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Abstract 
 
This research aimed to investigate the effect of mass tourism on restaurant staff work quality in Switzerland. 
The research focused mainly on the operational views of the employees. The study took place at HTMi 
Institute in Switzerland. In this research, it is found out how the employees view mass tourism, how it affects 
their health, and their work experiences overall. The snowball sampling was used to get in touch with the 
employees who have experienced mass tourism. The interviews were conducted using semi-structured 
questions, and the Vivo coding was applied to keep the original statements. There have been identified 
recurring patterns that match workload, stress, and operational challenges for employees. This research 
found that there are more employment opportunities due to mass tourism, but on the other hand, it creates 
challenges for the industry. The findings in this research demonstrate that there are high work demands from 
mass tourism, which therefore affect the mental and physical health of employees. It also proves that there 
are more challenges created for employees than economic benefits, which makes it hard for workers to 
advance in their careers. This brings to notice the need to improve human resources management and the 
hospitality industry systems. 
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Chapter 1: Introduction 
 
1.1 Background Information 

 
According to Klimek (2014), receiving foreign 
visitors, the high quality of services, the country's 
status in the worldwide arena, and Switzerland's 
political neutrality are only a few of the reasons 
for the country's climb to a leading position in the 
field of international inbound tourism. Tourism 
helps boost the economy and helps people get 
more jobs. However, other times it could have 
adverse effects due to different factors, such as 
causing pollution, littering, endangering species, 
and in some cases disturbing others, especially 
local people. At the beginning of the twentieth 
century, tourism grew due to the increasing 
wealth and transportation; therefore, people 
started to travel in masses (Kasimoglu, 2012). 
Mass tourism first began in England, and the 

reason is that during that time, it was the 
Industrial Revolution in the nineteenth century, 
according to Kasimoglu (2012). Mass tourism, 
according to the author's knowledge, is when very 
many people visit the same place at the same time. 
For example, there could be over 1,000 people 
who visit the Eiffel Tower in just one hour. 
Employee well-being is the employee’s mental, 
physical, and emotional well-being in their life. 
Work experience is the activity of employees 
during a period, gaining skills, training, and 
knowledge about the place they work. The author 
will go around the country to different 
restaurants, taking surveys and interviews about 
the topic and collecting feedback for the author 
to incorporate in the research paper. Employee 
well-being will be discussed as well because it 
relates well to mass tourism and especially the 
quality of work, which will be deliberated further 
in the research. In the end, conclusions on the 
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effects of mass tourism on the quality of work 
experience of employees at restaurants in 
Switzerland will be discussed.  
 
1.2 Rationale of the Study 

 
There are just a few research studies that discuss 
similar topics to The Effects of Mass Tourism on 
The Quality of Work Experience of Employees at 
Restaurants in Switzerland. For example, some 
authors who have studied other similar issues, 
such as Erkus and Terhorst (2016) investigated 
innovative restaurants in a mass tourism place, 
which took place in Antalya, Turkey. These 
authors concluded that tourists and locals visit 
high-quality restaurants that are located in some 
urban places and are found to be most innovative. 
The similar things that the author has with Erkus 
and Terhorst are mass tourism and restaurants. 
As Erkus and Terhorst (2016) mentioned, the 
growth of mass tourism leads to a growing 
demand for restaurant services. The authors' 
research could add to Erkus’s and Terhorst's 
investigation of the effects of employees' work 
experience quality because, as it was said earlier, 
restaurants need more employees to deal with 
mass tourism. It is essential to do this research 
about The Effects of Mass Tourism on The 
Quality of Work Experience of Employees at 
Restaurants in Switzerland because there are 
some mass tourism places, such as Luzern, 
Interlaken, and other place,s as well as attractions 
in Switzerland to visit, therefore the author wants 
to find out how the employees at restaurants are 
handling the situation. The significance of this 
research is that it will be a great research paper 
that contributes to all the others in academia, 
where it might have a positive influence on many 
other people. It will be useful to other researchers 
and authors who will be researching the 
employees' well-being at restaurants when they 
are overloaded with work, what mass tourism is, 
when, where, and why it occurs, or even the work 
experience of restaurant employees, moreover, 
hotel managers that might need suggestions or 
help if there is a similar situation and are not sure 
how to deal with it.  
 
1.3 Aim and Objectives 

 
This research paper investigates the effects of 
mass tourism on the quality of work experience 
of employees at restaurants in Switzerland.  
● To investigate the employees' well-being 
at restaurants affected by mass tourism in 
Switzerland  
● To analyze employees’ perceptions of 
mass tourism occurring at the restaurant 
● To examine sources of impact on 
employees’ positive and negative work experience 
at their workplace, such as restaurants.  
 

1.4 Summary of Methodology 
 
The author has used a case study for the research 
design because it is  
convenient as well as suitable for the research 
topics and aims. As for 
the paradigm, interpretivism has been chosen 
since the approach is 
inductive. This paradigm, approach, and design 
are suitable for the aim 
of the research because they all relate in a way and 
match the topic 
and aims of this research study. The author has 
used snowball sampling 
for this particular study because not all restaurants 
are being affected 
by it, and it does not mean that if a city or specific 
place has mass 
tourism, then all other restaurants there have it as 
well. The author has 
identified in-depth interviews as the most 
appropriate data collection 
tool because they allow the author to form a 
personal relationship with 
the participants, which can result in frank 
responses, and also dive into 
the social and cultural aspects that impact 
participants. The author has 
chosen In Vivo coding because it immediately 
captures the participant's 
voices and experiences by utilising their own 
words as codes. 
 
Chapter 2: Literature Review 
 
2.1 Mass Tourism and Work Experience 
 
Have you ever wondered what mass tourism is? 
Sometimes the author sees crowded places and 
thinks it is mass tourism, but it depends on each 
person's point of view. According to Burkart and 
Medlik (1974), mass tourism is the participation 
of huge numbers of people in tourism; 
furthermore, it is a quantitative notion, depending 
on the number of people participating in tourism. 
Wilhelmina (2013) stated that mass tourism is a 
popularly used term for tourism research, but it 
still needs a clear definition and content. Long 
ago, mass tourism was not something that stood 
out and people usually talked about, but the 
development of technology and transportation 
gave life to mass tourism. The two different 
authors have different views on what mass 
tourism is but if the author had to choose 
between the two, the author would agree more 
with Burkart and Medlik (1974) because of the 
convincing information there was, such as 
describing what mass tourism is like, whereas the 
other one only gave a quick explanation of the 
word mass tourism. Aramberri (2017, p.15) 
mentions how mass tourism became more 
popular by saying: 



 
 

“Contemporary tourism would not exist without 
some fundamental developments in 
transportation technologies…railways were the 
first innovation to pave the way to mass tourism”. 
Mass tourism is considered a negative thing most 
of the time because it dramatically affects the 
environment, nature, and many other things. It 
primarily affects the more developed countries 
around the world rather than the average or poor 
ones because of all the attractions and 
developments of architecture, parks, famous 
locations, etc. Because of this continuous 
development, mass tourism is getting more and 
more popular and happens more frequently. It is 
important to have a good work experience 
because mass tourism will not affect the 
employee's well-being at work as much. Malinen 
et al. (2017, p.1) make a relationship between the 
authors by connecting work experience with well-
being at work:  
“It has also been suggested that 
conceptualizations of well-being at work (and in 
general) should include a component of social 
relationships, as this is a key component of an 
individual's positive experiences at work.” 
Malinen et al, (2017 p.1) 
As Segreto, Manera, and Pohl (2009) mentioned, 
mass tourism first appear in France and England's 
seaside resorts because of the development of 
transportation systems, especially cheap railway 
networks that connected industrial towns and 
capitals to beaches. Another point mentioned by 
Segreto, Manera, and Pohl (2009) is that mass 
tourism and the increasing demand for better 
quality played an extremely important part in 
changing the mentality of the social and economic 
actors in the sector. Some countries went directly 
to the main problem of the tourism structure, 
such as the hotels and resorts, the beaches, the 
infrastructure, etc., trying to cope with the new 
demands and styles of mass tourism. A 
quantitative study was done by Erkus and 
Terhorst (2016) in Antalya; however, it is about 
the innovative restaurants in a mass tourism 
place. The results of their study are quite different 
from the author’s expectations because their 
results show that the high-quality restaurants 
visited by a mix of locals and tourists, and located 
in specific urban places, are the most innovative. 
In contrast, the author thought it would be a 
result of how mass tourism is affecting the 
restaurants, positively or negatively.  
 
2.2 Employee well-being and work experience  
 
Employee well-being at work is an essential 
aspect of mass tourism. The author thinks that 
mass tourism could have an impact on the 
employees' work. Some people might not know 
and wonder what employee well-being is, 
therefore, Ajay, Sabir, and Cary (2009, cited by 
Guest and Conway, 2004) defined it as strain, 

which could be a psychological, physical, or 
behavioral response to stress. Psychology relates 
to the mental aspects, which have to do with the 
brain and the emotional state of the person. 
Physicality relates to the body as opposed to the 
mind. 
Last but not least, behavior is how a person acts 
or conducts himself or herself, especially toward 
others. Employees need to have good well-being 
at work, especially if there is mass tourism 
occurring at the workplace. According to Malinen 
et al. (2017), it is stated that employees with great 
well-being put in more effort at work than those 
with low well-being. That could help them with 
work experience as well as when there is mass 
tourism. Cajander and Reiman (2019, p.39) talk 
about the low well-being of employees by saying: 
“Bullying and harassment are negatively related to 
the well-being of employees as well as the 
restaurant as a whole. These negative actions can 
lead to lower work commitment, satisfaction, 
absenteeism, and burnout among employees, all 
of which may lead them to consider quitting.” 
(Cajander and Reiman, 2019 p.39) 
To have good well-being at work, it is essential to 
get enough sleep and be motivated for the job. 
These two things are necessary for good well-
being, especially if there is mass tourism at 
restaurants. It could be hard sometimes for the 
employees to perform well at work and have good 
well-being when there is mass tourism, if they are 
new to the industry and do not have work 
experience. It takes a few years to have good work 
experience; therefore, in the future, the 
employees will know how to deal with mass 
tourism and their well-being during work. Lens 
(2013) stated that workers' willingness to put 
effort into the work varies greatly: Whereas some 
people drag themselves to work, others are very 
driven; hence, high levels of work motivation can 
be due to a variety of causes, ranging from a 
strong intrinsic interest in one's profession to 
feeling extrinsically forced by strict deadlines or 
contingent benefits such as bonuses. Also, Lens 
(2013) mentioned that because autonomous 
motivation helps individuals' optimal functioning 
by allowing for the fulfillment of core human 
psychological requirements for autonomy, it is 
thought to lead to desirable results and is said to 
be of high quality. A similar study that the author 
has found by Lucia-Casademunt et al. (2015, cited 
by Danna and Griffin, 1999) states that managers 
can impact their workers' well-being by adjusting 
organizational context dimensions such as 
working hours, tasks, or rewards. Furthermore, 
organizations with unhappy employees, and 
hence less productive, make poorer quality 
judgments, are more prone to absenteeism, and 
perform poorly, which is mentioned by Lucia-
Casademunt et al. (2015, cited by Boyd, 1997). 
Their findings imply that the way employees 
experience work-life balance varies depending on 



 
 

the nation and cultural group to which they 
belong. The authors’ expectations matched some 
of these results, for example, the one where it said 
that the work-life balance experienced by 
employees differs from country to country.  
 
2.3 Conclusion 
 
Mass tourism is affecting more developed 
countries such as Switzerland because it is one of 
the most innovative countries in the world; 
therefore, the employees need to have a good 
working environment and experience, so it might 
not affect them as much. Having good well-being 
of employees can greatly improve their quality of 
work as well as life, and they perform better 
instead of poorly when mass tourism occurs. 
Also, it can depend on other factors, such as the 
managers, personal issues, weather, etc. If the 
managers are not that great, for example, they do 
not motivate employees and make them believe 
in themselves, then it is hard for the employee to 
work normally. Letting other people, especially 
tourists, know about this issue is important 
because, according to the author, there are times 
when the customers do not like the service quality 
or something inconvenient happens, and they 
start blaming and are rude to the employees, 
without knowing what is happening and affecting 
them. To conclude, the author is investigating the 
employees' well-being at restaurants affected by 
mass tourism in Switzerland because it is an 
important aspect, then analyzes employees’ 
perceptions of mass tourism effects occurring at 
the restaurants because then it can be comparable 
in different locations, and last but not least, 
examines sources of impact on employees’ 
positive and negative work experience at their 
workplace because it is essential to know whether 
mass tourism affects them or not. The author is 
researching it because the topic of the paper is 
how the quality of work experience of employees 
at restaurants in Switzerland is affected by mass 
tourism. 
 
Chapter 3: Methodology 
 
3.1 Research design 
 
Based on the authors' knowledge and 
understanding, a paradigm is a research 
methodology, pattern, or model. It is a collection 
of understandings, ideas, or beliefs that allow 
theories and practices to function as they do. The 
majority of paradigms are based on either 
positivism or interpretivism. According to Flick 
(2009), a paradigm is an integrated cluster of 
substantive concepts, variables, and problems 
attached to corresponding methodological 
approaches and tools. The author has chosen the 
interpretive paradigm, in other words, a 
qualitative approach. The author explains that it 

relies on questioning and observing to discover 
and generate a great and deep understanding of 
the phenomenon that is being investigated. Elyas 
et al. (2013) describe it as humanistic, 
constructivist, naturalistic, anti-positivist, and 
alternative research paradigms. It does not 
generally begin with a theory; rather, the author 
generates and inductively develops a theory or 
pattern of meaning throughout the research 
process. Because the author has identified 
interpretivism as an appropriate paradigm, the 
approach should be inductive. According to the 
author's understanding and knowledge, the 
inductive approach, often also called the 
qualitative approach, is defined as gathering and 
analyzing non-numerical data to better 
understand concepts, views, or experiences. It 
can be applied as well to gain in-depth insights 
into a topic or to develop fresh research ideas. 
According to Jean J. Schensul (2012), the 
inductive approach enables researchers to explore 
in detail social and organizational characteristics 
and individual behaviors and their meaning; 
therefore, to obtain this information, they depend 
on primary, face-to-face data collection through 
observations and interviews. The author has 
chosen to pick a case study for the research design 
because it is convenient as well as suitable for the 
research topic and aims. According to the 
author's knowledge and understanding, a case 
study is a deep study of a certain subject, such as 
a person, group, location, event, organization, or 
phenomenon, and is useful for describing, 
comparing, evaluating, and understanding 
numerous aspects of a research problem. Stephen 
D. L., Marylynn T. Q., and Frances J. R. (2012) 
describe a case study as an investigative approach 
used to thoroughly describe complex 
phenomena, such as recent events, important 
issues, or programs, to unearth new and deeper 
understandings of these phenomena. This 
paradigm, approach, and design are suitable for 
the aim of the research because they all relate in a 
way and match the topic and aims of this research 
study.  
 
3.2 Sampling 
 
The author describes sampling as a selected 
portion of the population of interest being 
chosen; therefore, in the great majority of 
research activities, involvement of an entire 
population of interest is not possible, hence data 
gathering is reliant on smaller groups. These 
groups are mostly the employees at restaurants 
that are being affected by mass tourism. Not 
every employee at all restaurants is affected by it 
because it does not mean that if a city or specific 
place has mass tourism, then all other restaurants 
there have it as well. It could be just a few 
restaurants that always have it, and some 
restaurants rarely have it. According to Catherine 



 
 

et al. (2020), a basic aspect of any qualitative 
research is sampling, which allows researchers to 
record similarities, differences, and/or anomalies 
in the pursuit of fresh and useful data. In 
qualitative research, a sample is typically thought 
of as focused on the features of the cases or 
occurrences recognized as relevant sources of 
data for the inquiry. Juliana V (2014). The author 
describes snowball sampling as a non-probability 
sampling approach in which new units are 
recruited to form part of the sample by existing 
units. In this type of sampling, the author 
identifies one or more employees at restaurants 
that they would like to include in the study and 
then relies on those participants to help identify 
other study participants. It is said to keep on 
growing like a rolling snowball. The author must 
use snowball sampling for this particular study 
because not all restaurants are being affected by 
it, and it does not mean that if a city or specific 
place has mass tourism, then all other restaurants 
there have it as well. It could be just a few 
restaurants that always have it, and some 
restaurants have it rarely. If the author goes to 
interview the employees at those restaurants that 
mostly have mass tourism, it will be easier for the 
author to go to other restaurants because of the 
information given by the employees, who have 
other connections and know places that are 
similar to their situation.  
 
3.3 Data collection 
 
The author describes data collection as often 
more open-ended and flexible, permitting 
researchers to observe the depth and complexities 
of human experiences and social events. A 
flexible and iterative approach to qualitative data 
collecting is usual, with researchers adapting their 
procedures based on developing results and 
insights. Methods for collecting data are 
frequently chosen to correspond with the 
research objectives and the nature of the study 
setting. The author has identified in-depth 
interviews as the most appropriate data collection 
tool because they allow the author to form a 
personal relationship with the participants, which 
can result in frank responses, and also dive into 
the social and cultural aspects that impact 
participants. According to Costa et al. (2014), in-
depth interviews normally have extensive and 
thorough data with new insights provided, and 
they are ideal for complex and sometimes 
emotional issues because of their greater 
flexibility. Costa et al. continue and explain that 
these tools also minimize errors of 
misinterpretation due to the possibility of 
repetition, rephrasing, and emphasizing; probing 
for sentiments underlying expressed opinions is 
also made easier with in-depth interviews. They 
also have various drawbacks, including the fact 
that their flexibility may indicate that they are 

unreliable, that they require highly competent 
interviewers, and that they consume both time 
and money resources.  
 
3.4 Data analysis 
 
According to Flick (2014), data analysis is the 
main step in qualitative research, and when data 
collection tends to be limited to capturing and 
documenting occurring events, such as 
interactions, the data analysis steps in for such 
recordings. Flick also mentions that anyone 
interested in the present condition and growth of 
qualitative data analysis will discover a field of 
study that is rapidly growing and becoming less 
organized. The author describes data analysis as a 
research method for systematically and carefully 
analyzing non-numerical data. It is often used 
when researchers wish to get a better 
understanding of individuals, groups, viewpoints, 
and actions. Sally (2000) has stated that data 
analysis is the most complicated and perplexing 
part of a qualitative study, and it receives the least 
attention in the literature. The author describes 
coding as a basic procedure in which researchers 
tag or label segments of data with specific codes 
that indicate essential concepts, topics, or 
patterns. Furthermore, codes are created based 
on the data and organization of the given 
information. A code in qualitative inquiry is most 
often a word or short phrase that symbolically 
assigns a summative, salient, essence-capturing, 
and/or evocative attribute for a portion of 
language-based or visual data, as mentioned by 
Saldana (2013). He also mentions that the data 
can consist of interview transcripts, participant 
observation field notes, journals, documents, 
drawings, artifacts, photographs, videos, Internet 
sites, e-mail correspondence, literature, and so on. 
There are a few coding techniques; therefore, the 
author has decided to choose In Vivo coding 
because, according to their understanding, In 
Vivo coding immediately captures the 
participant's voices and experiences by utilizing 
their own words as codes. An example that 
Saldana (2013) gives is “1 He cares about me. He 
has never told me, but he does. 1) Sense of Self 
Worth 2 He’s always been there for me, even 
when my parents 2) Stability was not. He’s one of 
the few things that I hold as a constant in my life. 
So it’s nice. 3) Comfortable - I feel comfortable 
around him.” 
 
3.5 Ethical Issues 
 
First, when an ethical issue occurs before 
conducting the study, the author will need to gain 
local permission from the site and participants. 
Furthermore, addressing the issue by identifying 
and going through local approvals, such as 
finding gatekeepers and key personnel to help 
out. Creswell, J (2014). Second, when the ethical 



 
 

issue occurs at the beginning of the study, the 
author should not pressure participants into 
signing the consent forms; therefore, addressing 
the issue by telling the participants that they do 
not have to sign the form. Third, when an ethical 
issue occurs while collecting data, the author 
should avoid collecting harmful information, and 
stick to the questions stated in an interview 
protocol to address the issue. Creswell, J. (2014). 
Fourth, when an ethical issue occurs when 
analyzing data, the author must respect the 
privacy and anonymity of the participants; 
therefore, the author should assign fictitious 
names and aliases or develop composite profiles 
of participants to address the issue. Fifth, in other 
words, the last one, when the ethical issue occurs 
when reporting, sharing, and storing data, the 
author must avoid falsifying authorship, evidence, 
data, findings, and conclusions; therefore, to 
address the issues, just report honestly. Creswell, 
J (2014). The author will provide participants with 
a participant information sheet and a consent 
form that the participant will sign and extend to 
the researcher, who will keep this document on 
file.  
 
Chapter 4: Findings  
 
4.1 Introduction 
 
This research paper aimed to investigate the 
effects of mass tourism on the quality of work 
experience of present or past employees at 
restaurants in Switzerland. More specifically, 
examining the sources of impact on both positive 
and negative work experiences, analyzing their 
perceptions on mass tourism, and investigating 
how their well-being is affected by mass tourism.  
 
The findings in this chapter are structured around 
the three main themes that support this section:  
● Perceptions about mass tourism. 
● How well-being is affected by mass 
tourism. 
● Positive and negative impacts on work 
experience. 
 
4.2 Perceptions about Mass Tourism 
 
Tourism has long been a cornerstone of global 
economic development, offering cultural 
exchange, growth, and opportunities for 
hospitality businesses. In recent years, particularly 
post-pandemic, the industry has experienced 
significant shifts, with a marked increase in the 
number of travelers, as mentioned by the third 
interviewer, “mass tourism has increased a lot 
since the pandemic, and it will keep on rising in 
the near future”. However, this resurgence has 
also brought challenges, especially with the 
increase in mass tourism. This research examines 
the findings from a thematic analysis of the 

effects of mass tourism on employees in the 
hospitality industry, highlighting both the positive 
and negative aspects, while considering strategies 
for management. One of the many key themes 
found is the high increase after the COVID-19 
pandemic. Most of the interviewers mentioned 
that tourism has doubled or experienced big 
changes in terms of the number, which causes an 
increase in demand for travel. This post-
pandemic drastic increase in tourism has 
strengthened, but it has also caused operational 
challenges. Overcrowded destinations and 
overwhelmed services indicate the need for better 
infrastructure and planning to accommodate the 
growth. Mass tourism, described as the increased 
number of people going to destinations that they 
can support, presents many challenges, as the 
third interviewer mentions, “it puts restaurant 
operations under a lot of pressure”. Key 
characteristics of mass tourism include 
overcrowding in popular places and tensions on 
local businesses. This phenomenon can lead to 
over-tourism, decreasing the quality of visitor 
services and causing trouble with the local 
communities. These concerns need a balanced 
approach to managing tourism growth and also 
preserving cultural and environmental integrity. 
One of the industries most affected by mass 
tourism is the restaurant sector. High demand and 
not enough supply can harden operations, leading 
to overworked staff, delayed services, and unmet 
customer expectations, as the fourth interviewer 
mentioned, “people will not have the experience 
they want from a place I work at when there is 
mass tourism time because we will not be able to 
provide them quality service so i think that the 
level of service quality will go down”. 
Respondents have mentioned that employees 
often face high-stress levels, with little to no time 
for breaks. Not being able to meet customer 
needs during peak seasons can affect service 
quality but also risks the reputation of the 
business as the fourth interviewer mentioned 
again, “we don’t have time to take break, for 
example you need to put 100% all the time which 
is hard, and cannot make mistakes because then 
you lose time and it is more stressful and hard to 
stay on track”. Effective preparation and planning 
are important to handle the increased tourist flow. 
The interviewers suggested hiring more staff, 
distributing tasks efficiently, and managing the 
tourists' arrivals to make sure that overcrowding 
will not occur, as mentioned by the first 
interviewer, “the management and operations 
departments should be ready and thinking in 
advance”. Over-tourism is not restricted just to a 
single region or place. The first interviewee said, 
“Examples such as Zermatt and Vevey 
implementing tourism taxes, and Luzern and 
Zurich struggling with similar issues.” High-
profile restaurants and attractions that promote 
themselves highly are vulnerable to being 



 
 

overwhelmed by tourism. These cases show the 
importance of implementing regulatory measures, 
such as tourism taxes, to reduce the effects of 
excessive tourism.  
 

 
Figure 1: Perceptions about Mass Tourism 
 
 
4.3 How well-being is affected by Mass Tourism 
 
The stress and workload caused by mass tourism 
strongly impact the employees. The fifth 
interviewer explained their working conditions as 
stressful, with long hours and limited time for 
rest. 
E5: “It affects a lot, firstly, I don’t get enough 
sleep, which affects my mood on that day, 
secondly, it affects my mental health a lot, I end 
up working overtime shifts with less sleep, and I 
don’t have time to eat my food properly and end 
up eating small meals”.  
Over-tourism often puts employees into 
overtime, leading to burnout and badly affecting 
their mental health. To resolve all these issues, it 
requires employers to focus on worker well-being 
by reducing overtime and providing mental health 
support. During peak tourism periods, the quality 
of service is mostly low. Overwhelmed staff and 
crowded venues can lead to confusion, mistakes, 
and not paying enough attention to detail. 
Respondents mentioned that it becomes 
challenging to offer a proper guest experience 
when they can barely work under all the pressure 
on them.  
E4: “My strengths like, i have a system in my head 
to do things in order, so I would start step by step, 
and I also think I can work quite well under 
pressure, ummm, but the weaknesses I still 
probably try to be to perfectionist I would say and 
like still try do everything by the rules even its 
slower, so for me then it's hard to adapt and 
recognize its ok, by not having to do everything 
by the book and do it just as long as it is fast and 
that the guests are satisfied”. 
This decline highlights the need for more training 
and preparation to maintain high service 
standards, even during busy times. Improving 
service quality during high-demand periods 
involves strategic interventions. The interviewers 

suggested better management practices, sufficient 
staffing, and proper planning. Respondents 
mention the importance of employers investing in 
their workforce, both in terms of adequate 
staffing and professional development. Making 
sure there is sufficient staffing during peak 
seasons is important to reducing stress and 
maintaining service quality. 
E3: “Need to make sure there are enough people 
at work to meet the increased demands”. 
Despite the challenges, mass tourism also 
presents career opportunities. The growing 
demand for tourism services can create jobs and 
open avenues for professional growth. Not all 
respondents saw these opportunities as beneficial, 
because some of them had concerns about 
working long-term in such a high-stress 
environment.  
E5: “However, yea, it does affect my mental 
health a lot. I had fallen sick on some days but still 
had to show up to work because there was no 
available replacement for me, and yeah… in the 
end, given all this stress, I ended up going to the 
doctors, and this is what happens when I do 
overtime.”  
It affects your overall mental and physical health. 
Balancing career growth with personal well-being 
remains a priority for industry professionals. 
Trying to deal with the pressures of mass tourism 
requires specific personal strengths, such as 
efficiency, focus, and the ability to remain calm 
under pressure. Respondents have mentioned 
their capabilities in managing stress and 
maintaining productivity during busy periods. As 
for the weaknesses, such as perfectionism and too 
much attention to detail, they can affect 
adaptability. It is very difficult to work under 
pressure and have everything arranged, and not 
make small mistakes. Recognizing and trying to 
fix these traits can help individuals better manage 
the demands of tourists. The health impacts of 
mass tourism on employees are a problem. 
Having long hours, not enough sleep, and high 
stress levels greatly impact both physical and 
mental health. Respondents reported mood 
disturbances and fatigue, which affect their 
personal well-being but also their professional 
performance. 
E5: “It affects a lot, firstly, I don’t get enough 
sleep, which affects my mood on that day, 
secondly, it affects my mental health a lot, I end 
up working overtime shifts with less sleep, and I 
don’t have time to eat my food properly and end 
up eating small meals”.  
Employers must carefully check for health 
initiatives, such as trying to make the work-life 
balance and wellness programs, to secure their 
workforce employees.  
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Figure 2: Well-being affected by Mass Tourism 
 
 
 
4.4 Positive and negative impacts on work experience 
 
A frequent problem in the interviews was the lack 
of basic to good training and support to handle 
mass tourism, as mentioned by the sixth 
interviewer, “ I would suggest that you should 
receive some training, but in my work experience 
of eight years, I have never received any special 
training on how to deal with specific situations 
because this can arise whenever”. Most of the 
interviewers mentioned that they did not receive 
any specific training to manage the challenges of 
over-tourism. This big difference in preparation 
indicates the importance of investing in training 
programs to make sure that the employees have 
the skills needed to manage and deal with high-
pressure situations effectively. Recognising the 
challenges of mass tourism requires a shift. 
Solutions include adding tourism taxes and 
promoting lesser-known destinations to spread 
tourist flows more evenly. Businesses should 
invest in training for their staff, improve 
operations and management, and make sure that 
employee well-being is being taken care of. By 
implementing these strategies, the tourism 
industry can grow and therefore bring long-term 
benefits for both travelers and local communities. 
Mass tourism presents a big, complicated mix of 
opportunities and challenges. While it increases 
the economy and creates career prospects, it also 
diminishes resources and service quality, and 
negatively affects employee well-being. The 
findings from this thematic analysis focus on the 
improvement of dedicated management, 
regulatory measures, and investing in training for 
employees to address these issues. To promote 
the development of sustainable tourism as eco 
tourism, green tourism, rural tourism, and some 
other types, the investors should make a 
contribution to preserving the environment and 
cultural identities; therefore, they should focus on 
the people and profits. The target of sustainable 
tourism is to reduce the impact of mass tourism 
while maintaining the high quality level of tourists 

and still ensuring a great experience for the 
tourists.   
 

 
 
  
Figure 3: Impact on Work Experience 
 
 
Chapter 5: Discussion 
 
In this chapter, the author will discuss the 
objectives of the study and how they relate to and 
compare with the findings in the data. The key 
findings will be analysed in the context of the 
theories presented in the literature review and the 
empirical studies mentioned in support of the 
theories, in order to construct the meaning of the 
findings of the study. This research has examined 
the significant findings and questioned 
individuals to reflect on how overtourism has 
affected them in every way.  
 
5.1 Employees' well-being at restaurants affected by mass 
tourism 
 
The objective of the study for this section relates 
in multiple ways to the findings because they both 
mention how mass tourism affects the hospitality 
industry in a negative way, especially for the 
employees at work. It is mentioned in both parts 
that it is important to have some work experience 
not to feel the impact as much, therefore trying to 
have a stable well-being at work during 
overtourism times. One of the contradicting parts 
is that the author first thought that mass tourism 
happens at popular restaurants that have a good 
location and everyone knows about them, but 
compared to the findings, it turns out that it is not 
like that. There were some restaurants where 
some employees were working and got 
interviewed, and so they mentioned that mass 
tourism also occurs; therefore, they were having a 
difficult time managing it, as well as the 
experience they had was not enough to help 
support and prepare them for what was 
happening. The well-being of the employees was 
well-connected between the findings and the 
study because it is a key component for each 
individual's work quality, and many of whom 
were interviewed mentioned that mass tourism 
always had a negative impact on their 
performance. The way employees are being 
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treated plays an important role in their well-being 
and performance at work, as Cajander and 
Reiman (2019, p.39) mentioned, being mistreated 
or spoken badly to can affect the action, quality, 
and well-being, making it hard for employees to 
provide a good working environment. This was 
the case for quite a few of the employees the 
author interviewed, where they mentioned that 
sometimes it got so tough that they needed to go 
see a doctor, and some started taking medicine 
because of it. 
 
5.2 Impacts on employees' positive and negative work 
experiences 
 
There are a few similarities in both the findings 
and objectives of the study sections, such as the 
large amount of missing basic to good training to 
help support handling mass tourism. Many of 
them have never received any training, which was 
surprising for the author; therefore, there is a 
small contradiction between the findings and 
objectives of the study. Another important issue 
is the importance of investing in training 
programs for the employees, which did not 
happen for any of the employees the author had 
interviewed. Another similarity between the two 
sections is that they both mentioned the positive 
effects it has, which is that it increases the 
economy and creates career prospects. Another 
connection is the high demands of costumes and 
low service quality. As in the objectives of the 
study, the more demand, the lower quality of 
work, which is reflected in the findings that most 
of the interviewed employees had a high demand, 
which resulted in low service quality and many 
unsatisfied guests. The author has predicted most 
of these outcomes, which turned out to be true. 
Meanwhile, for the previous part, the author was 
quite surprised to hear some of the answers, 
which were negative, and how the employees 
were being treated.  
 
5.3 Conclusion 
 
This study aimed to set out insights on 
employees’ perspectives about the effects of mass 
tourism on their work experience, well-being, and 
opinions about it, in the hospitality sector in 
Switzerland. Through the interviews and 
discussions, the author hopes that serious 
measures will be taken to reduce the negative 
effects of mass tourism on employees, and 
companies should implement more knowledge 
and training for these situations. Without the 
organization knowing what is happening to the 
employees or why this happens, it will lead to no 
progress being made to help support them in any 
way. Throughout this paper, the author discovers 
the truth behind the closed doors of the industry 
and what’s occurring from mass tourism. Without 
the improvement of dedicated management to 

resolve the mass tourism issues, it is crucial to 
adapt to it if the problems cannot able to be fixed. 
Training at the beginning plays an important role 
in this industry since it is one of the main 
advantages to have, since anything could happen 
unexpectedly, and organizations should make 
sure that everyone has the chance to be trained in 
the right way for any event. Having experience in 
something is an advantage, and the best thing is 
where the main focus is. Having experienced 
mass tourism before shows that many more 
people know what to do and handle the situations 
than those who are new to the industry or have 
not experienced it before. Mental and physical 
health is something that should not be played 
around with, especially when it comes to work, 
because once it destroys people, it will be hard to 
recover and work like before. The study 
underlines the role of strategic management and 
government intervention. Tourism taxes, guiding 
tourist flows to lesser-known places, and 
promoting sustainable approaches to tourism can 
affect workers and infrastructure. The study 
advocates for responsible tourism through 
ecotourism, rural tourism, and culture created by 
each locality to maximize benefits to local 
stakeholders and hospitality workers over the 
long run. While mass tourism provides an 
important component of Switzerland’s economic 
viability, it needs to be managed in a responsible 
manner to protect the most important assets of 
the experienced hospitality employees. Restaurant 
management, policymakers, and tourist boards 
should work together to allow for proactive 
measures to reduce job stress, advance employee 
morale, and maintain Switzerland’s reputation for 
a higher quality service. Moving forward, by 
prioritizing human capital and planning for 
sustainable tourism, Switzerland will work to stay 
in a premier position and allow for hospitality 
workers to thrive alongside tourism growth. 
 
References 
 
Alharahsheh, H. H. (2020) A Review of key 
paradigms: positivism VS interpretivism. Global 
Academic Journal of Humanities and Social 
Sciences, 2 (3), 39-43. 
 
Cajander, N. and Reiman, A. (2019) Research 
Article. High-performance work practices and 
well-being at restaurant work, 9 (1), 38-48.  
 
Creswell, J. W. (2014) Research design: 
qualitative, quantitative, and mixed methods 
approaches. 4th ed. Thousand Oaks, CA: SAGE.  
 
Erkuş-Öztürk, H. and Terhorst, P., (2016) 
Innovative restaurants in a mass-tourism city: 
Evidence from Antalya. Tourism management, 
(54), 477-489. Available from: 
https://www.sciencedirect.com/science/article/



 
 

pii/S0261517716300036 [Accessed 28 September 
2022]. 
 
Flick, U. (2014) Qualitative Data Analysis. 
Mapping the Field, 613. Available from: 
file:///C:/Users/DELL/Downloads/The%20S
AGE%20Handbook%20of%20Qualitative%20
Data%20Analysis%20(pp.295-463).pdf 
[Accessed 27 September 2023].  
 
Jain, A.K. Giga, S.I. and Cooper, C.L. (2009) 
Employee wellbeing, control, and organizational 
commitment. Leadership & Organization 
Development Journal, 30(3), 256–273. 
 
John, P. and Salah, W. (1997) Tourism, 
Development, and Growth: The Challenge of 
Sustainability. New York: Routledge. Available 
from: 
https://books.google.ch/books?hl=en&lr=&id
=vnKGAgAAQBAJ&oi=fnd&pg=PA50&dq=
what+is+mass+tourism&ots=kNLbRGgBhF&s
ig=NxzgHVbPfqrxUYHomJw9REkvI7c&redir_
esc=y#v=onepage&q=what%20is%20mass%20
tourism&f=false Accessed 27 Aug. 2022 
 
John, W. (2014) RESEARCH DESIGN 
Qualitative, Quantitative, and Mixed Methods 
Approaches. 4 edition. University of Nebraska-
Lincoln: SAGE. Available from: 
file:///C:/Users/DELL/Downloads/Research
%20Design%20-
%20Qualitative,%20Quantitative,%20and%20Mi
xed%20Methods%20Approaches%20(1).pdf 
[Accessed 29 August 2023].  
 
Harrison, D. and Sharpley, R. (2017) Mass 
Tourism in a Small World. The UK. 
 
Kasimoglu, M. (2012) Visions for Global 
Tourism Industry - Creating and Sustaining 
Competitive Strategies. Croatia: InTech. 
Available from: 
https://books.google.ch/books?hl=en&lr=&id
=acycDwAAQBAJ&oi=fnd&pg=PA73&dq=w
hen+did+mass+tourism+start&ots=diWuac_T
uE&sig=De8MbXPGzSTscwFFZbe9ztTlnNQ
&redir_esc=y#v=onepage&q=when%20did%2
0mass%20tourism%20start&f=false [Accessed 
25 September 2022]. 
 
Keeman, A., Kuntz, J., Malinen, S., and Naswall, 
K. (2017) Employee Wellbeing: Evaluating a 
Wellbeing Intervention in Two Settings. Frontiers 
in Psychology. 
 
Klimek, K. (2014) State tourism policies in 
Switzerland and selected good practices for 

Polish tourism. Folia Turistica, 33, 36-61. 
Available from: 
https://www.researchgate.net/profile/Katarzyn
a-Klimek-
2/publication/281450547_STATE_TOURISM_
POLICIES_IN_SWITZERLAND_AND_SEL
ECTED_GOOD_PRACTICES_FOR_POLIS
H_TOURISM/links/55e8446e08aeb651626300
64/STATE-TOURISM-POLICIES-IN-
SWITZERLAND-AND-SELECTED-GOOD-
PRACTICES-FOR-POLISH-TOURISM.pdf 
[Accessed 22 September 2022]. 
 
Lens, W. (2013) Unraveling the importance of the 
quantity and the quality of workers’ motivation 
for well-being: A person-centered perspective. 
Journal of Vocational Behavior, 82 (1), 69-78. 
Available 
from:https://www.sciencedirect.com/science/ar
ticle/pii/S0001879112001534 [Accessed 22 
September 2022] 
 
Lucia-Casademunt, A.M., García-Cabrera, A.M. 
and Cuéllar-Molina, D.G., (2015) National 
culture, work-life balance and employee well-
being in European tourism firms: the moderating 
effect of uncertainty avoidance values. Tourism & 
Management Studies, 11(1), 62-69. Available 
from: 
https://www.tmstudies.net/index.php/ectms/ar
ticle/viewFile/758/1265 [Accessed 3 October 
2022] 
 
Reskin, B. (1984) Sex Segregation in the 
workplace. Committee on Women’s 
Employment and Related Social Issues 
Commission on Behavioral and Social Sciences 
and Education National Research Council, 324.  
 
Saldana, J. (2013) The Coding Manual for 
Qualitative Researchers. (2). Singapore: SAGE 
Publications Asia-Pacific Pte Ltd. Available from: 
www.sagepublications.com [Accessed 2 October 
2023] 
 
Sally, T. (2000) Data analysis in qualitative 
research. Vancouver: Evid Based Nurs. Available 
from: http://ebn.bmj.com/  [Downloaded 6 May 
2018].  
 
Segreto, L., Manera, C., and Pohl, M. (2009) 
Europe at the Seaside: The Economic History of 
Mass Tourism in the Mediterranean. United 
States: Berghahn Books. 
 
Vainikka, V. (2013) Rethinking Mass Tourism. 
Tourist Studies, 13.  

  



 

 
 


