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Executive Summary

Worth 10.5% of EU GDP, tourism and hospitality is one of Europe’s most economically significant
sectors. Yet the workforce powering it is fragmented, largely built around seasonal, non-
standard contracts and disproportionately composed of migrant workers, young people, and
women. This precarity undermines the sector's long-term resilience and sustainability.

Meanwhile, digitalisation is deepening existing issues and inequalities. The spread of platform
work and algorithmic management is dramatically changing how work in the sector is
organised and monitored. These changes often occur with little transparency and at
significant cost to workers' autonomy and wellbeing, with particularly acute effects for already
vulnerable groups.

Addressing these challenges demands robust social dialogue, yet existing mechanisms are
struggling to keep pace with the digital era. Traditional union structures were built around a
clear employer-employee relationship that platform and non-standard work increasingly
disrupts. Legal frameworks compound the problem further, denying collective bargaining
rights to workers who fall outside the required employment status and leaving competition law
as a barrier to organising the self-employed.

FUTOURWORK is researching these issues across six countries — Bulgaria, Greece, Portugal,
Romania, Sweden and the UK — building evidence that shows how digitalisation, wellbeing,
social dialogue, and legal frameworks intersect and influence the sector’s working conditions.
The sections that follow examine each of these dimensions in turn, before outlining how the
project’s research and tools will support transformation.



Policy Context

Digitalisation and Decent \Work
in Tourism and Hospitality

Tourism and hospitality is a strategic sector for
economic and social development, playing a
central role in job creation, territorial cohesion
and the integration of migrant workers. At the
same time, the sector continues to rely heavily
on labour models characterised by precarious
employment, seasonality, low wages, high
physical and emotional demands, and limited
access to social protection, with particularly
high participation of young people, women
and migrant workers. These structural
conditions pose long-standing challenges for
worker wellbeing.

The rapid acceleration of digitalisation,
including the use of digital platforms, artificial
intelligence and algorithm-based
management systems, has introduced new
dynamics into how work is organised and
managed. This digital transformation may
generate gains in efficiency, flexibility and
innovation. Yet practices such as algorithmic
management, continuous performance
monitoring, and opaque automated decision-
making have been associated with increased
occupational stress, job insecurity, loss of
autonomy, and higher risks of burnout,
particularly when transitions are not
accompanied by adequate regulatory
frameworks or people-centred approaches.
These dynamics can weaken traditional
employment relationships and exacerbate
existing vulnerabilities among workers, with
direct implications for wellbeing.

Addressing these challenges requires
strengthened governance mechanisms,
including inclusive social dialogue. Although
social dialogue has gained increasing
recognition within the EU, its capacity to
address platformisation, algorithmic
management and new forms of employment
remains uneven. Workers engaged through
platforms often fall outside traditional
representation structures, while employer
responsibilities are reconfigured in

THE SECTOR AT A GLANCE

e Tourism and hospitality makes up
10.5% of the EU’'s GDP.

e Approximately 12.3 million people
work in the sector.

¢ It consists of 2.3 million businesses.

(Sources: European Parliament Tourism
Fact Sheet, Oct 2025; EP TRAN Committee
Press Release, 19 Mar 2026)

ways that challenge established collective
bargaining models.

The policy challenge, therefore, lies not only in
regulating the digital technologies changing
the workplace, but in ensuring that digital
transformation contributes to fair, sustainable
and inclusive work in tourism and hospitality.
The EU Platform Work Directive (PWD) and Al
Act represent significant steps in this direction.
For instance, the PWD moves the burden of
proof to platforms to demonstrate workers are
genuinely self-employed, entitling them to
fundamental rights including minimum wage,
paid leave, and social security. It also restricts
the processing of sensitive data and
establishes transparency rights around
algorithmic management. Meanwhile, the Al
Act classifies workplace Al systems used for
shift scheduling, performance monitoring, and
recruitment as ‘high-risk’, prohibits intrusive
practices such as emotional surveillance, and
requires employers to inform workers when
such systems are in use.

However, as these pieces of legislation come
into effect, their impact will depend on the
strength of the social dialogue structures that
underpin them. Rights to transparency,
consultation, and data protection are only
meaningful if workers have effective
representation and the collective capacity to
exercise them — conditions that remain uneven
across the tourism and hospitality sector, and
particularly weak for platform and non-
standard workers. An integrated approach is
therefore needed that goes beyond regulation
alone, strengthening social dialogue
institutions so they can protect workers' rights,
enable voice, and create sustainable
employment across the sector.



Digitalisation

The Rise of Platforms and
Algorithmic Management

In the tourism and hospitality context, where
small and medium enterprises dominate the
business landscape, several booking platforms
have a monopoly position and control a high
share of bookings. Additionally, platforms
stimulate the gig economy which creates
flexible working times but may lead to
precarity, poverty and insecurity (Anwar &
Graham, 2021).

Platforms in general are defined as programs
that facilitate the distribution of work and
include interaction between the persons
involved. These platforms have promised
flexibility and innovation, yet they intersect with
longstanding labour challenges in the sector,
characterised by high levels of precarity,
seasonality, and the overrepresentation of
young people, women, and migrant workers in
low-paid, non-standard employment. The
nature of platforms means that the wellbeing
of users is not prioritised, as seen in research
on the negative effects on worker wellbeing in
the context of ‘dark kitchens’ (Giousmpasoglovu,
Ladkin & Marinakou, 2024).

Many platforms use algorithms to streamline
the housekeeping processes in hotels or other
back-of-office work. While this algorithmic
management can enhance operational
efficiency — for instance, by monitoring
cleaning times per room (Diwan, 2025) or
implementing dynamic scheduling to meet
fluctuating customer demand - it often comes
at a high human cost. Real-time shift
adjustments may optimise resource allocation,
but they simultaneously deprive workers of
autonomy through strict pacing and
routinisation. Research indicates that Al-driven
human resource systems cause significant
anxiety among hotel staff due to the
‘depersonalisation’ of management and the
erosion of human discretion in decision-
making (Turcinovi€, Vujko & Mirceti¢, 2025).
These rigid systems struggle to account for the
nuances of hospitality work or individual
performance, leading to downgraded working

DEFINING PLATFORMS

A digital platform is a service, enabled by
a software, offered to intermediate the
interaction between agents (Derave et al.
2024, p.6). FUTOURWORK defines three
categories of tourism and hospitality
platforms to talk about how they impact
worker wellbeing:

Recruitment platforms including
recruitment Al technologies (e.g.
Retorio) and company-managed
flexible workforce programmes (e.g.
Constellations);

Labour platforms connecting service
providers with customers, including
gig work platforms (e.g. AirBnB
Experiences)

Surveillance platforms helping
conduct biometric surveillance of
workers during shifts (e.g.
Flexkeeping).

conditions and diminished wellbeing.

Ethical questions about the fairness and biases
of algorithmic management platforms in the
sector are also pertinent regarding worker
wellbeing. Al has been criticised as being
trained on texts containing inherent gender-
bias — Siri, for example, who was created as a
subservient female — and this translates into
potential gendered decision-making
(Marinucci, Mazzuca & Gangemi, 2023).
Furthermore, problems exist in terms of the
actual programmers’ inherent gender biases
as found in qualitative research on Al-rec-tech
system vendors (Collet, 2024). As gig economy
platforms reconfigure the sector’s labour
relations (James, 2024), evidence suggests
they may exacerbate existing inequalities —
particularly for women — by normalising
precarious work as acceptable (Bakas &
Salman, 2024). This reflects the European
Institute for Gender Equality’s (EIGE, 2022)
warning that while sharing or gig economy
platforms have the potential to advance
gender equality, they may also reinforce
systemic sexism and deepen vulnerabilities.
Addressing these fundamental questions of
algorithmic bias and data ethics is therefore
essential to ensuring worker wellbeing in this
era.



Wellbeing

Impacts on Tourism and
Hospitality Worker Wellbeing

Women, migrant workers, and professionals
with lower levels of education and digital
literacy are particularly exposed to wellbeing
risks associated with digital transformation.
Persistent gender pay gaps, occupational
segregation, and greater exposure to
discrimination, harassment, and violence tend
to be exacerbated for women in digitally
mediated and platform-based work contexts,
often marked by client anonymity and the
absence of formal protection
mechanisms(Kraljevi¢ et al, 2025).

Migrant workers are frequently concentrated in
precarious and low-paid jobs, with limited
capacity to claim rights, greater job insecurity,
and additional barriers to accessing
institutional support, resulting in higher levels
of stress, social isolation, and vulnerability.
Workers with lower qualifications face
increased risks of exclusion and technological
displacement, particularly in the absence of
effective policies for digital training and
reskilling (Adam, Agyeiwaah & Dayour, 2023).

Beyond the individual level, deterioration of
wellbeing among these groups affects
organisational performance, service quality,
sectoral sustainability, and public health and
social costs. In this context, promoting
wellbeing in tourism and hospitality is closely
aligned with the Sustainable Development
Goals, notably SDG 3 (Good Health and Well-
being), SDG 5 (Gender Equality), SDG 8 (Decent
Work and Economic Growth), and SDG 10
(Reduced Inequalities). It is also consistent with
the EU-OSHA guidance on managing emerging
psychosocial risks associated with the
digitalisation of work (European Agency for
Safety and Health at Work, 2024).

The International Labour Organization and the
OECD emphasise that digital transitions must
be accompanied by integrated public policies
that ensure decent work, effective social
protection, and equitable access to lifelong
learning. In the tourism and hospitality sector,

this entails recognising and regulating
platform work and other non-standard forms
of employment, ensuring basic labour rights,
transparency in algorithmic management, and
clear accountability mechanisms
(International Labour Organization, 2022;
Organisation for Economic Co-operation and
Development, 2026). It also requires
investment in inclusive digital skills
development, and the integration of mental
health and wellbeing into national
occupational safety and health strategies, as
recognised by both the EU Strategic Framework
on Health and Safety at Work 2021-2027 and
the European Mental Health Strategy
(European Commission, 2023).

Organisations play a central role in this
process and should adopt a ‘human-in-
command’ approach, whereby digital
technologies support human work without
undermining workers' control, autonomy, and
dignity. The active involvement of workers and
their representatives in the design,
implementation, and monitoring of digital
technologies is essential to reduce risks, build
trust, and strengthen a sense of belonging.
Social dialogue is also crucial to ensure that
policies and practices are fair, effective, and
responsive to the realities of the sector.

This approach aligns with the European Pillar of
Social Rights, particularly its principles on fair
working conditions, social protection, gender
equality, and social dialogue. As digitalisation
intensifies in tourism and hospitality, updated
labour policies are required to ensure that all
workers, regardless of contractual status or
nationality, benefit from adequate protection
in terms of safety, health, and wellbeing
(European Commission et al., 2017).

In conclusion, ensuring the wellbeing of tourism
and hospitality workers in the digital era is not
merely a matter of social protection or public
health, but a structural condition for the
economic, social, and human sustainability of
the sector. A fair, regulated, and people-
centred digital transition will enable the
balancing of innovation and performance with
mental health, equity, and decent work,
contributing to more resilient and inclusive
societies.



Social Dialogue

Enhancing Social Dialogue and
Workers' Representation

Social dialogue includes all types of
negotiation, consultation, and exchange of
information between or among workers,
employers, and government on mutual interest
issues around economic, employment and
social policy (C/2023/1389). As the tourism and
hospitality workforce is often fragmented and
includes marginalised workers, social dialogue
can encompass a combination of informal and
formal processes and take place at multiple
scales (company, regional, national). Its aim is
to promote consensus and democratic
involvement, resolving economic and social
issues, advancing stability, and encouraging
good governance.

By fostering cooperation between
governments and representatives of
employers and workers, social dialogue is
instrumental in building consensus on
economic and social policies. It enhances
stability and supports sustainable growth and
competitiveness by addressing areas such as
skills development, wage-setting, and job
quality. Moreover, beyond reducing industrial
conflict and creating a more predictable
business environment, social dialogue helps
ensure that major structural transformations —
including the digital and green transitions —
are managed in a fair and balanced manner,
aligning competitiveness with social equity and
minimising adverse impacts on workers
(com(2023) 40 final). Its importance is
underscored in EU primary law. Both Article 28
of the Charter of Fundamental Rights in the EU
and Principle 8 of the European Pillar of Social
Rights establish the need for consultation of
social partners on economic, employment and
social policies, encourage collective
bargaining, and support capacity-building for
social dialogue.

However, in line with general trends, trade
union density in the tourism and hospitality
sector is low. This is particularly due to the high
workforce turnover, and the significant
proportion of non-standard, young and

migrant workers. Tourism and hospitality
workers (including platform workers) are less
likely to be both represented by unions and to
seek union representation. Furthermore,
migrant workers often address their concerns
to NGOs or other actors speaking their
language. Addressing this calls for new
strategic and organisational approaches by
trade unions, as strengthening membership
and mobilisation efforts enables unions to
enhance bargaining power (Dorigatti, 2015).
Unions have pursued a range of revitalisation
strategies to address labour market changes,
uneven representation and unionisation gaps,
while new actors have emerged to represent
precarious workers, developing varied relations
(collaborative, competitive or conflictual) with
traditional trade unions (Meardi, 2021).

New forms of work, particularly those mediated
by digital platforms, raise issues of
subordination and authority, exacerbated by
surveillance technologies powered by Al,
predictive algorithms and mass collection of
personal data. For trade unions, representing
platform workers in the tourism and hospitality
sector might also entail costs to their
traditional membership: there is the fear that
extending their representation strategies to
atypical and informal workers will weaken
employment (Borbély, 2020). Given these
variables and the challenges of digitalisation
on non-standard work, new actors and worker
representation strategies have developed in
the platform economy. The EU Platform Work
Directive (to be implemented by December
2026) captures this variety of actors by
recognising specific rights to representatives of
persons performing platform work other than
workers’ representatives.

Increasing associational power amongst a
highly dispersed workforce remains the key
challenge for enhanced social dialogue in the
tourism and hospitality sector. This means
increasing trade union membership, or, for
platform workers, other forms of workers’
association. Strengthening collective
bargaining at all relevant levels can be
achieved by enhancing unions’ bargaining
capacity, extending bargaining coverage and
reinforcing social dialogue at the national level
through legislative reforms (EFFAT, 2025).



Legal Frameworks

Legal Barriers to Collective
Bargaining

The tourism and hospitality sector's
characteristically fragmented workforce —
seasonal, non-standard, and often on short-
term or part-time contracts — is particularly
exposed to gaps in existing legal frameworks
(Civak, 2024; Papadopoulos, 2022; Ciarlante,
2024). National laws restricting trade union
rights solely to employees with formal
contracts effectively exclude non-standard
workers and their representative bodies from
collective bargaining and legal protection,
creating obstacles to representation and the
advancement of workers' interests. This
exclusion of some workers from the scope of
collective representation contributes to their
precariousness and compounds the
challenges union movements face.

Most European states (including Greece,
Romania, Sweden and the UK) allow for trade
union representation of the self-employed,
whereas this issue is not regulated in other
countries, such as Bulgaria and Portugal
(Eurofound, 2022). Under ILO Conventions 87
and 98, the right to collective bargaining must
extend to the self-employed, temporary, and
outsourced workers. Competition law should
not obstruct these agreements, as the ‘decisive
criterion’ for this right is the imbalance of
power between worker and hirer, rather than
the worker's formal legal status (ECSR, ICTU v.
Ireland).

However, in practice, labour or competition law
often impedes these rights, with only two EU
Member States, Poland and Romania, where
labour law specifically entitles all self-
employed to collective bargaining. Some
Member States (including Greece, Portugal,
Spain and Sweden) allow for collective
bargaining for the self-employed in
exceptional cases: for economically dependent
workers, homeworkers and handicraft workers,
dependent contractors or platform workers.

The rules on competition present an additional
obstacle to collective bargaining for the self-
employed. The CJEU ruling that self-employed

workers are technically ‘undertakings’ (service
providers for remuneration) means their
collective agreements on pay generally fall
under competition law prohibitions (Article 101
TFEU). In these instances, unions act as
associations of undertakings rather than social
partners (CJEU, C-413/13). However, the Court
provides two critical exceptions: ‘service
providers comparable to workers’ (bogus self-
employment) and ‘the Albany exception’,
according to which agreements between
‘management and labour’ aimed at improving
working conditions for employees are exempt
from competition law (CJEU, C-67/96).

In this context, in June 2020, the European
Commission addressed the issue of collective
bargaining for the self-employed (COM (2021)
8838 Final) of their remuneration and working
conditions. In 2022, it established that collective
agreements for solo self-employed persons in
situations comparable to workers — including
platform workers, those working side-by-side
with employees, and economically dependent
workers — fall outside competition rules.
Crucially, the Commission committed to not
intervening where an imbalance of bargaining
power exists between the self-employed and
their counterparty/-ies (2022/C 374/02).

Furthermore, social dialogue might even be
hindered in the case of employees, when the
law sets thresholds for establishing a trade
union at company level or for concluding
collective agreements, leaving employees in
small enterprises out of the scope of collective
representation. Small enterprises and sole
proprietorships are characteristic of the
tourism and hospitality sector, but there are
large cross-country differences. In addition,
sometimes these microenterprises are family
businesses, leaving little room for the
negotiation of conflicting interests.

Despite national guidelines in the countries
covered by the project, no competition
authorities or laws explicitly exempt collective
agreements for self-employed workers.
Consequently, agreements reached by some
non-standard workers in tourism and
hospitality risk being invalidated by
competition authorities. This legal friction
between labour rights and competition law
reinforces the precarity of the sector's large
non-standard workforce.



Interconnections

How Digitalisation, Wellbeing, Social Dialogue and Legal
Frameworks Interact

Digitalisation, worker wellbeing, social dialogue, and legal frameworks are interdependent
elements of a single governance system. Rather than operating in isolation, these dimensions
interact to shape working conditions in tourism and hospitality — at times reinforcing, at times
constraining each other.

Digitalisation’s effects on worker wellbeing are largely mediated through changes in working
conditions, including the intensification of labour via strict performance metrics and the erosion of
autonomy (Rydzik & Kissoon, 2022). Moreover, continuous digital monitoring generates significant
psychosocial risks, including chronic stress, anxiety, and a pervasive sense of dehumanisation,
with direct implications for mental health and wellbeing (Riedel et al., 2023).

Digitalisation also creates significant challenges for social dialogue. Currently, traditional union
structures maintain a rigid dichotomy between employer and employee that fails to account for
the transient and entrepreneurial nature of digitally mediated work (Walmsley et al, 2020).
Furthermore, the implementation of algorithmic management and digital surveillance introduces
forms of control that are often camouflaged by technical complexity, making it difficult for
traditional dialogue structures to address the costs of disputing these practices or specific
workplace grievances (Rydzik & Kissoon, 2022). When unions and employer associations jointly
regulate the labour market, job quality directly improves including fairer pay, more stable income,
and better physical conditions.

Social Dialogue

Figure 1

Working
Conditions

Digitalisation Waorker Wellbeing

Legal Framework: -—)

Figure 1 presents a framework linking social dialogue, digitalisation, working conditions, worker wellbeing
and legal frameworks in tourism and hospitality. It illustrates how digitalisation reshapes working
conditions, how social dialogue mediates and negotiates these changes, and how policy and legal
frameworks enable or constrain governance capacity, ultimately shaping worker wellbeing outcomes.



Conversely, when social dialogue emphasises representation and engagement, it supports worker
wellbeing by prioritising human dignity and security. This means that a socially responsible
industry relies on this equal balance of power to create an environment where workers can thrive.

Policy and legal frameworks serve as fundamental supports and constraints that shape the
governance of digitalisation, particularly regarding privacy, surveillance, and fair algorithmic
practices. For instance, while GDPR establishes broad data protection, specific legislation (e.g.
Article 88) is required to enable social partners to lay down employment-specific rules (Senatori,
2020). As Getman et al. (2023) argued, a legal framework is a necessary condition for social
dialogue, giving unions and employer associations the foundation to bargain effectively.
Furthermore, legal frameworks are vital for protecting worker wellbeing by mandating minimum
standards, rights, and protections.

Ultimately, a mix of legal intervention and industrial relations is required to ensure that
technological progress does not come at the expense of worker dignity. Without supportive policy,
the potential of social dialogue to mitigate the negative effects of digitalisation on worker
wellbeing is severely limited.



The FUTOURWORK Response

How We're Building Evidence and Solutions

These critical issues, taken together and explored through an intersectional gender lens, lie at the
heart of FUTOURWORK. The project is working towards solutions that revitalise and expand social
dialogue to substantially improve worker wellbeing in the tourism and hospitality sector across
Europe.

The project will:

e Create a comprehensive Worker Wellbeing Index, incorporating social, legal and ethical
indicators based on a survey of over 2000 EU workers. This will form the basis of a
benchmarking tool for tourism and hospitality employers to use and evaluate their practices
against industry peers.

e Explore the impacts of digital transformation on wellbeing through interviews and workers’
stories, with a focus on algorithmic management, labour precarity, and the everyday
experiences of vulnerable workers. This includes releasing a documentary via YouTube to raise
public awareness.

e Co-create legal handbooks with workers, making labour rights accessible and actionable.
These will cover workers’ rights, legal frameworks, mechanisms for protection, relevant unions,
and previous case law.

e Through a comparison of national legal and institutional contexts, we will identify where social
dialogue needs reform.

e Compare, analyse, and synthesise legal cases and distributional costs within a database of
knowledge, which will be available to stakeholders beyond the end of the project.

¢ Hold multi-stakeholder meetings across the project countries, to share our findings and begin
the process of dialogue between the stakeholders.

e Launch a digital observatory — an accessible hub for all our research and resources.

These activities present clear steps towards addressing the legal, institutional and technological
challenges outlined in this brief. They will provide workers, employers and researchers with tools to
transform employment conditions and secure a more equitable future for millions working within
this vital global sector. The FUTOURWORK project maintains that everyone deserves decent work
and good jobs make great tourism.

KEY POLICY CONSIDERATIONS

¢ Platforms and enterprises using Al-driven HR systems should provide clear, transparent
explanations of algorithmic decision-making to workers.

Regular, independent audits of recruitment and management algorithms could help identify and
eliminate gender, geographic, linguistic, and socio-cultural biases.

Legal pathways and institutional mechanisms are needed to guarantee the sector’s gig and
platform workers the right to unionise, access collective bargaining, and participate in social
dialogue.



About FUTOURWORK

FUTOURWORK is a Horizon Europe-funded project dedicated to creating a fairer, more inclusive
tourism and hospitality sector through improved representation of workers and more effective
dialogue among employers, unions and governments. The project addresses the digital
transformations challenging the sector, such as increasing gender inequality and job insecurity.

During this time of technological change, FUTOURWORK will provide empowering solutions through
accessible tools and legal resources. Beyond its 3.5-year duration, it will leave a legacy of
enhanced social justice in tourism and hospitality.
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