practices 
with these core values, it is possible to create a work 
environment that significantly reduces stress. Employees 
who feel that their personal values are recognised and 
respected by their employer are more likely to experience 
job  satisfaction, remain committed to their roles and 
perform effectively under pressure.

For destinations struggling with brain drain, particularly in 
high-stress tourism environments, this approach offers a 
viable solution. By investing in the personal development of 
employees through value-driven initiatives, organisations 
not only enhance the well-being of their workforce but also 
build a loyal and stable team. This, in turn, reduces the 
likelihood of employees seeking opportunities elsewhere, 
thus directly addressing the issue of brain drain.

To combat brain drain in high-stress tourism settings, the 
study suggests implementing value-driven management 
strategies. By integrating moral principles such as empathy, 
compassion and integrity into daily operations, businesses 
can create supportive work environments that reduce 
employee stress – a key factor in brain drain. Training 
programmes focussed on these values not only boost job 
satisfaction but also improve employee retention, making it 
less likely that talented workers will leave. Moreover, the 
study highlights the cumulative benefits of continuous value-
based training, which strengthens over time and helps 
employees better handle industry pressures. This approach 
fosters a positive workplace culture, leading to higher morale 
and productivity, which can attract and retain talent, directly 
addressing the challenges of brain drain.

The second conclusion of this study is grounded in the 
longitudinal analysis of the effects of value-based training on 

stress reduction. Over time, the research observed a consistent 
positive impact of this training on both the development of 
values among workers and the reduction of stress levels. As 
the training progressed, the relationship between these 
variables became increasingly strong, indicating that the 
model used in the study was becoming more robust and 
effective.

This finding has significant implications for the tourism sector, 
especially in the context of brain drain. It suggests that the 
benefits of value-based training are not only immediate but 
also cumulative, leading to long-term improvements in 
employee well-being. As the explanatory capacity of the model 
grew, it became clear that continued investment in such 
training could produce increasingly positive outcomes. To 
resolve brain drain in high-stress tourism environments, 
implementing targeted programmes and strategic plans is 
essential. Begin by introducing value-based training 
programmes that emphasise empathy, compassion and 
integrity, which can significantly reduce employee stress and 
improve job satisfaction. Regular workshops and participatory 
sessions should be organised to reinforce these values, helping 
employees feel more connected to the organisation.

Develop flexible work arrangements and robust support 
systems that address employees’ individual needs, making it 
easier for them to manage stress. Establish clear communication 
channels between management and staff, allowing for the 
open discussion of challenges and the sharing of solutions.

Create career development plans that include continuous 
learning opportunities and pathways for growth within the 
organisation. This not only improves skill sets but also 
motivates employees to stay. Additionally, promote a positive 
workplace culture where teamwork and collaboration are 
encouraged, and achievements are celebrated. By investing in 
these programmes and plans, organisations can build a 
resilient, loyal workforce, reducing the likelihood of employees 
leaving for better opportunities elsewhere.

For managers in the tourism industry, this provides a compelling 
argument for the implementation of similar training 
programmes. By systematically incorporating value-based 
training into their operations, organisations can create a more 
resilient workforce capable of handling the stresses inherent in 
the industry. This resilience reduces turnover rates and enhances 
employee retention, making it a strategic tool in the fight against 
brain drain. Furthermore, the replicability of the model across 
different tourism destinations suggests that this approach could 
be adopted widely, offering a standardised solution to a 
common challenge. For managers in the tourism sector, the 
findings present a persuasive case for adopting similar training 
initiatives. The study emphasises that integrating moral values 
into the core of employee development can significantly 
enhance the work environment, making it more conducive to 
employee well-being and retention. These programmes focus 
on fostering empathy, compassion and integrity among staff, 
which not only helps in reducing stress but also strengthens the 
bond between employees and the organisation.
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By implementing these value-driven strategies, managers 
can create a more resilient workforce, capable of handling the 
unique challenges of the tourism industry. Employees who 
feel supported and aligned with the organisation’s values are 
more likely to stay committed to their roles, thereby reducing 
turnover rates – a common issue in high-stress environments.

Furthermore, the cumulative impact of continuous value-
based training, as highlighted in the study, suggests that the 
benefits are not just immediate but also long-lasting. Over 
time, employees develop a stronger connection to their work 
and the organisation, leading to improved job satisfaction 
and performance. This, in turn, creates a positive feedback 
loop where a supportive work environment leads to higher 
employee morale, which then enhances service quality and 
customer satisfaction.

Adopting these practices can also serve as a strategic tool to 
attract new talent, as potential employees are likely to be 
drawn to organisations that prioritise their well-being and 
professional growth. In essence, these training programmes 
offer a sustainable solution to the ongoing challenge of brain 
drain in the tourism industry.

The third conclusion revolves around the robustness of the 
value-based model, particularly in uncertain and adverse 
conditions. The study found that the model’s explanatory 
and predictive capacities were strong, suggesting that it 
could be effectively applied across the tourism sector, even in 
challenging environments.

Tourism is an industry often affected by external factors such 
as economic fluctuations, political instability and natural 
disasters. These adverse conditions can amplify the stress 
experienced by workers, making it even more critical to have 
a supportive managerial framework in place. The value-
based training model, as demonstrated in this study, provides 
such a framework. By equipping employees with the moral 
tools to navigate stress and uncertainty, organisations can 
maintain operational stability and protect their workforce 
from the detrimental effects of these external pressures.

This conclusion is particularly relevant for destinations that 
are more vulnerable to economic or social instability. For 
these locations, implementing a value-based training model 
can serve as a buffer against the negative impacts of such 
conditions, ensuring that employees remain engaged and 
committed even in the face of adversity. By fostering a work 
environment where personal values are prioritised, tourism 
businesses can not only reduce stress but also strengthen 
employee loyalty, thereby reducing the risk of brain drain.

The fourth conclusion highlights how value-based practices 
contribute to the creation of a more positive and relaxed 
work environment. In the context of stress, workers who 
have embraced values such as compassion, tolerance and 
empathy are better equipped to handle challenges and 
collaborate effectively with their peers. This shift in workplace 
culture has led to an environment where failures are seen not 

as opportunities for blame, but as chances for collective 
learning and improvement. This positive work environment 
is crucial in the tourism sector, where employee interactions 
directly influence customer experiences. A workforce that 
feels supported and valued is more likely to deliver high 
quality service, leading to increased customer satisfaction 
and loyalty. This, in turn, has a reinforcing effect on employee 
morale, creating a virtuous cycle of well-being and 
productivity.

For destinations facing brain drain, this approach offers a 
powerful tool for employee retention. When workers feel that 
their emotional and moral needs are being met, they are less 
likely to seek employment elsewhere. Moreover, the improved 
work environment can attract new talent, further mitigating 
the effects of brain drain. This conclusion emphasises the 
importance of creating a culture of continuous improvement, 
where both personal and professional development are 
encouraged and supported.

While the study provides strong evidence in support of value-
based managerial practices, it also acknowledges certain 
limitations. One of the primary challenges encountered was 
the lack of longitudinal studies that measure the long-term 
evolution of value-based training’s impact on the same 
population. Additionally, organising focus groups posed 
logistical difficulties because of the limited availability of 
employees to attend scheduled meetings.

These limitations point to the need for further research to 
build on the findings of this study. Future studies could 
explore the long-term effects of value-based training 
across different demographics and cultural contexts within 
the tourism sector. By addressing these gaps, researchers 
can develop an even more comprehensive understanding 
of how  moral values influence employee stress and 
retention.

Acknowledgements
Competing interests
The authors declare that they have no financial or personal 
relationships that may have inappropriately influenced them 
in writing this article.

Authors’ contributions
A.L.-S., S.A.-J., A.O.S.B.R. and F.J.C.A. contributed equally to 
this research article. 

Funding information
The authors received no financial support for the research, 
authorship, and/or publication of this article.

Data availability
Data sharing is not applicable to this article as no new data 
were created or analysed in this study. 

http://www.sajbm.org�


Page 10 of 11 Original Research

http://www.sajbm.org Open Access

Disclaimer
The views and opinions expressed in this article are those 
of the authors and are the product of professional research. 
The article does not necessarily reflect the official policy or 
position of any affiliated institution, funder, agency or that of 
the publisher. The authors are responsible for this article’s 
results, findings and content. 

References
Aboul-Ela, G.M.B.E. (2017). Reflections on workplace compassion and job performance. 

Journal of Human Values, 23(3), 234–243.

Al-Hawari, M.A., Bani-Melhem, S., & Quratulain, S. (2020). Abusive supervision and 
frontline employees’ attitudinal outcomes: The multilevel effects of customer 
orientation. International Journal of Contemporary Hospitality Management, 
32(3), 1109–1129.

Asensio-Martínez, Á., Adame, L., Aguilar-Latorre, A., Millán, B., Domínguez-García, M., & 
Magallón-Botaya, R. (2024). Pilot study of an online brief mindfulness-based 
intervention to improve the well-being of managers and reduce their stress at work. 
International Journal of Occupational Safety and Ergonomics, 1–9.

Asensio-Martínez, A., Magallón-Botaya, R., & García-Campayo, J. (2017). Revisión histórica 
de los conceptos utilisados para definir mindfulness y compasión. Mindfulness & 
Compassion, 2(2), 86–91. https://doi.org/10.1016/j.mincom.2017.08.001

Bakar, B.A. (2020). Integrating values in tourism higher education: A study of tourism 
educators’ perspectives. Tourism Management Perspectives, 34, 100653. https://
doi.org/10.1016/j.tmp.2020.100653

Bani-Melhem, S., & Quratulain, S. (2020). Customer incivility and frontline employees’ 
revenge intentions: Interaction effects of employee empowerment and turnover 
intentions. Journal of Hospitality Marketing & Management, 29(4), 450–470. 
https://doi.org/10.1080/19368623.2019.1646180

Baruch, Y., Budhwar, P.S., & Khatri, N. (2007). Brain drain: Inclination to stay abroad 
after studies. Journal of World Business, 42(1), 99–112. https://doi.org/10.1016/j.
jwb.2006.11.004

Bell, A., Theiler, S., & Rajendran, D. (2012). Spiritually at work: An employee stress 
intervention for academics? International Journal of Business and Social Science, 
3(11), 68–82.

Berselli, C., Pereira, L.A., Pereira, T., & Limberger, P.F. (2022). Overtourism: Residents’ 
perceived impacts of tourism saturation. Tourism Analysis, 27(2), 161–172. 
https://doi.org/10.3727/108354221X16187814403074

Bibi, M. (2019). Impact of talent management practices on employee performance: 
An empirical study among healthcare employees. SEISENSE Journal of 
Management, 2(1), 22–32. https://doi.org/10.33215/sjom.v2i1.83

Biswas, M.P. (2024). Creating inclusive workplaces through the lens of humans. 
Journal of Informatics Education and Research, 4(2), 1–21.

Blanch, J.M., Sahagún, M., Cantera, L., & Cervantes, G. (2010). Cuestionario de 
bienestar laboral general: estructura y propiedades psicométricas. Revista de 
Psicología del Trabajo y de las Organisaciones, 26(2), 157–170. https://doi.
org/10.5093/tr2010v26n2a7

Bonfanti, A., Vigolo, V., & Yfantidou, G. (2021). The impact of the Covid-19 pandemic on 
customer experience design: The hotel managers’ perspective. International Journal 
of Hospitality Management, 94, 102871.

Bustamante, S., Ehlscheidt, R., Pelzeter, A., Deckmann, A., & Freudenberger, F. (2021). 
The effect of values on the attractiveness of responsible employers for young job 
seekers. Journal of Human Values, 27(1), 27–48.

Cao, F., & Zhang, H. (2020). Workplace friendship, psychological safety and innovative 
behavior in China: a moderated-mediation model. Chinese Management Studies, 
14(3), 661–676.

Carmines, E. G. (1979). Reliability and validity assessment. Quantitative Applications in 
the Social Sciences/Sage. SAGE.

Chamizo-Nieto, F.J., Nebot-Gómez de Salazar, N., Rosa-Jiménez, C., & Reyes-Corredera, 
S. (2023). Touristification and conflicts of interest in cruise destinations: The case 
of main cultural tourism cities on the Spanish mediterranean coast. Sustainability, 
15(8), 6403. https://doi.org/10.3390/su15086403

Chin, W.W. (1998). The partial least squares approach to structural equation modeling. 
Modern methods for business research/Lawrence Erlbaum Associates. University of 
Houston.

Clark, M.A., Robertson, M.M., & Young, S. (2019). “I feel your pain”: A critical review of 
organizational research on empathy. Journal of Organizational Behavior, 40(2), 
166–192.

Cook, C. (2011). Values, mental health–substance use. In D. Cooper (Ed.), Developing 
services in mental health-substance use (1st ed. ed., p. 246). CRC Press.

Creel, E., & Tillman, K. (2008). The meaning of spirituality among nonreligious persons 
with chronic illness. Holistic Nursing Practice, 22(6), 303–309.

Davis, M.H. (2006). Empathy. In Handbook of the sociology of emotions (pp. 443–466). 
Springer US.

Dijkstra, T.K., & Henseler, J. (2015). Consistent partial least squares path modeling. MIS 
quarterly, 39(2), 297–316.

Eisenberg, N. (2000). Emotion, regulation, and moral development. Annual review of 
psychology, 51(1), 665–697.

Eldor, L. (2018). Public service sector: The compassionate workplace—The effect of 
compassion and stress on employee engagement, burnout, and performance. 
Journal of Public Administration Research and Theory, 28(1), 86–103.

Enzmann, D., Schaufeli, W.B., Janssen, P., & Rozeman, A. (1998). Dimensionality and 
validity of the Burnout Measure. Journal of Occupational and Organizational 
Psychology, 71(4), 331–351.

Feather, N.T., & Rauter, K.A. (2004). Organisational citisenship behaviours in relation 
to job status, job insecurity, organisational commitment and identification, job 
satisfaction and work values. Journal of Occupational and Organisational 
Psychology, 77(1), 81–94. https://doi.org/10.1348/096317904322915928

Filimonau, V., Derqui, B., & Matute, J. (2020). The COVID-19 pandemic and organisational 
commitment of senior hotel managers. International Journal of Hospitality 
Management, 91, 102659.

Fornell, C., & Larcker, D.F. (1981). Evaluating structural equation models with 
unobservable variables and measurement error. Journal of Marketing Research, 
18(1), 39–50.

García-Hernández, M., & De Miguel, S.M. (2021). Urban planning regulations for 
tourism in the context of overtourism. Applications in historic centres. 
Sustainability, 13(1), 70. https://doi.org/10.3390/su13010070

Geisser, S. (1974). A predictive approach to the random effect model. Biometrika, 61(1), 
101–107.

Giacaclone, R., & Jurkivwicz, L. (2003). Towards a science of workplace values.  
In R. Giacaclone & L. Jurkivwicz (Eds.), Handbook of workplace values and 
organisational (pp. 1–22), M.E. Sharp.

Gössling, S., McCabe, S., & Chen, N.C. (2020). A socio-psychological conceptualisation 
of overtourism. Annals of Tourism Research, 84, 102976. https://doi.
org/10.1016/j.annals.2020.102976

Gupta, M., Kumar, V., & Singh, M. (2014). Reating satisfied employees through workplace 
values: A study of the private insurance sector in Punjab (India)’, Journal of Business 
Ethics, 122, 79–88. https://doi.org/10.1007/s10551-013-1756-5

Hair, J.F., Hult, G.T.M., & Calantone, R.J. (2014). Common beliefs and reality about PLS 
comments on Rönkkö and Evermann (2013). Organisational Research Methods, 
17(2), 182–209. https://doi.org/10.1177/1094428114526928

Hair, J.F., Sarstedt, M., Pieper, T.M., & Ringle, C.M., (2012). ‘The use of partial least 
squares structural equation modeling in strategic management research: A review 
of past practices and recommendations for future applications’, Long Range 
Planning, 45(5), 320–340. https://doi.org/10.1177/1094428114526928

Henseler, J., Ringle, C.M., & Sinkovics, R.R. (2009). The use of partial least square path 
modelling in international marketing. Advances in International Marketing, 20, 
227–319. https://doi.org/10.1108/S1474-7979(2009)0000020014

Hu, L.T., & Bentler, P.M. (1998). Fit indices in covariance structure modeling: 
Sensitivity to underparameterized model misspecification. Psychological 
Methods, 3(4), 424.

Jacobs, N., Hagger, M.S., Streukens, S., De Bourdeaudhuij, I., & Claes, N. (2011), 
Testing an integrated model of the theory of planned behaviour and self‐
determination theory for different energy balance‐related behaviours and 
intervention intensities. British Journal of Health Psychology, 16(1), 113–134. 
https://doi.org/10.1348/135910710X519305

Karatepe, O.M., Yavas, U., Babakus, E., & Deitz, G.D. (2018). The effects of 
organisational and personal resources on stress, engagement, and job outcomes. 
International Journal of Hospitality Management, 74, 147–161. https://doi.
org/10.1016/j.ijhm.2018.04.005

Kim, J. J., & Han, H. (2022). Saving the hotel industry: Strategic response to the COVID-19 
pandemic, hotel selection analysis, and customer retention. International Journal of 
Hospitality Management, 102, 103163.

Kochukalam, C., & Srampickal, S.G. (2018). Workplace Spirituality–A transcending 
experience. Global Journal of Commerce and Management Perspectives. SSRN 
Publishing.

Krisnadi, L., & Maharani, S. (2021, October). How Overtourism in Bali Destroy Balinese 
Women’s Livelihood. In Proceedings of the 1st International Seminar on Teacher 
Training and Education, ISTED 2021, 17–18 July 2021, Purwokerto.

Liang, Z., Luo, H., & Bao, J. (2021). A longitudinal study of residents’ attitudes toward 
tourism development. Current Issues in Tourism, 24(23), 3309–3323. https://doi.
org/10.1080/13683500.2021.1874314

Lim, D., & DeSteno, D. (2016). Suffering and compassion: The links among adverse life 
experiences, empathy, compassion, and prosocial behavior. Emotion, 16(2), 175. 
https://doi.org/10.1037/emo0000144

Lu, L., & Zhao, J. (2022). Customers’ purchasing intentions for enhanced cleaning 
services in hotels during organisational: Establishing price strategies. Consumer 
Behavior in Tourism and Hospitality, 17(2), 232–247. https://doi.org/10.1108/
CBTH-04-2021-0105

Luo, Y., Meng, R., Li, J., Liu, B., Cao, X., & Ge, W. (2019). Self-compassion may reduce 
anxiety and depression in nursing students: A pathway through perceived stress. 
Public Health, 174, 1–10. https://doi.org/10.1016/j.puhe.2019.05.015

Luu, T. (2022). Family support and posttraumatic growth among tourism workers 
during the organisational shutdown: The role of positive stress mindset. Tourism 
Management, 88, 104399. https://doi.org/10.1016/j.tourman.2021.104399

Martínez Suárez, R., Castañeda García, J.A., & Rodríguez Molina, M.Á. (2021). 
Identifying tourist profiles to reduce overtourism: The case of a cultural 
destination. International Journal of Tourism Cities, 7(4), 962–985. https://doi.
org/10.1108/IJTC-08-2020-0153

http://www.sajbm.org�
https://doi.org/10.1016/j.mincom.2017.08.001�
https://doi.org/10.1016/j.tmp.2020.100653�
https://doi.org/10.1016/j.tmp.2020.100653�
https://doi.org/10.1080/19368623.2019.1646180�
https://doi.org/10.1016/j.jwb.2006.11.004�
https://doi.org/10.1016/j.jwb.2006.11.004�
https://doi.org/10.3727/108354221X16187814403074�
https://doi.org/10.33215/sjom.v2i1.83�
https://doi.org/10.5093/tr2010v26n2a7�
https://doi.org/10.5093/tr2010v26n2a7�
https://doi.org/10.3390/su15086403�
https://doi.org/10.1348/096317904322915928�
https://doi.org/10.3390/su13010070�
https://doi.org/10.1016/j.annals.2020.102976�
https://doi.org/10.1016/j.annals.2020.102976�
https://doi.org/10.1007/s10551-013-1756-5�
https://doi.org/10.1177/1094428114526928�
https://doi.org/10.1177/1094428114526928�
https://doi.org/10.1108/S1474-7979(2009)0000020014�
https://doi.org/10.1348/135910710X519305�
https://doi.org/10.1016/j.ijhm.2018.04.005�
https://doi.org/10.1016/j.ijhm.2018.04.005�
https://doi.org/10.1080/13683500.2021.1874314�
https://doi.org/10.1080/13683500.2021.1874314�
https://doi.org/10.1037/emo0000144�
https://doi.org/10.1108/CBTH-04-2021-0105�
https://doi.org/10.1108/CBTH-04-2021-0105�
https://doi.org/10.1016/j.puhe.2019.05.015�
https://doi.org/10.1016/j.tourman.2021.104399�
https://doi.org/10.1108/IJTC-08-2020-0153�
https://doi.org/10.1108/IJTC-08-2020-0153�


Page 11 of 11 Original Research

http://www.sajbm.org Open Access

Maslach, C., & Leiter, M.P. (2022). The burnout challenge: Managing people’s 
relationships with their jobs. Harvard University Press.

McCartney, G., Chi In, C., & Pinto, J. (2022). Organisational impact on hospitality 
retail employees’ turnover intentions. International Journal of Contemporary 
Hospitality Management, 34(6), 2092–2112. https://doi.org/10.1108/
IJCHM-08-2021-1053

Migliore, G., Rizzo, G., Schifani, G., Quatrosi, G., Vetri, L. & Testa, R. (2021). 
Ethnocentrism effects on consumers’ behavior during. Economies, 9(4), 160. 
https://doi.org/10.3390/economies9040160

Moreno-Luna, L., Robina-Ramírez, R., Sánchez-Oro Sánchez, M., & Castro-Serrano, J. 
(2021). Tourism and sustainability in times of organisational: The Caseof spain. 
International Journal of Environmental Research and Public Health, 18(4), 1859. 
https://www.mdpi.com/1660-4601/18/4/1859

Namberger, P., Jackisch, S., Schmude, J., & Karl, M. (2021). Overcrowding, overtourism 
and local level disturbance: How much can Munich handle? In Travel and tourism 
in the age of overtourism (pp. 100–120). Routledge.

Navas, C., Wells, L., Bartels, S.A., & Walker, M. (2022). Patient and provider perspectives 
on emergency department care experiences among people with mental health 
concerns. In Healthcare (Vol. 10, No. 7, p. 1297). MDPI.

Neff, K. (2003). Self-compassion: An alternative conceptualisation of a healthy 
attitude toward oneself. Self and Identity, 2(2), 85–101. https://doi.
org/10.1080/15298860309032

Nunnally J., & Bernstein (1994). Psychometric theory. McGraw Hill.

Prayag, G., Hassibi, S., & Nunkoo, R. (2019). A systematic review of consumer 
satisfaction studies in hospitality journals: Conceptual development, research 
approaches and future prospects. Journal of Hospitality Marketing & 
Management, 28(1), 51–80. https://doi.org/10.1080/19368623.2018.1504367

Randall, R., Griffiths, A., & Cox, T. (2005). Evaluating organisational stress-management 
interventions using adapted study designs. European Journal of Work and 
Organisational Psychology, 14(1), 23–41. https://doi.org/10.1080/13594320444000209

Rizvi, F. (2005). Rethinking “brain drain” in the era of globalisation. Asia Pacific Journal 
of Education, 25(2), 175–192. https://doi.org/10.1080/02188790500337965

Robina-Ramírez, R., & Pulido Fernández, M. (2018). Religious experiences of travellers 
visiting the Royal Monastery of Santa María de Guadalupe (Spain). Sustainability, 
10(6), 1890. https://doi.org/10.3390/su10061890

Robina-Ramírez, R., & Pulido-Fernández, M. (2019). What role do religious belief and 
moral emotions play in pilgrimage with regards to respecting nature? Annals of 
Leisure Research, 24(4), 492–512. https://doi.org/10.1080/11745398.2019. 
1703199

Robina-Ramírez, R., Leal-Solís, A., Medina-Merodio, J.A., & Estriegana-Valdehita, R. 
(2023). From satisfaction to happiness in the co-creation of value: The role of moral 
emotions in the Spanish tourism sector. Quality & Quantity, 57(4), 3783–3804.

Robina-Ramírez, R., Medina-Merodio, J., & Estriegana, R. (2022). What do urban and 
rural hotel managers say about the future of hotels after organisational? The new 
meaning of safety experiences. Cities, 120, 103492. https://doi.org/10.1016/j.
cities.2021.103492

Robina-Ramírez, R., Medina-Merodio, J., & McCallum, S. (2020). What role do emotions 
play in transforming students’ environmental behaviour at school? Journal of Cleaner 
Production, 258, 120638. https://doi.org/10.1080/11745398.2019.1703199

Robina-Ramírez, R., Medina-Merodio, J., Estriegana, R., Sanchez-Oro Sanchez, M., & 
Castro-Serrano, J. (2021a). Stress at work: Can the spiritual dimension reduce it? 
An approach from the banking sector. Frontiers in Psichology, 12. https://doi.
org/10.3389/fpsyg.2021.715884

Robina-Ramírez, R., Medina-Merodio, J., Moreno-Luna, L., Jiménez-Naranjo, H.-V., & 
Sánchez-Oro Sánchez, M. (2021b). Safety and health measures for organisational 
transition period in the hotel industry in Spain. International Journal of Environmental 
Research and Public Health, 18(2), 718. https://doi.org/10.3390/ijerph18020718

Robina-Ramírez, R., Sánchez-Hernández, I., & Díaz-Caro, C. (2020). Hotel manager 
perceptions about corporate compliance in the tourism industry: An empirical 
regional case study in Spain. Journal of Management and Governance, 25,  
627–654. https://doi.org/10.1007/s10997-020-09514-0

Robina-Ramírez, R., Sánchez-Oro Sánchez, M., Jiménez-Naranjo, H., & Castro-
Serrano, J. (2021c). Tourism governance during the organisational pandemic 
crisis: A proposal for a sustainable model to restore the tourism industry. 
Environment, Development and Sustainability, 24, 6391–6412. https://doi.
org/10.1007/s10668-021-01707-3

Robina-Ramírez, R., Sánchez, M.S.O., Jiménez-Naranjo, H.V., & Castro-Serrano, J. 
(2021d). Tourism governance during the COVID-19 pandemic crisis: A proposal for a 
sustainable model to restore the tourism industry. Environment, Development and 
Sustainability, 1–22.

Rokeach, M. (1973). The nature of human values. Free Press.

Ruiz‐Fernández, M.D., Ramos‐Pichardo, J.D., Ibáñez‐Masero, O., Carmona‐Rega, M.I., 
Sánchez‐Ruiz, M.J., & Ortega‐Galán, Á.M. (2021). Professional quality of life, self‐
compassion, resilience, and empathy in healthcare professionals during COVID‐19 
crisis in Spain. Research in Nursing & Health, 44(4), 620–632. https://doi.
org/10.1002/nur.22158

Sánchez-Hernández, M., Stankevičiūtė, Ž., Robina-Ramírez, R., & Díaz-Caro, C. (2020). 
Responsible job design based on the internal social responsibility of local 
governments. International Journal of Environmental Research and Public Health, 
17(11), 3994. https://doi.org/10.3390/ijerph17113994

Sánchez-Oro Sánchez, M., & Robina-Ramírez, R. (2020). Los grupos focales (“focus 
group”) como herramienta de investigación turística. Universidad de Extremadura, 
Servicio de Publicaciones.

Saridakis, G., Lai, Y., & Cooper, C.L. (2017). Exploring the relationship between HRM 
and firm performance: A meta-analysis of longitudinal studies. Human Resource 
Management Review, 27, 87–96. https://doi.org/10.1016/j.hrmr.2016.09.005

Schnall, S., & Roper, J. (2012). Elevation puts moral values into action. Social 
Psychological and Personality Science, 3(3), 373–378. https://doi.org/10.1177/​
1948550611423595

Schnitker, S. (2012). An examination of patience and well-being. The Journal of Positive 
Psychology, 7(4), 263–280. https://doi.org/10.1080/17439760.2012.697185

Schwartz, H. (2023). Those who listen. In Psychoanalysis at the Crossroads  
(pp. 128–138). Routledge.

Semmer, N. (2003). Job stress interventions and the organisation of work. In J.  
Quick & L. Tetrick (Eds.), A handbook of occupational health psychology  
(pp. 325–353). American Psychological Association.

Shea, C.M., & Howell, J.M. (2000). Efficacy-performance spirals: An empirical 
test.  Journal of Management 26(4), 791–812. https://doi.org/10.1177/​
014920630002600409

Siswanto, S., & Yuliana, I. (2022). Linking transformational leadership with job 
satisfaction: The mediating roles of trust and team cohesiveness. Journal of 
Management Development, 41(2), 94–117. https://doi.org/10.1108/JMD-09-
2020-0293

Siu, O. (2003). Job stress and job performance among employees in Hong-Kong: The 
role of Chinese work values and organisational commitment. International Journal 
of Psycology, 38(6), 337–347. https://doi.org/10.1080/00207590344000024

Smeral, E. (2019). Overcrowding of tourism destinations: Some suggestions for 
a solution. In Overtourism (pp. 163–173). Routledge.

Srivastava, M. (2011). Anxiety, stress and satisfaction among professionals in 
manufacturing and service organisations: Fallout of personal values, work 
values and extreme job conditions. Vision, 15(3), 219–229. https://doi.
org/10.1177/097226291101500302

Stamolampros, P., Korfiatis, N., Chalvatzis, K., & Buhalis, D. (2019). Job satisfaction and 
employee turnover determinants in high contact services: Insights from 
Employees’ Online reviews. Tourism Management, 75, 130–147. https://doi.
org/10.1016/j.tourman.2019.04.030

Stone, M. (1974). Cross-validation and multinomial prediction. Biometrika, 61(3), 
509–515.

Sutanto, H., & Setiadi, N.J. (2020). Overtourism Sebagai Keniscayaan Dalam 
Pengelolaan Pariwisata di Indonesia. Altasia Jurnal Pariwisata Indonesia, 2(2), 
1–19.

Tucker, H. (2016). Empathy and tourism: Limits and possibilities. Annals of Tourism 
Research, 57, 31–43. https://doi.org/10.1016/j.annals.2015.12.001

Tung, R.L., & Lazarova, M. (2006). Brain drain versus brain gain: An exploratory study 
of ex-host country nationals in Central and East Europe. The International 
Journal of Human Resource Management, 17(11), 1853–1872. https://doi.
org/10.1080/09585190600999992

UN. (2020). Covid 19 and transforming tourism. Policy Brief. United Nations. Retrieved 
from https://www.un.org/sites/un2.un.org/files/sg_policy_brief_organisational_
tourism_august_2020.pdf

UNWTO. (2020). The impact of organisational on tourism. World Tourism 
Organisation. Retrieved from https://webunwto.s3.eu-west-1.amazonaws.
com/s3fs-public/2020-08/UN-Tourism-Policy-Brief-Visuals.pdf

UNWTO & World Tourism Organisation. (2020a). UNWTO Tourism Dashboard. 
Vulnerability of Destinations. Retrieved from https://www.unwto.org/
international-tourism-and-organisational

US Department of Health and Human Services & SAMHS. (2005). A guide to managing 
stress in crisis response professions 2. Retrieved from https://store.samhsa.gov/
product/guide-managing-stress-crisis-response-professions-2/sma05-4113

Von Bergen, C. W., & Collier, G. (2013). Tolerance as civility in contemporary workplace 
diversity initiatives. Administrative Issues Journal: Education, Practice, Research, 
3(1), 86–97

Walmsley, A., Koens, K., & Milano, C. (2022). Overtourism and employment outcomes 
for the tourism worker: Impacts to labour markets. Tourism Review, 77(1), 1–15. 
https://doi.org/10.1108/TR-07-2020-0343

Werts, C.E., Linn, R.L., & Jöreskog, K.G. (1974). Intraclass reliability estimates: Testing 
structural assumptions. Educational and Psychological measurement, 34(1), 25–33.

WHO. (2022). Vigilancia de salud pública en relación con la organisational. 
World  Health Organization. Retrieved from https://apps.who.int/iris/
bitstream/handle/10665/352396/WHO-2019-nCoV-Surveillance-Guidance-
2022.1-spa.pdf

Wong, A., Kim, S., Kim, J., & Heesup, H. (2021). How the organisational pandemic 
affected hotel Employee stress: Employee perceptions of occupational stressors 
and their consequences. International Journal of Hospitality Management, 93, 
102798. https://doi.org/10.1016/j.ijhm.2020.102798

Yan, Q., & Donaldson, S. (2022). What are the differences between flow and work 
engagement? A systematic review of positive intervention research. The Journal 
of Positive Psychology, 18(3), 449–459. https://doi.org/10.1080/17439760.2022.
2036798

Yu, J., Park, J., & Hyun, S. (2021). Impacts of the organisational pandemic on 
employees’ work stress, well-being, mental-health, organisational citisenship 
behaviour, and employee-customer identification. Journal of Hospitality 
Marketing & Management, 30(5), 529–548. https://doi.org/10.1080/19368623.2
021.1867283

http://www.sajbm.org�
https://doi.org/10.1108/IJCHM-08-2021-1053�
https://doi.org/10.1108/IJCHM-08-2021-1053�
https://doi.org/10.3390/economies9040160�
https://www.mdpi.com/1660-4601/18/4/1859�
https://doi.org/10.1080/15298860309032�
https://doi.org/10.1080/15298860309032�
https://doi.org/10.1080/19368623.2018.1504367�
https://doi.org/10.1080/13594320444000209�
https://doi.org/10.1080/02188790500337965�
https://doi.org/10.3390/su10061890�
https://doi.org/10.1080/11745398.2019.1703199�
https://doi.org/10.1080/11745398.2019.1703199�
https://doi.org/10.1016/j.cities.2021.103492�
https://doi.org/10.1016/j.cities.2021.103492�
https://doi.org/10.1080/11745398.2019.1703199�
https://doi.org/10.3389/fpsyg.2021.715884�
https://doi.org/10.3389/fpsyg.2021.715884�
https://doi.org/10.3390/ijerph18020718�
https://doi.org/10.1007/s10997-020-09514-0�
https://doi.org/10.1007/s10668-021-01707-3�
https://doi.org/10.1007/s10668-021-01707-3�
https://doi.org/10.1002/nur.22158�
https://doi.org/10.1002/nur.22158�
https://doi.org/10.3390/ijerph17113994�
https://doi.org/10.1016/j.hrmr.2016.09.005�
https://doi.org/10.1177/1948550611423595�
https://doi.org/10.1177/1948550611423595�
https://doi.org/10.1080/17439760.2012.697185�
https://doi.org/10.1177/014920630002600409�
https://doi.org/10.1177/014920630002600409�
https://doi.org/10.1108/JMD-09-2020-0293�
https://doi.org/10.1108/JMD-09-2020-0293�
https://doi.org/10.1080/00207590344000024�
https://doi.org/10.1177/097226291101500302�
https://doi.org/10.1177/097226291101500302�
https://doi.org/10.1016/j.tourman.2019.04.030�
https://doi.org/10.1016/j.tourman.2019.04.030�
https://doi.org/10.1016/j.annals.2015.12.001�
https://doi.org/10.1080/09585190600999992�
https://doi.org/10.1080/09585190600999992�
https://www.un.org/sites/un2.un.org/files/sg_policy_brief_organisational_tourism_august_2020.pdf�
https://www.un.org/sites/un2.un.org/files/sg_policy_brief_organisational_tourism_august_2020.pdf�
https://webunwto.s3.eu-west-1.amazonaws.com/s3fs-public/2020-08/UN-Tourism-Policy-Brief-Visuals.pdf�
https://webunwto.s3.eu-west-1.amazonaws.com/s3fs-public/2020-08/UN-Tourism-Policy-Brief-Visuals.pdf�
https://www.unwto.org/international-tourism-and-organisational�
https://www.unwto.org/international-tourism-and-organisational�
https://store.samhsa.gov/product/guide-managing-stress-crisis-response-professions-2/sma05-4113�
https://store.samhsa.gov/product/guide-managing-stress-crisis-response-professions-2/sma05-4113�
https://doi.org/10.1108/TR-07-2020-0343�
https://apps.who.int/iris/bitstream/handle/10665/352396/WHO-2019-nCoV-Surveillance-Guidance-2022.1-spa.pdf�
https://apps.who.int/iris/bitstream/handle/10665/352396/WHO-2019-nCoV-Surveillance-Guidance-2022.1-spa.pdf�
https://apps.who.int/iris/bitstream/handle/10665/352396/WHO-2019-nCoV-Surveillance-Guidance-2022.1-spa.pdf�
https://doi.org/10.1016/j.ijhm.2020.102798�
https://doi.org/10.1080/17439760.2022.2036798�
https://doi.org/10.1080/17439760.2022.2036798�
https://doi.org/10.1080/19368623.2021.1867283�
https://doi.org/10.1080/19368623.2021.1867283�

	Managerial strategies to reduce stress and brain drain in tourism through moral values
	Introduction
	Theoretical framework
	Stress at work in the tourism sector
	Development values at the organisation at the tourism sector
	Hypothesis and model

	Methodology
	A longitudinal study
	The training sessions
	Definition of variables and indicators
	Ethical considerations

	Results
	Measurement model
	Structural analysis model

	Discussion
	Conclusions
	Acknowledgements
	Competing interests
	Authors’ contributions
	Funding information
	Data availability
	Disclaimer

	References
	Figure
	FIGURE 1: Model.

	Tables
	TABLE 1: Hotels, departments and staff.
	TABLE 2: Stress and values to reduce stress.
	TABLE 3: Indicators.
	TABLE 4: Relations between values and stressful situations.
	TABLE 5: Loadings.
	TABLE 6: Reliability and validity of the model.
	TABLE 7: Heterotrait-Monotrait ratio (HTMT).
	TABLE 8: Path coefficients.
	TABLE 9: Predictive and explanatory capacity.
	TABLE 10: Structural model results. Path significance using percentile bootstrap 95% confidence interval (n = 5000 subsamples).



