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Abstract

This dissertation investigates the causes of employee turnover in the food and beverage outlets
of a four-star hotel in Dublin this hotel is referred to as Hotel X throughout the study. The
hospitality industry has been characterised by high turnover levels that are often equated to
unsocial hours and long hours worked, the Irish hospitality industry is no expectation to this.
The high level of turnover has a negative effect not only at a monetary level but also at a morale
level. This dissertation will identify what the former employees of Hotel X deem are the main

reasons employees leave and what caused them to exit the organisation.

A thorough review of past literature is included in this dissertation; this includes the opinions
and findings of academics and past researchers on the topic of employee turnover. Coupled
with this a mixed method approach is applied to gain a rounded and in-depth view of the case.
The dissertation not only delves into the causative factors of employee turnover from the
perspective of former employees but also suggests what can be done to reduce the turnover of
this property or a similar property, the dissertation also goes on to suggest in what other areas

a similar case study could be conducted.
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Chapter 1: Introduction

1.0 Introduction

The author accepts that staff turnover in Dublin and Ireland has been researched. Both Kirwan
(2014) and Tiwari (2015) have investigated the factors leading to or affecting staff turnover in
the Irish hospitality industry, furthermore Kwan (2014) explored the aspect of staff turnover
within cafes and restaurants in Dublin’s city centre. Although turnover within the hospitality
industry has been researched, to the best of the author’s knowledge a case study has not been
undertaken on the F&B (Food & Beverage) outlets of an Irish Hotel. This study will not only
focus on the issues that cause employee turnover within Hotel X but will focus on what the

former employees deem the issues to be to have made them and others exit the organisation.

1.1 The Hotel

The Hotel is one of the largest hotels within the city limits of Dublin, with a busy F&B
operation in both its front of house outlets to meetings and events. Hotel X was recently
rebranded and the moved from one large chain of hotels to another. There are multiple other
properties which are part of the same chain and also other hotel chains within a short distance
of the hotel which place it in a very competitive market. The workforce is comprised of both

national and international employees, with many of the F&B employees studying and working.

1.2 Title of the Study

The title of the research is as follows: “The Perceptions of Employee Turnover from the
Viewpoint of Former Food and Beverage Front of House Employees: A Case Study of a 4-

star hotel in Dublin.”
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1.3Purpose

The primary purpose of this study is to determine and understand the causes of employee
turnover are within Hotel X’s F&B outlets. This paper will investigate staff turnover push and
pull factors from the point of view of the staff. A mixed method approach was adopted for the
collection of data. The author aims to target F&B front line staff in the data collection process,
the aim of this approach is to identify what caused staff to leave. Surveying past staff will help
identify the trends that contributed to them vacating the position. The aim of understanding
past and current trends in turnover is to help develop an insight into the topic and determine

what measures can be taken to improve employee retention.

1.4 Rationale

The author has worked in the hotel industry in multiple regions of the world and has observed
that, no matter the region where the hotel is located, staff turnover was high and this was
especially true of the F&B outlets. This did not change in the different F&B outlets, whether
it was C&B, bar and restaurant or room service, they all suffered from high employee
turnover. Recognising this as a leading concern in the industry and a cause of frustration to
supervisors and managers, the question arose as to what could be done to identify

contributing factors and reduce the turnover.

1.5 Significance

The significance of this research is that it will allow the researcher and the intended audience
to understand the issues that staff identify as having caused them to end their employment at

the F&B outlets. Identifying these reasons will give Human Resources and F&B Managers in
Hotel X, Dublin, and hopefully further afield, an understanding and insight into the main

reasons for high staff turnover, from to viewpoint of the staff.
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Chapter 2: Literature Review

2.0 Introduction

The following chapter will explore the current literature in the subject of employee turnover.
The chapter will review and evaluate the literature in relation to the research questions of the
paper and factors that academics suggest contribute to employee turnover in the hospitality
industry along with other industries. The chapter will begin by explaining and defining
employee turnover and explaining the classifications of employee turnover. The second section
in this chapter will explore the causes of employee turnover as compiled and understood by

academics in the area of employee turnover. Although this paper is focusing on a single hotel
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property the following chapter will be evaluating and critiquing literature from the hospitality
industry and this will include literature based on an array of businesses such as hotels, hostels,

bars, nightclubs, lodgings and more.

2.1 Definitions

Employee turnover is defined by Armstrong (2012) as the rate that employees exit a company,
Robbins et al. (2010) expand on this and defines turnover as “the voluntary and involuntary
permanent withdrawal from an organisation” this data is usually collected over a set period and
conveyed as a percentage to the total number of employees (CIPD 2017). Davidson et al. (2010)
highlight that employee turnover has been a cause for study from as early as 1958 as seen in
the works of March and Simon. Lee et al. (2012) go on to explain that many past studies on
employee turnover have highlighted that organisational commitment and job satisfaction are
two of the major contributing factors to turnover.

Louden (2012) suggests that employee turnover can create a negative knock-on effect on those
still employed in the organisation and influence their decision to leave. Thus, reducing the
turnover can affect the workplace environment and employee attitudes. Mills-Senn (2016)
suggests that employee turnover has become a taboo subject and has developed a negative
reputation. Mills-Senn argues that organisations need to accept a certain level of turnover and
moreover that it should be expected. Mills-Senn continues by suggesting that it is unexpected
turnover that causes issues for an organisation. Furthermore, Habib (2015) identifies that not
only are certain levels of turnover unavoidable but that they can be advantageous to the
organisation as it can allow for a new perspective within the organisation from those joining
the workforce. Not only will a certain level of healthy employee turnover allow for new
standpoints but, according to Carbery and Cross (2013), it will help diminish groupthink within

the workplace.
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One of the most vital assets to an organisation is the staff (Darlington, 2002). Without the
workforce production will cease and services will come to a standstill. Additionally, Baker
(2008) states that “human — capital is the critical ingredient in any business and is often the
difference between success and failure.” Not only must organisations compete within their
respective industry for employees but now it must compete with other industries as cross
industry competition has developed to employ and retain staff. Miller (as cited in Sutherland,
2001) explains that Hotel Food and Beverage outlets are no exception to this. Furthermore,
high staff turnover has a direct financial impact on the organisation, such as cost of advertising
for vacancies and training of new staff are incurred. Mitchell Holtom and Lee (200); Erturk

(2014).

Not only does high turnover have a financial cost to the organisation but can affect the business
operation. According to Hughes and Rogue (2008) high employee turnover can lead to a loss
in knowledge, leading to a potential loss in competitive advantage.

The following literature will be used to build a base for this paper; the paper will focus on Hotel
X and therefore is distinctive from other studies as there has not been a case study conducted
on employee turnover on any hotel in Dublin. As this paper is the first case study on employee

turnover based on an hotel in Dublin, it will be the benchmark for other case studies of this

type.

2.2 Turnover in Irish Hospitality

The hospitality industry is one of the largest employers in the Irish economy according to a
report released by the Department of Transport, Tourism and Sport (2017). In 2016 the

industry supported a total of 220,000 jobs with 148,000 of these being direct employment. Tim

S5|Page



Fenn, of the Irish Hotels Federation (IHF) states that “almost 60,000 of these jobs in the hotels

sector alone” (IHF 2017).

Employee turnover is inevitable and according to Taylor (2002) the employer must face up to
this fact. Although this is the case, Mullins (2001) identifies that employee turnover within the
hospitality industry is higher than other sectors leading to what Taylor highlights as a costly
factor to the business and goes on to suggest that employers should attempt to reduce it. The
Irish tourism sector is no exception to employee turnover, the IHF identified employee turnover
as a cause for serious concern as far back as 1996 (Farrell 2001). Wickham et al. (2008) explain
that the hospitality sector suffered from high turnover during the boom due to employees
having a large pool of employers to choose from, Roche et al. (2011) highlight that employee
turnover was reduced after the boom as employees had less organisations to choose from due

to downsizing and company closures.

The IHF (2017) suggest that many hotels pay employees minimum wage and cannot afford to
increase pay scales as it would drive hotel rates up and thus would be a disadvantage for Irish
tourism businesses competing internationally as the Irish minimum wage is the second highest
in the European Union. Although the IHF argue that it is necessary for Irish hotels to pay
minimum wage to remain competitive internationally, O'Halloran (2017) highlights that Irish

owned hotel companies are paying out massive bonuses to the CEO and other executives.

2.3 Turnover Classifications

Allen, Bryant and Vardaman (2010) state that “Although there may be shared characteristics
and outcomes associated with each incidence of turnover, there are different types of turnover,

each with its own implications.” As previously highlighted, Robbins et al. suggest there is
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voluntary and involuntary turnover within an organisation. Taylor (2002) expands on this and

suggests that turnover can be divided into four classifications:

2.3.1 Push Factors

Nair et al. (2016) explain that push factors are internal reasons that may lead to employee
turnover, Kinicki et al. (2002) introduce the five push factors within an organisation; pay, job
satisfaction, relationship with co-workers, supervisory relationship, and promotion
opportunities. These subcategories are referred to as the JDI. Hofhuis et al. (2014) expanded
on the subcategories of the JDI and included personal functioning and organisational culture.
All push factors leading to employee turnover can be grouped under the JDI expanded

classifications (Hofhuis et al.)

2.3.2 Pull Factors

Mano-Negrin, and Kirschenbaum (1999) clarify that pull factors of employee turnover are the
external reasons employees may leave the organisation. Pull factors have a greater impact on
employee turnover in a loose labour market as there is a larger selection of employment
opportunities rather than when there is a tight labour market Hunt and Rasmussen (2007).
According to Lockyer and Scholarios (2004) hotel employment is a very transient sector and
has a constantly changing workforce. Williams et al. (2008) argue that even in a tight labour

market pull factors are still present in the hotel sector as it is transient.

2.3.3 Unavoidable Causes

Taylor explains that unavoidable causes can lead to employee turnover. Taylor (2002) also
goes on to explain that these causes cannot be anticipated by either the employer or employee.
Unavoidable causes include reasons such as death and illness.
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2.3.4 Involuntary Turnover

Involuntary turnover is often viewed as a person being fired from an organisation, but it can
also be that an organisation is forced to lay off employees or that the organisation is closing
down (McDonald 2011). Taylor (2002) explains that as involuntary turnover is forced and
usually due to layoffs, therefore it is surrounded by negative connotations and can often lead

to the individual struggling for future employment.

2.4 Causes of Turnover

Torrington, et al. (2011) explains that there are multiple reasons for employee turnover within
organisations such as dissatisfaction with current job role, pay or other team members. Edwards
and Rees (2011) expand further on this point, outlining that the cause is voluntary turnover it
can often be due to the organisational culture not being aligned with the values of the
employees. According to Griffeth and Hom (2001) clarify that it can be difficult but not
impossible for an organisation to reduce turnover caused by outside factors; they go on to
suggest career breaks and flexible working contracts to help reduce turnover as it allows the
employee to have discretionary time and a better work life balance, they go onto explain that

flexible contracts portray less rigid employers.

Research conducted by Poulston (2009) about the workplace in the hospitality industry

suggest that motivation of employees within the sector is affected by remuneration, working
conditions, relationship with their subordinate and the work-life balance. Thus, according to
Poulston, when these motivators are having a negative effect they can lead to high levels of
turnover. In line with this Connolly and McGing (2006) suggest that managers in hotels and

in the hospitality sector need to not only to meet the needs of the customers but to also meet
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to needs and expectations of the employees in order to build and maintain a successful
business without this they go onto explain that there can be no business as there is a need for

strong employees to deliver a product or service.

2.4.1 Work Life Balance

Greenhaus et al. (2003) describe work-life balance as the degree to which an individual is
equally content with their work and family role; this satisfaction is not just measured by time
spent between both work and home. One must understand this as Poelmans et al. (2008) explain
that using the word balance can lead to confusion as it suggests both components (work life

and personal life) are in equilibrium

The concept of work-life is a relatively new concept. Crompton and Lyonette (2006) highlight
that it has come to the forefront of HRM and since the end of the 20th Century it has developed
and gained traction, coupled with this Lockwood (2003) explains that the phrase work-life
balance was coined in 1986. According to Deery (2008) work-life balance has been an issue
for a long time and suggests that it is the label of work-life balance that is relatively new. Deery
suggests that emotional and physical exhaustion and stress have evolved into what is now
known as work-life balance. In line with Deery’s explanation Lockwood highlights that
organisations have been aware of the issue of work-life balance since the early 1900’s altering
shift work to increase morale thus increasing productivity. Although these alterations were

made to increase productivity it acknowledged the need for a balance.

Hardy and Adnett (2002) explain that historically work-life balance has been viewed as an
issue predominantly geared towards the female workforce. Both Lockwood and Lewis &

Gruyeére (2010) bring to our attention that work-life balance schemes in organisations were
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adopted and developed for women with children. Kalliath and Brough (2008) conclude that
prior to work-life balance it was known as work-family balance and progressed to include all

employees notwithstanding those with or without family obligations.

Agarwala (2009) suggests that organisations should focus on ensuring they are offering a work-
life balance for employees as Agarwala goes on to suggest to actively listen to employees
requests off and to be flexible with their schedule where possible. Agarwala explains this will
lead to employees who are more productive and committed to the organisation. Blomme et al
(2010) explain that poor work-life balance is common in the hospitality industry as many of
the hours of operation are deemed unsociable working hours. Buick and Thomas (2001)
suggest that working these unsociable hours coupled with having a poor work-life balance leads
to burnout among front of house employees and thus leading to high employee turnover. Buick

and Thomas explain that this is more so a factor in F&B and FO operations.

2.4.2 Reward and Benefits

Torrington et al, (2011) highlights that providing benefits and rewards to employees can help
reduce the level of turnover in any organisation, although they continue to suggest that benefits
and rewards can also have an adverse effect and contribute to employee turnover. Rewarding
good performing employees evokes a feeling of appreciation and increases the connection that
employees have with the organisation thus reducing the employee turnover rate (Armstrong,
2012). Contrary to the view that Armstrong puts forward, Lytle (2016) suggests that benefits
and rewards are factors in enticing employees to seek employment with an organisation but
goes on to explain that both benefits and rewards have less effect on maintaining the

employee's’ interest in the organisation.
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2.4.2.1 Financial Rewards
All Irish employees are entitled to a financial payment for employment; according to

www.citzensinformation.ie (2017) as of January 2017 the minimum wage in Ireland has

increased to €9.25 an hour. Chauvin and Ash (1994) explain that a wage or salary does not
contend as a financial reward and go on to highlight that financial reward is in fact a bonus,
usually based on the performance. Tiernan et al. (2006) highlight that there are many types of
payment schemes and these include merit rating, flat rate + individual or group payment based

on results and profit garnishing.

Merit rating

Tiernan et al. explain merit rating as a scheme as implemented usually based on the
performance of the employee against a set of objectives. They go on to explain that these
systems are a good measure of positive performance but can be difficult as a measure of overall

performance and individuals can manipulate the system.

Flat rate + individual or group payment based on results

Tiernan et al. go on to explain that this scheme is one of the more popular schemes used by
organisations and highlight that a scheme like this is often good for motivation. Miller (2009)
suggests especially that in the hospitality there can be an inequality in work done and pay-out

on an individual basis.

Profit garnishing

According to Tiernan et al. profit garnishing is a system used to share the profits of an

organisation, usually given in as a financial bonus or company shares. Long (2009) explains
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that it is often upper management and executives that receive bonuses based on the profits of
the organisations as Percival (2017) highlights is the case in the lIrish hotel industry as
previously shown by O’Halloran (2017). Although this is the case that it is often upper
management and executives that receive the bonuses Mulligan (2017) explains that bonuses
like this are seen as the executives have been integral to the growth seen in hotel companies

such as Dalata who saw profit after tax figures grow 1000% in recent years.

There are various theorists such as Maslow, Herzberg and VVroom who that suggest individuals
are motivated by more than just money and financial gain and go on to outline how an

individual can be motivated by non-financial rewards.

2.4.2.2 Non-Financial Reward
According to Tarrant (2009) non-financial incentives have seen a growth in the hospitality as

a cost-effective way for organisations to keep their staff, in line with this Connolly and McGing
(2002) clarify via research that non-financial rewards are common in hospitality organisations
based in Dublin. Connolly and McGing go onto explain that many of these non - financial
rewards include reduced hotel rates, reduced rates in F&B outlets and health schemes. Ho et
al. (2009) explain that the hospitality industry along with other industries offer many non-
financial rewards for employees such as discounted rates, access to healthcare at a reduced rate
and health focused incentives such as subsidised gym memberships.

Whitaker (2010) explains that non-financial rewards are awarded to employees for loyalty
and/or performance. Whitaker goes on to explain that non-financial rewards are not to be
confused with incentives to perform or to reach certain targets. Baron and Maxwell (1993)
continue on by highlighting that non-financial rewards may not necessarily need to be in form
of a materialistic item and suggests that non-financial rewards can include rewards as simple

as praise for a good job or being nominated for employee of the month or a similar scheme.
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Baum (2008) suggests that non-financial rewards can include the sharing of ideas and
encouraging employee to exchanged views and knowledges. Baum goes on to say that this only
creates a reward when acknowledged and praised. Whitaker suggests that employees who are
paid the market level or below the market level can often make a decision to stay or leave an
organisation based on the non-financial rewards they receive and goes on explain that a mix of

both financial and non-financial reward are referred to as total reward.

2.4.2.3 Total Reward
Reilly (2010) suggests that the concept of total reward dates back at least to the 18th century

but suggests that it was based on the relationship of the employer and employee. Reilly goes
on to explain that total reward has evolved into “an employer-driven, one-sided rather than

mutual concept.” (Reilly, pp. 48 2010).

According to Mansbach (2009) total reward is a key concept for attracting and retaining the
best staff from line staff to executives, Mark Scane in a letter to Employee Benefits Magazine
(2009) elaborates on this point of view and explains that one tool of total reward is to offer a

salary and payment/subvention for employee education.

In keeping with Crompton and Lyonette (2006) view that work-life balance has become a
prominent issue and Buick and Thomas (2001) suggestion that work-life balance has a major
effect on turnover in front of house departments of hotels, Perrin (2009) proposes that
organisations adopt work-life balance programmes as part of their non-financial reward for

employees.
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Employees should have the opportunity to select what their total reward package or at least
have an input (Sullivan 2009), Mansbach expands on this and suggests that total reward
systems should include training and education in their non-financial benefits package which is
fundamental to career development and can impact on team development through effectively

reducing turnover.

2.4.2.4 Benefits
Armstrong (2012) explains that benefits can play a large role in reducing staff turnover and

keeping staff as benefits in hotels include staff meals, reduced hotel rates and reduced prices
in F&B outlets of the organisation. Massey (2009) suggests that taking away any benefits
creates turmoil in the workplace and will lead to the loss of the best employees, along with this
Lytle (2016) suggests that benefits are factors in enticing employees to seek employment with
an organisation but goes on to explain that benefits are less effective at maintaining the
employee's’ interest in the organisation as similar organisations will offer the same or similar

benefits with the potential of better working conditions and pay.

McMullen-Coyne (2004) explains that benefits are not always lower value items such as
discounted room rates and meals but can include high value items such as private healthcare
and/or pension schemes. These high value parts of the total benefits package can play a large
role in reducing potential turnover. Pine and Qi (2004) explain that changes to benefits often
occur when the organisation changes hands and can lead to a mass exodus as employees.
Gladwell et al. (2010) outline that employees’ benefits are an important tool for any
organisation as they impact on employee satisfaction, as was previously highlighted. Lee et al.

(2012) suggest low job satisfaction is a major contributor to employee turnover.
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2.4.3 Training and Development

Both training and development impacts on job satisfaction in an organisation and if sufficient
training and development is not provided for employees it will lead to staff turnover (Poulston
2008). Not only does Edralin (2004) confirm this but also goes on to explain that training and
development are key components in gaining competitive advantage is also regarded by
employees as recognition and value of them by the organisation. Edralin also goes on to explain
that the employees have the opportunity to use the training to deliver a high standard of service.
Mitchell and Zatzick (2015) highlight that training and development can come from a team
member and that underutilisation of a team member’s knowledge as part of the training and

development function can be detrimental to the growth of an organisation.

2.4.3.1 Training

Huang and Su (2016) explain that training is a planned attempt by an organisation to help the
employees learn and develop their job-related skills, knowledge and competencies. Buick and
Muthu (1997) suggest that it is difficult to complete training in front of house operations of
hotels as there is a constant demand for service and managers often do not have the time to
complete on-the-job training. Although this is the case in many hotels Costen and Salazar
(2011) concluded, as a result of their research, that employees who are given the chance to train
and develop in the workplace are more likely to be satisfied in their position and thus more

likely to stay with the organisation.

Knipp (1996) acknowledges that there is often not enough time for adequate training in a hotel
setting and develops this by suggesting it is often the case that middle managers seem to be the
ones who are unwilling to pursue the training, however, they are also required to implement

costs cutting measure which include reducing hours, thus making it difficult for them to
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conduct on-the-job training. It is these front-line employees who are responsible for carrying
out the daily tasks required to fulfil the customer's needs so it is imperative that they receive
the training needed (Elnaga and Imran 2013). With this in mind, Garg and Rastongi (2006)
explain that the employees must communicate with their superiors and suggest what training
is needed, although employees may communicate their training needs Patrick et al. (2011)
suggest that training may not have the desired outcome for both parties as the program may be

poorly designed or those involved in the training may be disinterested.

2.4.3.2 Career Development

Although Das and Baruahm (2013) suggest that career development can lead to high levels of
job satisfaction and in turn contribute to improved performance and likely to reduce turnover
levels Gargan’s (2016) research shows that the lack of career development can be a contributor

to work-related stress and thus lead to employee turnover.

Baruch and Leeming (2001) explain that there is a link between education and career
development in the hospitality industry and that having an education in the area helps
individuals develop and have the possibilities of career advancement. Although this is
suggested Ruddy’s (1998) research found that for career development a college education and
third level qualification does not necessarily contribute to promotional opportunities, and
suggests it is more so the individual’s personality and personal attributes that will allow them
to progress in the industry. Harper et al. (2005) acknowledges this and presents an argument
that formal education does not contribute to immediate career development but that it aids in

the career journey to a general manager and director positions.
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Akrivos et al. (2007) explain that although career development or advancement is often linked
with promotions, individuals may not be motivated by pay as they are focused on their careers.
We are reminded that career advancement can include “a change between different
departments, a promotion to an upper position, and a shift to the centre of an informal

community within the same organization” (Yamashita and Uenoyama 2006, p.231)

2.4.4 The Generational Factor

McCrindle and Wolfinger (2010) explain that it is important to know and understand the
different generations and for an employer to understand what motivates them. They go on to

explain that the generations are divided into;

o Baby Boomers (1946-1964)
e Generation X (1965-1979)
o Generation Y (1980-1994)

e Generation Z (1995-2009)

McCrindle and Wolfinger go onto explain that each generation differs as they are influenced
by the world around them, including political issues, current music trends and changes to
culture. Drewery et al. (2008) explain that five generations will be working side by side at any
one time in an organisation and according to Gibson et al (2009) the core values of each is the
same, a want for health, security and family. With that being said, there are differences and as
organisations are facing this diversity of needs, they need to be aware what Generation X and

Y want from an organisation as they will make up the core of the employees. (Jifi, B. 2016)
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With generation X and Y making the core group of employees, Canaan Messarra et al. (2016)
explain that both view the employer very differently with X having a loyalty to the organisation
and Y having more of an interest in their own self rather than the good of the organisation.
Canaan Messarra go on to explain that generation Y often seek gratification in the workplace
and acknowledging this may actually lead to reducing the turnover of generation Y employees.
With many of those in senior roles or in managerial roles from generation X or the Baby
Boomers, there is a lack of understanding of what motivates generation Y employees

(Greatwood, M. 2016)

Darga (2012) explains that it is actually the generational divide that is causing the largest divide
in society not the gender divide, racial divide or even the religious divide as these are all sub-
sets of the generational divide. Darga goes on to explain that organisations must recognise this
and bring the generations together. The biggest divide in the hospitality sector with generation
X and Y is the issue surrounding respect given to management and senior employees explains
Davidson et al. (2011) who on to explain that generation X give respect automatically to senior
employees whereas generation Y employees often express the view that respect must be

earned.

2.4.5 Subordinate Relationship

According to Kaye and Jordan — Evans (1999), managers and supervisors alike have one of the
most important roles in retention of staff but rarely realise this and they often become one of
the reasons staff might leave thus having an effect on the turnover levels. Taylor (2002)
expands on this and suggests that employees view the subordinate relationship as the most
important relationship within the organisation and thus a non-existent or negative relationship

can lead to employee turnover.
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The relationship between an employee and their direct supervisor or manager is crucial and
when this relationship is a negative relationship it will ultimately lead to the employee leaving
(Nuttgens and Chang 2013). Brahman (2005) shows this to be the case in his study “Why they
Left” (Appendix 1), as can be seen, 6 of the 19 reasons were due to the relationship with
supervisors or managers these 6 reasons combined equate to 33% of the turnover. Milman
(2001) adds to this and suggests that supervisors and managers often look to training, pay
increases and promaotion as a means to combat a dissatisfied workforce and to reduce turnover.
Milman goes on to imply that these are temporary remedies for the issue that managers and
supervisors must maintain a close relationship with employees to understand their specific
needs. Lawler and Finegold (2000) support Milman’s suggestion by bringing to our attention
that each subordinate relationship is complex and they all differ due to the characteristics of

both involved in the relationship.

Supervisors and managers will often have a stronger subordinate relationship with a
subordinate of the same race, religion or sex (Suazo et al. 2008). Suazo et al. go onto express
the importance of managers and supervisors realising this in order to combat favouritism
among subordinates. Research conducted by Branham (2005) shows that of 3,149 employees
he discovered that the reasons employees left the organisations totaled to 67, and of the 67
reasons 57 were reasons that could have been avoided. Branham goes on to suggest that if the
subordinate relationship had been developed it would have had the effect on reducing the

turnover.

Robert et al. (2016) explain that the results they came across from their study of more than 200

subordinate relationships that when the relationship is positive it creates a high level of job
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satisfaction and reduce the employee turnover as employees can create a dialogue with

supervisors and managers when any issues or problems arise.

2.4.6 Job Satisfaction

Kara et al. (2012) suggest that job satisfaction is made up of working conditions, relationship
with managers, career opportunities, work life balance and compensation. Anonymous (2013)
explains that it was none of these that topped a poll conducted by Samaritans on employee
satisfaction; it was a positive relationship with colleagues on satisfaction in the workplace, in
line with this Gaffney (2012) states that “workers are more interested in job satisfaction than

money’’.

According to Judge et al. (2009), job satisfaction can be referred as plural, job satisfactions.
Judge et al. go on to explain that there are many facets of a job that can lead to satisfaction, an
employee may not be satisfied with all aspects of their employment’ but the areas they are

satisfied may outweigh the areas they are unsatisfied.

Geilich (2003) suggests that job satisfaction is closely linked to the generational factor and that
many of generation Y are not as satisfied as they want to be challenged and there is an attitude
that their jobs become boring or the same. Shellenbarger (2013) explains that ultimately job
satisfaction depends on a number of factors some that can be controlled and others that cannot
be influenced by the employer. Shellenbarger explains that many organisations conduct
training on how to improve employee attitudes or give employees access to break-out and

relaxation areas and to structured support such as meditation, mindfulness and yoga.
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Although organisations are actively trying to increase job satisfaction Shellenbarger highlights
that it can be dependent on one's genetic makeup and states that “People with a certain type of
dopamine receptor gene, which has been tied to risk-taking, weak impulse control and attention

deficit disorder, tend to be less satisfied with their jobs” (Shellenbarger, S. 2013)

2.5 Conclusion

Employee turnover occurs in all industries and in all organisations. Employers must understand
that a certain level of turnover is inevitable and desirable, and that they cannot stop all
turnovers. The literature suggests that there are many reasons for turnover and many authors
explain that acknowledging these reasons can help reduce the unwanted turnover. Many studies
on employee turnover have taken place and as Davidson et al. (2010) explain, many of these
studies are from the organisation or the industry perspective. This study will investigate the
causes of turnover from the viewpoint of employees who have already left the organisation. It
will explore their reasons for leaving, including what either pushed or pulled them from the
organisation. The majority of literature explains that the strongest asset of any organisation is
the employees, thus understanding why they leave is crucial to reducing turnover levels and in

turn improving the business.
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Chapter 3: Research Objectives

3.0 Introduction

This paper “The Perceptions of Employee Turnover from the Viewpoint of Former Food and
Beverage Front of House Employees: A Case Study of a Four - star Hotel in Dublin”, will focus
on three research objectives in support of its overall aim which is:

(a) to gain an understanding of the reasons for staff turnover in hotel F&B outlets, and

(b) to use this information to suggest ways to reduce the staff turnover in the F&B outlets of

Hotel X.
Research Objective 1

The first objective of this paper will seek to identify why employees choose to leave the
selected organisation. The paper will focus on the employees’ perspective on what caused them
to leave. The author will collect the information by surveying past employees and undertaking

interviews with 5 of the survey participants.
Research Objective 2

Upon identifying the reasons for employee turnover, this information will be used to highlight
the root causes of high and unwanted staff turnover. With this information, the author intends
to identify how hotel management can implement strategies on staff retention and reducing

turnover.
Research Objective 3

The final objective is to publish the paper and give similar hotels in Dublin and farther afield

access to the information gathered so as to support them to implement staff retention strategies.
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Chapter 4: Methodology

4.0 Introduction

As outlined, this paper will focus on carrying out an in-depth review into F&B employee turnover in
the selected four-star hotel in Dublin. By identifying the causes of turnover, from information gathered
from former employees, the hotel can implement staff retention strategies that will decrease the annual
turnover percentage rate in each F&B outlet which currently stand at:

1. Restaurant (87.17%)

2. Bar (160%)

3. Room Service (125%)

4. Conference and Banqueting (123%)

5. Ballroom Bar (88%)

To achieve the employee turnover rate for a measured period it is necessary to;

a. Combine the number of employees at the beginning and the end of the period
b. Divide a. above by 2 to obtain the average number of employees throughout the period.
C. Starters and levers within the period are to be divided by the average number of employees

throughout the period (as identified at b. above).

The researcher calculated the percentage turnover rate as follows:
R =S/((B + E)/2) X 100, where:

R =% Turnover Rate

S = Starters &amp; Leavers within the period

B = number of employees at the beginning of the period

E = number of employees at the end of the period

X100 = to obtain the percentage
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To achieve an understanding of the reasons for staff turnover at Hotel X, a mixed approach was used in
this study. It was deemed appropriate to use both qualitative and quantitative methods to:

1. collect basic profile data such as age, gender, position held and length of employment

2. undertake an in-depth survey with 5 of the research participants to gain an understanding of the

major influencers relating to their decision to leave their employment with Hotel X.

The following chapter explains the data collection methods that have been selected for this paper and
also identify the focus of the study. The chapter also includes explanations on any biases that arose, any

limitations to the study and ethical considerations in conducting the research.

4.1 Research Philosophy

Saunders et al. (2016) explain that research philosophy refers to the growth or increase of
knowledge and the use of that knowledge to develop an idea or a philosophy. Research
philosophy is a term commonly used by academics and researchers relating to how the relevant
data should be obtained and analysed to come to a conclusion or a finding. The research
philosophy adopted by an author incorporates certain assumptions about the perspective that
an author may have of the theoretical or research world, these assumptions will aid in
establishing the strategy, relating to conducting the appropriate research. (Saunders, M. Lewis,
P. and Thornhill, A. 2016). Guba and Lincoln (1994) explain that there are three research

philosophies these are Ontology, Epistemology and Methodology.

The Ontology philosophy focuses on the nature of reality, Veal (2011) explains that dimensions
such as positivist and interpretive will affect the end data. In a positivist paradigm, a researcher
considers that the study is seen as by them, although in interpretive and comparable approaches
the view of the researcher is indulged, priority is placed on the perceived realities and views of
those being studied (Quinlan, C. 2011). Ontology centres around comprehending on how
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certain situations or topics come to be and what the driving forces were to create these situations

or topics.

The Epistemology division refers to the link the researcher has with the subject of study, similar
to the ontology branch the contrast in epistemology is clearly observed amid the positivist and
interpretive viewpoints (Williams, M. 2001). Veal (2011) clarifies that positivist researcher
will “adopt an objective, distanced stance” and that the interpretive researcher “is more

subjective and engaged with the subjects” (p.30)

Finally, the Methodology branch refers to fashion that knowledge is established and how the
understanding is gained (Veal 2011). Reason (1988) explains that the methodology philosophy
follows a course of rigid, coherent steps to make sense of the research. Veal proposes that
methodology is not applicable to hospitality as a controlled experiment is mostly undertaken
with methodology and thus cannot be applied within hospitality situations as the research

cannot be controlled by the researcher.

In addition to the three mentioned philosophies proposed by Guba and Lincoln, Heron and
Reason (1997) propose a fourth philosophy — axiology - the study of “values and ethics within
the research process” (Saunders et al., 2016, p711). Veal (2011, p.33) states that “leisure and
tourism researchers are generally all using a combination of theory and empirical evidence to
draw conclusions”.

As this paper is a study of employee turnover in the F&B outlets of a four-star Dublin hotel it
is related to the leisure and tourism industry, therefore according to Veal, a combination of

philosophies may be applied.

25| Page



4.2 Method

The author has selected a mixed method approach for this research. Prior to the selection of
this approach both qualitative and quantitative approaches were considered. The author
reviewed whether anything would be done to participants that could affect the outcome and/or
if there could be any intervention or manipulation of a variable to provoke a measurable result.
As the author identified neither would be the case, the study will be descriptive non-
experimental. Teddlie and Tashakkori (2009) highlight that many authors argue that
quantitative is best suited to a certain topic and that qualitative is best suited to other topics.
They further suggest that there is no either/or in research and that researchers are increasingly
adding to the misconception that there is a divide in the research types thus stopping researchers

from utilising both to build a whole picture of the topic.

The focus of this research is based on a single hotel property. Thus, it is case study of a four-
star hotel in Dublin. Originally the author opted to use a quantitative approach for the collection
of data and when a large volume of data is collected with a narrow subject, one should quantify
the raw data to portray the results (Eddington, D. 2002). A choice to collect data via qualitative
or guantitative approach was not made but was the result of other choices such as to change

the research topic from multiple properties in Dublin to conducting a case study on Hotel X.

4.3 Sample

The target population for this research is all front-line F&B staff who had previously worked

at the selected hotel and who had exited the position by choice. Upon circulating the survey
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the author also invited candidates to participate in a more in-depth interview, this allowed the
interviewees to self-select themselves rather than being selected by the author. This was done
to eliminate any prejudice, favouritism or bias. The author will take a sample from the target
population and the data gathered from this sample will represent the population as a whole.

Non-—probability sampling will be utilised as the author will be surveying those that the author
has access to via connections in the hotel industry, connections both in management and front-

line F&B staff will be used.

The sampling approach used for this paper was a mixed approach. To begin with the author
will use a convenience sampling approach and aims to develop this into snowball sampling.
This will give the author a broader reach within the target population. The author aims to
receive 50 responses to the survey sent out and to have 5 of those respondent’s volunteer to be

interviewed

4.4 Data Collection Procedures

To achieve accurate and decisive results the author commenced on a variety of data collection
methods. All data collected was primary information as there was no previous research into the
causes of staff turnover in F&B at Hotel X. To identify the staff turnover percentage rate at
Hotel X the author inspected the roster of each F&B outlet, comparing the roster of the first
week in January 2017 to the roster of the first week in January 2016. This allowed the author

to identify the outlet with the highest level of turnover.

After completing the data collection on staff turnover, the author circulated a survey to those
former Hotel X F&B employees. The survey questionnaire was tailored to the target audience

and developed with input from two former employees of Hotel X, who will have received
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feedback on the results. This allowed the author to develop a survey that would feedback factual

and unbiased findings.

Those completing the survey were given the option to participate in interviews to allow the
author gain a greater understanding of their reasons for leaving. The use of a survey allowed
the author to have access to former employees who were further afield and otherwise would

not have been able to contribute to the research.

The use of the survey also allowed the author to collect the relevant information and obtain the
facts and figures that were required to complete to research, the information was precise and
clear-cut. This allowed the collection of data to be efficient and easily understood; moreover it

was also cost effective, both in developing and circulating the survey.

Following on from the survey, as previously mentioned, the author included a note on the
survey inviting participants to be interviewed. This option gave the author an opportunity to
collect more in-depth information on other and broader issues that caused employees to leave.

This allowed the author to build a bigger picture on the subject.

4.5 Pilot Testing

Prior to releasing the survey, a pilot test was carried out with the two former employees who
helped develop the survey. The pilot test was also administered to others working in the hotel
industry but who have not or do not work in Hotel X. The pilot test was carried out via

www.surveymoneky.com The responses allowed the author to ascertain if the selected data

collection method was appropriate and if it was viable and reliable as a method.
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4.6 Ethical Considerations

Prior to beginning the research, the author obtained permission from the Deputy General
Manager of Hotel X, see attached Appendix 2. This was obtained to give due regard to the fact
that the author would be interviewing former employees of Hotel X and the fact that

Hotel X agreed to provide employee roster information to compile turnover levels.

All interview participants were given an information leaflet that outlined the objectives of the
research and why they were asked to take part (Appendix 3). This was distributed to all
participating interviewees as they could then be aware of how the information would be
applied. All interviewees were also required to sign a Participant Consent Form that was

contained within Appendix 3.

All the data collected via the survey was on a confidential basis and all those surveyed were
made aware of this at the beginning of the process. Participants were asked not to include their
names on the survey to ensure that all information was anonymous, this also allowed

participants to complete the survey truthfully.
4.7 Biases and Assumptions

As the author has worked in the hotel industry, and more specifically in food and beverage
departments, awareness of own assumptions and bias around the issue of employee turnover is
critical. The author is approaching this subject with the understating that any opinions or bias

held may be incorrect.

29 |Page



4.8 Limitations of the Research

All research has limitations and this paper is no different. As the author conducted the research
limitations arose. Originally, the author planned to conduct a study of multiple hotels and
collect all data via quantitative methods. One of the greatest limitations identified was the time
constraints. The author and those involved in the research work in the hospitality industry
which of its nature requires unsocial hours working which was an impediment to data
collection. Due to this limitation, the author altered the research to a case study based on Hotel

X.

Another limitation arose was due to the research being changed from researching multiple
hotels to conducting a case study on Hotel X which required the author to revert to the
beginning and conduct research on interviewing techniques and conducting a case study.

The author encountered a further limitation in arranging the interviews with those who
volunteered as they were still working in the hospitality industry and were limited by their shift

pattern and the author’s time constraints on completion.

Chapter 5: Survey Findings

5.0 Introduction

The following chapter will evaluate the results collected from the online survey (Appendix 5)
that was distributed. As previously mentioned the author was aiming to attain a total of 50
responses. This chapter will present the results of each question that was put to the participants.
All results will be presented in a methodical manner to ensure the information regarding “The

Perceptions of Employee Turnover from the Viewpoint of Former Food and Beverage Front of
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House Employees: A Case Study of a Four-Star Hotel in Dublin” is accurately portrayed to the

reader.

The online survey was used to collect basic data about those who had left the F&B outlets of
Hotel X data such as gender, age profile, what F&B outlet the participant worked and how long
they worked in the outlet. These questions were used as a basis for the further developing of
the interviews questions to gain a deeper and broader understanding for staff turnover; the

findings of the interviews will be outlined in chapter 6

The aim of 50 responses was not achieved and the survey was completed response rate of 37
respondents. Although the aim was not achieved there was a good ratio of responses from
the different outlets. The online survey allowed the author to gain crucial primary data, which
facilitated the author in building a profile of former employees who had worked in the F&B
outlets of Hotel X. The results of the survey are outlined in the following section which will

also analyse the responses to each question in the survey.

5.1 Question 1: Gender

The objective of question one was to obtain and classify the gender of those participating in
the survey. The author deemed it fundamental to gain this information to understand the gender
composition of the participants in the survey on staff turnover in the F&B outlets of Hotel X
This will allow the author to identify variations in turnover by gender and to identify if the
reasons for leaving are different by gender. This may, in turn, impact on the hotel staff retention

strategy. As is displayed in graph 1, 59.46% of the participants were female with 41.54% being
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male. The author deems this a fair representation of both genders as the employee gender split

was 61% female and 39% male (January 2016).

m Male

B Female

Figure 1: Gender Composition of Participants

5.2 Question 2: Age Profile

Question two aimed to identify the age range of those completing the survey. It was vital for
the author to be aware of the age range of the participants as this would allow the author to
identify if those within one age brackets had opinions and answers that differed from each

other. The breakdown of respondents by age is conveyed below and represented in figure 2.

Age Respondents
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18 -24 20

25-34 17
35-44 0
45 - 54 0
55 - 64 0
65+ 0

From the data collected and displayed above and in figure 2, participants ranged from 18 34
years and participants did not exceed 34 years. 54.05% of respondents were 18 — 24 years and

43.95% of respondents were 25 — 34 years.

H18-24 m25-34

Figure 2:Age Range of Participants

5.3 Question 3: Length of Employment
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This question was designed to determine how long each participant was employed at Hotel X.
This question gives the author information relating to the length of stay by employees, from
which average length of employment can be deduced. The breakdown of time spent in
employment at Hotel X by the number of employees is displayed in figure 3 and also seen in

the below figures.

Time Respondents
Less than 6 Months 4
6 Months to 1Year 16
1 Year to 3 Years 16
3 Yearto5 Years 0
More than 5 Years 1

Length of Employment

5+ YEARS

3 -5 YEARS

1-3 YEARS

6 MONTHS TO A YEAR

LESS THAN 6 MONTHS

0 2 4 6 8 10 12 14 16 18
m Length of Employment

Figure 3: Length of Time Participants were Employed at Hotel X.

The above chart displays the length of employment of the respondents at Hotel X; 10.81% of

respondents were employed in one of the F&B outlets for less than 6 months; a further 43.24%
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worked in one of the F&B outlets for 6 months to 1 year; 43.24% were employed for 1 to 3

years and the remaining 2.70% of respondents were employed for more than 5 years.

5.4 Question 4: Outlet of Employment

As previously outlined, Hotel X has five F&B outlets Question 4 asked respondents to identify
which of these outlets they had worked in. This was important as it allowed the author to
identify the individual turnover levels of each outlet as well as the F&B department as a whole.
Figure 4 displays the results of replies to this question including the number of respondents by

outlet.
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Ballroom Bar Bar
3%

Restaurant
16%

Room Service
11%

Confrence and
Banqueting
54%

B Bar M Restaurant B Room Service & Confrence and Banqueting M Ballroom Bar

Figure 4: Staff Turnover by F&B Outlet in Hotel X

5.5 Question 5: Position Held

Following on from the previous question this question was posed to respondents to find out

what position each of them held within the different F&B outlets.
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The information shown in figure 5 allows the author to see the positions held by respondents
by outlets. This information allows the author to gather information relating to staff turnover

by the positions in the F&B Outlets in Hotel X.

Room Service Attendant

F&B Assistant(Ballroom)

F&B Assistant(Restaurant)

F&B Assistant(Bar)

Bartender

Senior Bartender

F&B Supervisor

Manager

10

Series 1

Figure 5: Position held by Respondent of online survey

Figure 4 shows the staff turnover by outlet and figure 5 builds on this by identifying the

different positions that each participant held while working at Hotel X.

The largest of the F&B Outlets in Hotel X is Conference & Banqueting, employing over 45
F&B assistants. Of the participants, 54.10% held the position of F&B Assistant in this outlet
and 18.90% held an F&B Assistant position within the restaurant. The position of Senior
Bartender was selected by 8.10% of those completing the survey, with another 8.10%
responding that they worked as Bar F&B Assistant. A further 2.70% of those completing the
survey held a position as a Bartender and 8.10% of survey participants worked as Room Service

Attendant during their employment at Hotel X.
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5.6 Question 6: Reason for Ceasing Employment

The following question investigated the reasons that each participant decided to end their
employment with Hotel X, this question gave 13 options for participants to choose from on
their reason(s) they decided to leave participants were advised they could select multiple
answers to the question. This question is fundamental to the study as it gives primary
information to on each participant’s reason for ceasing employment with Hotel X. Figure 6

details the responses from survey participants.
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S - o “ S
S N Y @Y &E N SR
< SRR ARSI A S RN
$v(o Q Q%% & V‘Q\ SN C @VO © ec o @\
> S N0 <N «
YK 0 o <N R N
Q S (¢} N O ,\Q~ G‘v
N & & E C® DI ot
« NN ¥ o 0 N \s o
MO &Y e < &
Q* K R ?:\ \Y o<< & &\Q*
Q % ) Q <
\s \% \‘9 ‘E <
$~2\ A Vb
NS v
O
Q

Figure 6: Reasons for ceasing employment with Hotel X

Question 6 sought to determine what participants deemed to be the main reasons for choosing
to cease employment Hotel X. As previously outlined, participants were given the option to
select multiple reasons. Participants were also given an option to provide a comment on their
reason for leaving. The results compiled on this question had a major effect in determining the

main factors causing employee turnover at Hotel X. Of the participants, 51.35% stated that one
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of the reasons they left was unhappy with management style. One participant commented that
they finished their employment at Hotel X due to:
“autocratic styles of leadership resulting in an extremely disengaged workforce, autocratic
leadership does not correlate well with motivation, many employees were evidently
demotivated, staff turnover rate was shameful”

A further 43.24% stated that the main reasons they choose to leave the employment was due to

the inadequate working conditions within the hotel and dissatisfaction with working conditions.

One participant’s feedback “Lengthy hours with practically no breaks”
coupled with Dissatisfaction with Working Conditions as the main reasons they choose to leave

the employment.

Another 40.54% participants opted to vacate employment at Hotels X for better employment
and career development opportunities and 37.84% cited dissatisfaction with levels of pay
caused them to cease employment with Hotel X. Further reasons for respondents gave for

leaving employment with Hotel X are set out in figure 6.1 below:

Lack of Promotion/Career Development 21.62%
Relocating 16.22%
Change in Career 16.22%
Commute 8.11%
Retiring or Leaving the workforce 0%
Direction of Company 16.22%
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College 16.22%

Lack of Training and Development 24.32%

Workload/Stress 29.73%

Figure 7: Respondents Reasons for leaving Hotel X in Percentage.

5.7 Question 7: Other Position Offered

This question asked whether or not the participants were offered a new position within Hotel
X when they notified the management that they had intended to leave. The information
portrayed in figure 7 shows the number of participants who were given the option to work
elsewhere in the organisation.
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m Offered a New Role

m Not Offered

Figure 8: Participants who were or were not offered new roles in the Organisation.

Those who accepted the option of the new position offered had the option in the survey to

comment on their new role. One participant commented:

“I was offered a role to work at the Front Desk so [ moved to there for a few months”

Another participant commented that;

I moved department but then left the hotel soon after because there was no training and that's
why I left food and beverage”

5.8 Question 8: Exit Interview

This question asked at whether or not an exit interview of any type was offered to those leaving
the department or leaving Hotel X. Figure 8 displays those who were and those who were not

offered an exit interview.
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Figure 9: Those who Received Exit Interviews.

Of the 37 respondents, 60% had not participated in an exit interview and the remaining 40%

had exit interviews upon leaving the organisation.

5.9 Question 9: Those Who Continued Working in the Industry

The final question of the survey asked participants if they had continued working in the

hospitality industry, the author gave the additional optional answers as “retired” and “full time
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student” as the author was aware that many of the participants were students. Figure 9 portrays

the information received from the participants on this question.

21

—
o
|
YES NO RETIRED FULL TIME STUDENT

Figure 10: Options made by Leavers

Of the 37 respondents 56.76% responded that they continued working in the hospitality
industry while 40.54% stated that they no longer worked in the hospitality industry. A further
2.7% selected the full-time student option and no participant had reached the retirement age so

therefore it was not selected.

Chapter 6: Interview Findings and Results - Research Question 1

6.0 Introduction
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Five of the participants in the online survey volunteered to be interviewed by the author. In this

chapter, the author compiles the information which was gathered as part of the interviews.

The interview questions were developed from the survey questions to further explore the causes
of staff turnover in front of house F&B outlets at Hotel X. The results presented were collected
first hand and therefore all data is primary data. The interview process consisted of face-to-
face interviews with each participant on a structured questionnaire of 9 sections (Appendix 4).
The view and feedback from those participating in the interviews are presented and compared
using selective quoting to support inferences from the interviews. This allows the author to
highlight any variations and/or patterns relating to reasons for employee turnover. The author
first gathered some background information about the participants, including age and length of

employment the hotel industry.

6.1 Participants

The following section will give a brief background to each of the participants who volunteered,
the background will cover their sex, age and how long they have worked in both in the industry

and the period of time they worked at Hotel X.

6.1.1 Participant A

Participant A is a 30-year-old male who studied hospitality and has worked in the hospitality
industry for over 10 years; he worked at Hotel X for 1 year and 3 months. He commenced work
in the Main Bar as a Bartender and was promoted to Senior Bartender. He continued his career

in hotels in Dublin after exiting the role at Hotel X.
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6.1.2 Participant B

Participant B is a 22-year-old female who is currently studying hospitality and has worked in
the industry for 3 years and 3 months. She worked at Hotel X for 3 years as Food & Beverage
Assistant; This being first hotel where she worked, holding the position of Food & Beverage
Assistant in the Conference & Banqueting Department while also working, from time to time,

in the Restaurant. She took up a similar position in another hotel soon after leaving Hotel X.

6.1.3 Participant C

Participant C is a 27-year-old female who worked in both the Main Bar and the Ballroom Bar
of the hotel. She did not have a background in hospitality prior to her employment at Hotel X,
having previously worked in other industries. Participant C worked at Hotel X for 1 year and
8 months as a Food & Beverage Assistant. After leaving Hotel X, she continued to work in the

hotel industry, moving out of operations.

6.1.4 Participant D

Participant D is a 25-year-old male who has worked in the hospitality industry for 5 years and
worked at Hotel X 1 year and 5 months. The participant worked in the Restaurant,
predominantly working mornings and occasionally doing an evening shift. After leaving the
hotel he continued to work in F&B for a short period, moving on to a sales role outside the
hospitality industry.
6.1.5 Participant E

Participant E is a 21-year-old female, currently studying tourism management, who worked in
Conference and Banqueting as a Food & Beverage Assistant. She has worked in the hospitality
industry for 2 years and was employed at Hotel X for 13 months. Upon leaving the organisation

they continued to work in a similar role.
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6.2 Research Objective 1

This research objective identifies why the participants choose to exit the organisation. The
following section will draw together the responses of the participants in each of the areas

questioned and make findings on what is critical to staff turnover at Hotel X.

6.2.1 Impact of Staff Turnover

This section of the interview set out to ascertain if staff turnover levels prior to them leaving

Hotel X impacted on their decision to leave the organisation.

Each participant confirmed that they considered that the staff turnover levels at Hotel X were
high while they worked there. Some of the participants confirmed that this had an effect on
their choice to leave. Participant C explained that:

“I was tired of training new staff on a weekly basis to then only see them leave within a few
weeks”

Participant B’s feedback shows the impact of staff turnover on her decision:
“At the start no, but the more | think about it, In think it did; like with people coming and
going | was tired of trying to teach them again and again. Like there was new people coming
in and leaving, then again new people coming in and leaving and it was just annoying.”
Carbery and Cross (2013) explain that certain levels of employee turnover are healthy and can
ensure that groupthink does not become an issue within the organisation. However, as Lourden
(2012) argues t turnover can have a knock-on effect on employees. Evidence for Lourden’s
assertion is confirmed through the information gathered in the interviews undertaken for this

research study which shows that turnover levels of F&B employees of Hotel X had a knock-

on effect on other employees’ decision to leave the organisation.
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6.2.2 Training and Development

This section of the interview sought to confirm if the organisation provided training and
development for the participants and if this had any impact when they were deciding if they
would leave the organisation. When asked about training provided by the organisation, there
was a mixed response from interviewees. Participant A stated that:

“Basically, they showed me the bar at the beginning but | knew it already; it was all very basic
and it was nothing special”

Participant E explained that:

“Yes, | was put with an older member of staff. This was just for the first day for one event. They
were told to show me the ropes but | didn't really receive any official training. So, | just
shadowed them”

The consensus view of participants was that there was some but very little focus on team
development within their respective F&B outlets. Participant A and Participant C explained

that much of the team development was prior to their shift or during a set up.
“Yes, there was some trainings before a shift” - Participant A
“As | said, there was no development for bar staff in the Ballroom, there was some for
staff in the Main Bar but this mainly took place before a shift and was often rushed”
- Participant C
Following on from these questions participants were asked if training and development had an
effect when deciding to leave the organisation. There was varying responses from participants,
with some outlining that it had a major impact on their decision and others said that it had not
played a role in their choice. Participant B explained that the lack of training and development
had played role in her choosing to leave the organisation and stated:
“Yea that was actually the main reason | left the hotel. | felt like there was no development
for me and | wasn't going anywhere and the training wasn't there”
The results obtained from the research show that the all participants acknowledged that

there was a lack of training and development in the organisation and in the feedback from

some of the participants it was the main reason they choose to exit the organisation. This
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feedback is supported by Poulston (2008) where he outlines that training and development
leads to a high level of job satisfaction and ensures that employee turnover rates are
reduced. The survey results show that 24.32% of staff selected lack of training and
development as one of the reasons they left the organisation. Developing on from this,
Partick et al. (2011) propose that training can only have the desired outcome if all parties
involved are interested, Participant E’s response supported this view:

“You were put with different people for that week but some of them might not tell you what you
need to do. It really depended on the person you were put with”

6.2.3 Work Life Balance

The following section examined the existence of work life balance and the effect it had on the
participant’s choice in deciding to vacate their role. Poelmans et al. (2008) clarify that balance
can often be confusing as the word suggests both aspects (work and life) are equal in time. In
the interview process all participants were made aware that this was not the case and the balance
is a personal preference. All participants acknowledged that work-life balance had a major
effect on their decision to leave. Participant D explained that;

“I didn’t find that | was burnt out but | was certainly tired and fed up and getting tired of the

high amounts of work. It was like a law of diminishing returns I'd workloads and have a lot of

money but no time to spend it. So | thought if | leave will | find somewhere more flexible so
yea defiantly one thing that influenced me to leave”

Participant C also outlined the impact of working late and a lot of unsocial hours

“Yes, | was just tired of working crazy hours and working so late. | was also working every
weekend so | wasn't getting to see family or friends”

Participant A went on explain that the lack of work-life balance was the main reason for

deciding to leave:
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“Definitely it was almost the biggest reason I left”

The feedback and findings from the interviews on work-life balance are supported by Buick
and Thomas (2001) who suggest that working unsocial hours along with a lack of work-life
balance can lead to burnout and ultimately lead to high turnover levels. The evidence provided
in the interviews along with 43.24% of surveyed participants stating that a reason they left was
due to inadequate working conditions; one survey participants’ feedback was that their reason
for leaving was: “Lengthy hours with practically no breaks”. This shows that work- life
balance plays a considerable role in the high staff turnover levels of Hotel X. Deery (2008)
suggests that poor work-life balance leads to exhaustion and has an effect on employee
turnover. This was evident in the interview feedback, as can be seen in the previous responses

and in Participant E’s response,

“Working until 5am sometimes; it was normally until 1am or 2am but I’d still be exhausted”

6.2.4 Career Development

The following section of the interview explored what part career development played in the
participants deciding to leave the Hotel. There was a mixed response to this question; some
participants acknowledged that it impacted on their choice, while for others it did not affect
their decision. One participant (A) explained that it had not affected their decision but that they
could have been persuaded to not leave, stating:

“No, but if they had have offered me something else | might have stayed”
For those for whom career development played a role in their decision to leave it was one of

the major issues, as outlined by Participant B:
“Yea | think it did, like | obviously wanted to develop in hospitality and | wasn't doing anything

new anymore. Like | heard about all these people being moved to different departments and |
was thinking what about me, I’'ve been here for a while. | know the hotel”
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In their research Gargan (2016) illustrated that an absence of career development can lead to
work related stress and have an effect on turnover levels of an organisation. This information
gathered for the research paper concurs with Gargan as 24.32% selected lack of development

as a reason for leaving.

Ruddy (1998) explains that career development in the hospitality industry is not always linked
with education and can be linked moreso with the individual's personality and their desire to
develop within the organisation, and if this is not acknowledged it will ultimately lead to the
loss of the individual. This is evidenced by Participant E’s response regarding access to career
development at Hotel X:

“People who were just in the door were being asked to move to a different department
over me and I'd kind of made it aware that | wanted to move department”

6.2.5 Pay, Benefits and Rewards
The following section of the interview process examined what impact pay, benefits and rewards
had on participants choosing to leave. This question elicited various responses, with much of

the focus on the pay element, rather than benefits or rewards.

Participant C explained that their role had evolved with them taking on more responsibilities
with no increase in pay:
“Working a year and often doing supervisor’s jobs and training new staff as well as
looking after their jobs when they were unable; and still getting the same pay. So it had a
big effect on handing in my notice and leaving”

Participant B explained that it was not a significant part of their reason for leaving:

“Oh, let’s say pay a bit but not really the rest, not at all”
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Coupled with this Participant D agreed that pay did not play a deciding factor in their choice
to leave the organisation, they stated that;

“I'd shown a lot of loyalty so | felt | deserved a pay rise but no it slightly impacted my decision

to leave but not a massive factor”
The evidence in the interviews demonstrated that the participants were interested in pay moreso
than benefits and rewards. This conflicted with much of the theory that suggests employees
are often motivated by benefits and rewards. Connolly and McGing (2002) and Armstrong
(2012) suggest that many hotels in Dublin are offering non-financial rewards such as reduced
hotel and health insurance schemes. The evidence collected in this paper show that F&B front
line staff are not interested in such offers as can be seen in the job satisfaction (6.1.7) results.
Although the research suggests that F&B front line staff have little interest in these offers,
removing them may cause more harm as suggested by Massy (2009). Although both
Participants B and E explain that pay and benefits did not play a key role in their decision to
leave, both outlined that the pay levels for working late / night were not adequate
Participant B: “I deserve a little bit more pay because I’'m doing all these extra hours”

Participant E: “there should have been an increase like when we worked 12 hours and late into
the morning”

6.2.6 Subordinate Relationship

The following segment of the interviews examined the relationship that the participants had
with their subordinates, the relationship they had with both supervisors and managers and if

this impacted on their decision to leave.

Kaye and Jordan - Evans (1999) explain that the subordinate relationship is crucial to the
retention of staff as was shown in “Why they left” (Appendix 1) by Brahman (2005) where

33% of the turnover was caused by supervisors or managers. In line with these suggestions 3
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of the 5 participants interviewed stated “bad management” as one of their top three reasons for

leaving Hotel X.

Participant E responded: “there would be certain managers | wouldn’t see eye to eye with”
Participant E expanded on this point and explained that they felt a grudge would have been

held and that this went on to “have an effect on the relationship”

Suazo et al. (2008) outline that supervisors and managers will often favour employees who are
similar to themselves and that they need to be aware of this to ensure all employees are treated
equally; Suazo et al. expand on this to suggest that it can lead to employee turnover. Participant
C gave the interview feedback that:

“A lot of outside relationships, e.g. old friends, partners, so these people were given
priority for shifts or simply people who got on well with the supervisor”

Of all those who were interviewed, Participant A had a unique experience of subordinate
favouritism:

“There was a difference; for example, | was treated good but others were treated badly.”
Although Suazo et al. highlight that the subordinate relationship is crucial in any organisation;
Lawler and Finegold (2000) explain that relationships are complex and that not all subordinate
relationships can be perfect. Employees understand this, as Participant E explained: “It

depended on the person”.

6.2.7 Job Satisfaction

The final part of the interview process focussed on job satisfaction and the 3 main reasons the

participant left; these were placed in order of importance from 1 to 3.
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Judge et al. (2009) suggest that job satisfaction is developed from a multitude of factors that
include pay, training and development, work-life balance and subordinate relationship. They
go on to explain that each facet may not be satisfactory but those aspects that are satisfying

may outweigh the others.

All of the above issues from pay to subordinate relationship build what is known as job
satisfaction. The participants were asked if, overall they were satisfied in their role. Most
participants explained that they had been satisfied when they were learning but once this
stopped they were not developing and became less satisfied. Participant B explained
“No, | wasn't satisfied; in the first year | was really satisfied because i felt like | was learning
something and | liked the different events and meeting the people at the events but then
after a while | wasn't learning so it wasn't as satisfying”

Participant E gave the following feedback on overall job satisfaction

“Yes, but then after a certain time | would have liked more responsibility or even the chance
to change department”

These findings are supported by Akrivos et al. (2007) that individuals may be motivated by
pay but pay is very rarely the number one motivator and that development is often the biggest

motivator.

6.4 Conclusion

Although some of the basic information that each interview participant provided was different
much of the information they provided on their reasons to leave were similar if not the same.

An example of this was Participant A stating that one of the top three reasons they left the
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organisation was “Too many hours, shifts were too long” while Participant D stated one of their
top three reasons was “Work life Balance”. Much of the answers given in the interview stage
were the same just only worded differently. There were reoccurring themes throughout each
interview, some of the themes were rated at different levels by each participant but all the same

themes were present in each interview.

Chapter 7: Recommendations - Research Question 2

7.0 Introduction

This chapter will outline recommendations, based on the results of both the survey and the

interview, outlined in Chapter 5 and Chapter 6. The recommendations will focus on the
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information collected in the primary research undertaken by the author and from a review of
published literature. This primary research, has gathered information and evidence relating to
the impact of staff turnover, career development, work-life balance, pay and benefits and
subordinate relationships on staff retention in Hotel X. The author will identify the areas that

most impact on employee turnover to support the organisation to reduce that turnover.

7.1 Recommendations

The following recommendations have been developed from the results of the primary research.
If Hotel X opts to use the recommendations resulting from this research, the author believes it

will impact on staff turnover, employee motivation and team development.

7.2 Training and Development

In previous chapters, the author has gathered the feedback received from former employees of
Hotel X. The survey shows that 24.32% of surveyed participants stated that one of the reasons
their major reasons for leaving employment with Hotel X was the lack of training and
development coupled with this 29.73% stated stress or workload due to a lack of training and

development as a reason they choose to leave.

Implementing planned training and development for staff will impact on staff retention levels
in the F&B outlets. Staff feedback should be included prior to developing the plan. Structured
trainings should be developed with the staff, as Mitchell and Zatzick (2015) explained. More
experienced staff at the same level should be involved in the development and implementation

of the training.
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7.2.1 Costing
Training planning and costing needs to be completed so that there is funding for training in
departmental budgets. The costing of training should include:
o Staff & Management Time
e Replacement Staff
o Materials & Trainers
« Facilities

e Food & beverage costs

The author recommends that, on the basis of the research, training is carried out on a monthly
basis for each outlet, thus all bar staff should attend training related to bar work and any facets
of that outlet. All restaurant staff should attend training that caters for the needs of restaurant,
room service and the lobby. Banqueting staff should attend the trainings that pertain to C&B
events. One of the major challenges of providing training for Bar and Restaurant is that these
outlets, unlike C&B, are open daily. The author proposes training in each outlet be split into
two one-day sessions to ensure that the operation is not affected. This would also support team
building as two groups who rotate in these areas will have an opportunity to meet together

which they might not otherwise have.

7.3 Subordinate Relationships

The chapters preceding this one show that many of the interview participants and those who
completed the survey expressed that they felt the subordinate relationship was a contributing
factor to why they choose to leave the organisation. Many participants referred to this as bad
management, 51.35% of survey participants selected unhappy with management as one of their

reasons for leaving. Milman (2001) explains that managers and supervisors will often look to
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incentives to repair or develop their relationship with employees and goes onto suggest that

these are only temporary solutions, the relationship as a whole needs to be developed.

7.3.1 Costing

Lawler and Finegold (2000) explain that each relationship is complex and unique, the author
recommends that Hotel X conduct team building days for each outlet as it will allow the
employee’s, supervisors and managers to build a relationship around interests outside of the
workplace. As with training, team building can have a cost to it and this section outlines the
cost that may be incurred when an organisation devotes time to team building to develop the
subordinate relationship and the team relationship. Costings for relationship building are
dependent on the following factors;

o Location (Offsite vs onsite)

o Catering (In-house or external)

e Team builder (In-house or external)

Conducting relationship building activities must cover a wide range of aspects from the activity
itself, transport and food costs. Transport would be required the cost of transport can be €250
euro for a 22-seater bus or €350 for a 52-seater bus. This is before the activity has taken place,
the author has obtained 2 quotes from team building organisations the first organisation quoted
a minimum of €29.99 for 50 attendees and €49.99 for 20. This was for a full day of team
building activities off site from 9am until 5pm and including a lunch and coffee breaks. The
second organisation is based in the city centre unlike the first that is based on the outskirts of

Dublin. Therefore, using a bus is optional for the Hotel and the costing for transport would be
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the same as above. The second organisation providing team building seminars is quoted at
€19.99 for upwards of 50 attendees and €45.00 for any groups below 50 attendees this is
inclusive of tea and coffee breaks and lunch for the group. The second group explained that
they provide contracts for large organisations that’ll use their services on multiple occasions
throughout the year. This altered the price of the services although could not be discussed due
to confidentially of contracts. The pricing for relationship building exercises can be seen below

for both organisation A and B.

For organisation A the training costing per person can be seen below in figure 11

20 Pax 50 Pax
Transport €12.50 €7.00
Activity €49.99 €29.99
Total €62.49 €36.99

Figure 11: Costings for Relationship Building with organisation A

For organisation B the training costing per person can be seen below in figure 12

Below 50 attendees Above 50 attendees
Transport €12.50 €7.00
Activity €45.00 €19.99
Total €57.50 €26.99

Figure 12: Costings for Relationship Building with organisation A
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From the above selection, the author recommends that team building activities are arranged to
support the development of both subordinate relationships and peer relationships for the team
working in an outlet. Due to the nature of on-going business in bar and restaurant, it will be
necessary to divide the team into two one-day team building days. Another option is to cross
train those working in C&B so as when team building events are arranged there is staffing to

cover the bar and restaurant outlets.

Team building activities should be arranged for the C&B department taking account of the
seasonality of C&B events. Such team building days could take place more frequently (e.g six
monthly) and be done on a half-day basis and this would ensure the relationship building is

continuous and inclusive for all staff.

7.4 Pay and Benefits

As the interviews showed many of the participants were not aware of any benefits Hotel X had
to offer and many explained that they had no interest in benefits that may be offered. The
participants were more motivated by pay and all excluding one explained that the pay had been
one of the top 3 reasons they left the organisation. All participants conveyed that they felt there

should have been a raise in pay for those who remained employed for a long period of time.
7.4.1 Costing

Costing pay is somewhat different to costing the training and development or the relationship
building as there is different rates of pay for staff. There are multiple positions across the

spectrum of outlets, these positions are

Senior F&B Assistants

F&B Assistants
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Senior Bartenders

Bartenders

Consideration could be given to a pay structure that would not be prohibitively costly to the
hotel and that would impact on how the employee could feel valued by the hotel. New starters
could commence on €9.25 per hour and increase to €9.50 per hour after 6 months upon
satisfactory completion of their probation; this would provide a total cost saving of €253.50
per employee for this 6-month period. Furthermore, the strategy might include an annual
review with a further increase to €10.00 per hour upon satisfactory completion of their review.
Not only would this show the employee that they are valued, it would also impact on staff
turnover. This reduction in staff turnover would bring a cost saving on advertising and

recruitment.

Chapter 8: Conclusion

8.0 Introduction

The author set out to complete a number of objectives in this research paper, from the above
chapters it is evident the author completed two of the three objectives, the third objective can
only be completed once others organisations read the paper and look at the turnover levels
within their properties. Understanding employee turnover from the employee perspective
allows an organisation to identify the reasons employees opt to exit and this will help the

organisation to develop strategies to reduce the employee turnover levels.
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The recurring themes throughout the research were that long unsocial hours, bad pay for the
long hours, lack of training and development and a poor work life balance. As seen in the
literature these have all been identified as issues in the hospitality prior to this research taking
place. This research establishes that the Irish hospitality industry has the same issues as the
hospitality industry worldwide.

The author has made recommendation to tackling the problems and reducing the issue of
employee turnover. All the recommendations were developed from the results gathered from

surveying and interviewing former employees of the property

8.2 Scope for Future Studies

There is a lot of potential for future studies on this topic, this case study can be applied to other
hotels. The case study can be applied to stand alone hotels or hotels that are part of a large
national or international brand. Future studies may also focus internally on the brand that Hotel
X is part of, helping reduce the employee turnover across the brand as a whole.

Other options for future scope of this study include focusing solely on work life balance,
training and development, or rewards and benefits. This paper only focused on F&B outlets in

the organisation one could reapply this study to other outlets such as accommodation or FO.

8.3 Relevance for Employers and Organisations

This research was undertaken with the primary purpose of completing a Masters in Human
Resource Management, although, the area of study has a huge amount of relevance to the
organisation it was based on. The findings give the organisation an insight to why employees
choose to leave; with this information, the hotel can apply retention strategies across the F&B

outlets.
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8.4 Personal Learning Statement

Undertaking my Masters and completing my dissertation has been a great learning opportunity
for me. Through planning and undertaking the research | had an opportunity to put me my
classroom learning into practice. As | planned my information gathering, I learned how to best
collect the data through a number of methods. In this way, | gathered useful and detailed
information for my research project. | have learned the importance of advanced planning when
gathering information and being clear on focussing on the area of choice of the research project.
The planning and clarity of focus is the only way such a project could be completed within the
timeframe. Undertaking this research is important in my career as | gained an understanding
of the importance of gathering opinions, views and feedback from team members at various
times throughout the lifetime of a team.

All activities in this research project were educational and of great interest to me.

The development of the questionnaire questions was important as it ensured | gathered the
appropriate information. | constantly had to ask myself if each question was relevant to the
topic at hand which | was researching. 1 also learned a lot from the point of view of what to
look out for when planning a research project. | developed an understanding of how such a
process could support an organisation to gather information from staff that otherwise might be
unavailable to them and how this process might support them to identify issues and solve
problems. The most important activity is the collection of data that is honest, relevant and
applicable to the issue being researched. The results depend on the good date collection. In
this research, the data collected was subjective, however the fact that they were past employees
meant they could offer honest responses. In collecting the data | used both qualitative and
quantitative approach by collecting information both through survey questionnaire and direct

interviews. This allowed me clarification on the information collected in the survey
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questionnaire. If | were to undertake further follow-up research | would seek to get the views
of supervisors and managers on the subject through questionnaire and interview. It will also
be interesting to further review supervisor and management turnover and to identify if the
reasons for staff turnover differed significantly from that of management turnover. Finally, 1
am delighted to have completed this research within the timeframe and | have found the process

informative and interesting.
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Why they left. Source: Previously unpublished Saratoga Institute research.
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Chapter 9: Appendices

9.1 Appendix 1 “Why they Left”
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9.2 Hotel X Permission Letter

ACCESS LETTER REQUESTING PERMISSION TO CONDUCT RESEARCH

National College of Ireland
Mayor Street

IFSC

Dublin 1

The Deputy General Manager

Dublin 4

Date 12.07.2017

Dear Mr | R

REQUEST FOR PERMISSION TO CONDUCT RESEARCH

I am a registered Master’s student in the School of Business at the National College of Ireland. My
supervisor is Dr. Paul Hanly

The proposed topic of my research is“The Perceptions of Employee Turnover from the
Viewpoint of Former Food and Beverage Front of House Employees: A Case Study of a 4-
star hotel in Dublin.”

The objectives of the study are:

(@) To investigated the causes of high turnover in the food and beverage departments
of NG ¢ investigation will take place
from the perceptions of the former front of house food and beverage employees

(b)  To Understand (A) and the author will provide the organisation with the findings so
as they have the opportunity to use this information to reduce the turnover levels

(c) Give others the opportunity to replicate this study in other hotels in Dublin and
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further afield.

I am hereby seeking your consent to conduct this case study on the ||| GNIING 7o assist
you in reaching a decision, | have attached to this letter:

(@) A copy of the interview information leaflet and participant consent form.
(b) A copy of the interview questions.

Should you require any further information, please do not hesitate to contact me or my supervisor.
Contact details available upon request.

All names will be kept confidential from the findings and omitted from the final document. A back up
of all interviews will be available for Dr. Paul Hanly. Upon completion of the study, | undertake to
provide you with a bound copy of the dissertation.

Your permission to conduct this study will be greatly appreciated.

Yours sincerely,

Signature

Name
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9.3 Participant Information Leaflet

Information Leaflet for Interview Participant

Title of Study: “The Perceptions of Employee Turnover from the Viewpoint of Former
Food and Beverage Front of House Employees: A Case Study of a 4-star hotel in Dublin.”

You are being invited to participate in a research study. Thank you for taking time to read this
information leaflet.

RESEARCHER: This research is being conducted by Adrian Fay; my contact details are
included at the end of this document.

WHAT ARE THE OBJECTIVES OF THIS STUDY?

The purpose of the study is to; (a)investigated the causes of high turnover in the food and
beverage departments of ||| GGG  investigation
will take place from the perceptions of the former front of house food and beverage
employees (b) in understanding this the author will provide the organisation with the
findings so as they have the opportunity to use this information to reduce the turnover levels
and (c) to give others the opportunity to replicate this study in other hotels in Dublin and
further afield.

WHY HAVE | BEEN INVITED TO TAKE PART?

You have been approached to participate in this research as you formally worked at the hotel
and voluntarily exited the organisation

WHAT WILL HAPPEN IF | VOLUNTEER?

Your participation in the research is entirely voluntary. If you do agree to participate, you
will be invited to take part in an interview with the researcher in regards to your experience
when working for the hotel in your role. This interview will be audio-recorded to facilitate
the analysis of the interview. You will not be asked about specific staff members and we
would ask that in the course of your participation you do not name any individual or provide
any details on third parties that may be identifiable so as to protect their reputation.

CONFIDENTIALITY
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The Researcher will be entirely responsible for overseeing the transcription and the
anonymity of the interview. All information collected as part of the study will be stored
securely on password protected computers and name’s along with any other personal
information will be omitted from the transcription.

WHAT ARE THE BENEFITS OR RISKS ASSOCIATED WITH THE STUDY?

While there will be no direct benefit to you from the study, the findings have the potential to
make a contribution to the hotels understanding of front of house food and beverage staff and
how to reduce the turnover levels. As such, the findings from this study will be presented at
university level. Although, no individual participant will be identified in any publication or
presentation and only anonymised quotes will be used in these reports and publications.
There are no known risks associated with participation, other than some possibly
inconvenience of dates and times in conducting the interview.

RIGHT TO WITHDRAW

You can decide to withdraw from the study at any point prior to the transcripts being
published, without consequence. You can contact the researcher to request this a withdrawal.

HOW WILL MY INFORMATION BE USED?

Your views and opinions will be combined with others who took part to develop an
understanding of the causes of the high levels of turnover from the perception of the front of
house food and beverage staff. In addition to informing this study I plan to maximise the
learning from your involvement by archiving an anonymised version of the data for future
research on this topic. Once the data have been anonymised it will not be possible to
withdraw from the study.

NEXT STEPS

If you are willing to take part in the study we would ask you to please return the attached
consent form to signed, a copy will be provided for yourself also.

FURTHER INFORMATION & CONTACT DETAILS: If you have any further questions
about the research or would like information on the findings, you can contact Adrian Fay at
adrianfay24@gmail.com
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PARTICIPANT CONSENT FORM

PARTICIPANT CONSENT FORM (students)

By signing and returning this consent form you are indicating your agreement with the following

statements:

e | have read and understood the attached Participant Information Leaflet for this
study.

e | have had the opportunity to ask questions and discuss the study. (Note you can
contact Adrian Fay.

e | have received satisfactory answers to all my questions, where | have had a query.

e | have received enough information about this study.

® | understand that the interview/focus group will be audio recorded

® | understand | am free to withdraw from the study at any time until the transcripts
are anonymised.

® | understand anonymised data will be archived for future research

e | agree to take part in the study.

Participant’s Signature:
Date:
Participant’s Name in Print:

RETURNING THE CONSENT FORM:
| would ask you to please return the attached consent form.
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9.4 Interview Questions

Section 1: Age

Section 2: Backqround

a. How long have you worked in the Hotel Industry?
b. In which Food & Beverage area(s)/department(s) did you work?
c. Positions held:

Section 3: Impact of Staff Turnover

a. Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

b. Where there was a time lag in recruitment & training new staff, was there sufficient
resources to maintain work & service standards

During this time, did the workload increase on yourself & other members of the team?

o

d. Did the increased workload due to the vacancy impact on service standards & service
delivery?

e. Was there a high level of staff turnover on the team?

f. Did it impact on your decision to leave?

Section 4: Training & Development

a. Asanew employee with the company did your receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training

Mentoring and Side by side training

Team Development

b. Was there a programme of continuous development:

c. Diditimpact on your decision to leave?
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Section 5: Work-Life Balance

a. Didyou feel there was a work life balance while working at the hotel?
b. How did your job impact on your work-life balance?

e Positive Impact
e Negative Impact

c. Was there flexibility with regard to shift requests/leave requests?

d. Did work-life balance affect your decision to leave?

Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:

Promotion:
b. Inyour opinion, was access to opportunity for career development equitable & fair?
c. Inyour opinion, was access to opportunity for promotion open & fair?

d. What effect did the opportunity career development and/or promotion have on your
decision to leave?

Section 7: Pay, Benefits & Rewards

a. Did you consider your pay reflected the responsibilities of your job?

b. Was there any change in your pay during your employment with the company

c. Did the company offer any extra benefits?

d. Did the company offer any financial or non-financial rewards?

e. Did Pay, Benefits & Rewards have an impact on your decision to leave?

f. So if you had have been offered or been made aware of some benefits and rewards would it
have changed your mind?
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Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

o

Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. —work instruction & advice; ask your opinion; willing to take your view on board)

c. Do you consider that all members of the team were treated fairly & equally?

d. Did you have opportunity to have an input into changes / put forward your views?

e. Did management acknowledge hard work and/or extra effort

f.  Did your relationship with your supervisor and/or manager have an impact on your decision
to leave?

Section 9: Job Satisfaction

a. Overall, did you find your job satisfying?

b. Overall, what were the 3 most important factors that impacted on your decision to leave
your post in Food & Beverage in the Hotel Industry?
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9.4.1 Participant A

Section 1: Age
30

Section 2: Background

a. How long have you worked in the Hotel Industry?
10 Years (1 Year and 4 months)

b. In which Food & Beverage area(s)/department(s) did you work?
Bar

C. Positions held:
Bartender (Senior Bartender)

Section 3: Impact of Staff Turnover

a. Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

“No they’d find a person but they wouldn’t get the right person or a qualified person.”

b. Where there was a time lag in recruitment & training new staff, was there sufficient resources
to maintain work & service standards

“No lag but they just changed person for person so the people they got in were not very good
or trained”

C. During this time, did the workload increase on yourself & other members of the team?

“Yea of course, i knew more so when they left | had to work more”

d. Did the increased workload due to the vacancy impact on service standards & service
delivery?

“Of course because people who came in didn’t know anything for the job and nobody taught them, |
had to teach them and | was tired of this so | had no interest. So the standards were bad”

e. Was there a high level of staff turnover on the team?

“A lot of people left, probably more than half the people.”

f. Did it impact on your decision to leave?

“Of course it had an impact it made my life horrible”
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Section 4: Training & Development

As a new employee with the company did your receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training
“They explained about the job at induction but that's it, nothing else. Just the basics”

Mentoring and Side by side training
“Basically they showed me the bar at the beginning but | knew it already it was all very basic and it
was nothing special”

Team Development
“Yes there was some trainings before a shift but it was just like just sign this paper”

Was there a programme of continuous development :

“More like I said sign the paper so the training was done but not properly”

Did it impact on your decision to leave?

“This actually wasn't a big impact for me leaving”

Section 5: Work-Life Balance

Did you feel there was a work life balance while working at the hotel?

“I didn't have a life in this period”

How did your job impact on your work-life balance?

Positive Impact
“Positive impact was that | couldn't spend money, so | was saving a lot”
Negative Impact
“I didn't have a life; | was always working late into the night”

Was there flexibility with regard to shift requests/leave requests?
“Yea they were flexible” “Yea if it was quiet at the weekend or sometime like that”
Did work-life balance affect your decision to leave?

“Definitely it was almost the biggest reason | left”
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Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:
“For career development there was nothing at all”
Promotion:

“I actually got promotion to Senior Bartender but that was it nothing else. | didn't see any
space for anything more”

b. In your opinion, was access to opportunity for career development equitable & fair?
“It was fair; | just applied for the position and got it”

C. In your opinion, was access to opportunity for promotion open & fair?

“Yes there was maybe something like | got asked to go for the promotion”

d. What effect did the opportunity career development and/or promotion have on your decision to
leave?

“No but if they had have offered me something else i might have stayed”

Section 7: Pay, Benefits & Rewards
a. Did you consider your pay reflected the responsibilities of your job?

“It wasn't enough for what | had to do and then after | got a promotion it was 2 euro extra
and still not enough”

“When | got promoted, | needed to work more and stay late all of the time it didn't balance

at all”

b. Was there any change in your pay during your employment with the company

“From €9.50 then | got the €2.00 extra”

c. Did the company offer any extra benefits

“Nothing that | knew about, | didn't hear about anything and | didn't get anything”
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d. Did the company offer any financial or non-financial rewards?
“No nothing | knew about”
Was there any incentive in the Bar to upsell or even push a certain product.

“No there was no reason for me to sell more or anything like that”

e. Did Pay, Benefits & Rewards have an impact on your decision to leave?
“Yea it had an impact of course”

f.  Soif you had have been offered or been made aware of some benefits and rewards would it
have changed your mind?

“Yea probably | would have thought about it more”

Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

“I only had positive relationship with one supervisor out of 3” “The managers, | was a little
disappointed in the end and maybe expected more from them”

b. Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. — work instruction & advice; ask your opinion; willing to take your view on board)

“I don't know like they needed to because they needed us”

c. Do you consider that all members of the team were treated fairly & equally?

“No, there was a difference. For example, | was treated good but others were treated
badly. They treated me good because if | left it would have been bad for them”

d. Did you have opportunity to have an input into changes / put forward your views?

“Actually we changed the menus, and | had an input to the new items on it”
e. Did management acknowledge hard work and/or extra effort
“Actually | didn't feel that from the supervisors”

f. Did your relationship with your supervisor and/or manager have an impact on your decision to
leave?
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“Yea | would say it had impact on my choice to leave, like if the bar supervisor were better |
could talk to them maybe | would not have left”

Section 9: Job Satisfaction

a. Overall, did you find your job satisfying?

“The job wasn't challenging it was just exhausting. People were just changing like numbers and
this was annoying”

b. Overall, what were the 3 most important factors that impacted on your decision to leave your
post in Food & Beverage in the Hotel Industry?

1. “Too many hours, shifts were too long”

2. “Paycheck”
3. “Bad management”

9.4.2 Participant B

Section 1: Age

22

Section 2: Background

a. How long have you worked in the Hotel Industry?
3 Years

b. In which Food & Beverage area(s)/department(s) did you work?
Conference and Banqueting

c. Positions held:
Food and Beverage Assistant

Section 3: Impact of Staff Turnover

a. Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

“No usually they just waited for people to leave; they would wait until it was busy and hire
people once they applied.”

b. Where there was a time lag in recruitment & training new staff, was there sufficient resources
to maintain work & service standards

“When | first started working in the hotel, there was a bit of training and people were put

with someone who worked there a while. Bur after time this stopped and it was sorta just
find your own way”
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c. During this time, did the workload increase on yourself & other members of the team?

“Yea Yea, like for example you’d have more tables or if wine waiters left you would have to
do that also and then help run the food to other areas such as the bar so yes you had to do
more”

d. Didthe increased workload due to the vacancy impact on service standards & service delivery?

“Yes of course, it made the service so much slower, like if the person who would serve drinks was
there they would now be serving food and also drink service making it slow”

e. Was there a high level of staff turnover on the team?

“there wasn't always people coming and going but at the end | did notice that a lot of people came
and left because | think it wasn't what they expected”
f. Did it impact on your decision to leave?
“At the start no but the more | think about it i think it did, like with people coming and going |

was tired of trying to teach them again and again. Like there was new people coming in and
leaving, then again new people coming in and leaving and it was just annoying.”

Section 4: Training & Development

a. Asanew employee with the company did your receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training
“Yea we did get an induction, but it was mainly about the hotel and what it was like. It wasn't really
about my Job”

Mentoring and Side by side training
“Yes on my first day | was put with another Girl who showed me what the job was”

“This was actually my first time having a job, | hadn't worked before, so | was so nervous. | was with
that girl and she was like ok that's your table you'll be serving them, my hand was shaking | was so
nervous but I actually enjoyed it anyway” “So they just threw me in there but it was actually ok”

Team Development
“No | don't think so, | think we had one. Once it was kinda like just how-to setup and serve and
arrange a table”

b. Was there a programme of continuous development:
“There was like a sort of continuous training like we would come in on a day before an event

and do setup and the managers would go through everything and show us what we needed
to do from setup to service the next day”
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c. Did it impact on your decision to leave?

“Yea that was actually the main reason | left the Hotel, | felt like there was no development for
me and | wasn't going anywhere and the training wasn't there”

Section 5: Work-Life Balance

a. Didyou feel there was a work life balance while working at the hotel?

“Well there was, it depends on the season and because we could have a really busy season from
January to May and then from September to December. We had a lot of hours so you didn't actually
have time for anything else. | feel the big problem was they didn't ask you they just said oh you've 60

hours this week, and you had to work these hours. Then you might be pressured they’d say oh we
really need you so you'd do the hours”

b. How did your job impact on your work-life balance?

Positive Impact
“Positive things were when it was busy you’d make loads of money”

Negative Impact
“The negative, you kind of forget about yourself. Like for me | forgot about college and | was like ah
but work is important because I’'m making all this money and that's why | dropped out of college”

c. Was there flexibility with regard to shift requests/leave requests?
“Yes they were pretty open about shift requests or leave, | think it was a problem for me
because | didn't want to email them all the time and say | can't work this, because they
needed the help because there wasn't enough people to cover the shifts”
d. Did work-life balance affect your decision to leave?
“Yes, | feel like i had enough and i worked enough in the Hotel and | was stressed. | needed

more time for myself”

Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:

“I feel like i learned myself, like | was watching the managers and supervisors and how they
reacted in situations. SO it was more because of myself and my interest”

Promotion:
“The first year no, but as | was leaving there was an opportunity for a senior F&B assistant

position. | think some people applied for it but | never heard anything about it. It's not like
the managers or anyone came and told us the positions were available”
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b. Inyour opinion, was access to opportunity for career development equitable & fair?

“Well when | just left there recently, they had moved one girl to the reception and | was like
when did this happen, she was kinda new and | was like how did she get the job and why
didn’t | hear about this job, I'd been there longer and nobody asked me if | wanted to work
there. | was thinking is this equal or fair? This wasn't the first time this had happened it was
actually the second or third time”

c. Inyour opinion, was access to opportunity for promotion open & fair?

See above answer

d. What effect did the opportunity career development and/or promotion have on your decision
to leave?

“Yea | think it did, like | obviously wanted to develop in hospitality and | wasn't doing anything new
anymore. Like | heard about all these people being moved to different departments and | was think
what about me I’'ve been here for a while. | know the hotel, for example | was asked to be a hostess
for an organisation that worked in the hotel but that day | wasn't actually working for the hotel |
worked directly for the organisation. So | would have to help new starters and if there were some
important things that needed to be done | was asked but at the same time | wasn't asked to work in
another department or given that chance like others”

Section 7: Pay, Benefits & Rewards
a. Did you consider your pay reflected the responsibilities of your job?
“At the start i didn't really care about the pay | just wanted to get a job and some experience,

then when | started working a lot of hours | started thinking ok maybe | deserve a little bit
more pay because i'm doing all these extra hours”

b. Was there any change in your pay during your employment with the company

“Well if you count the minimum wage going up then yes. Well | think | got some extra because if you
pass a year you get like an extra 10% or something”

c. Did the company offer any extra benefits

“Yea they do promote that if you look around the Hotel they do have posters saying if you
want to have a discounted rate. A friend of mine actually emailed about it to find out about
rates but they never got back to her, so | didn't think they were really serious about that”
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d. Did the company offer any financial or non-financial rewards?
“No not at all, expect there's the employee of the month and if you win that | think you get
100 euro”

e. Did Pay, Benefits & Rewards have an impact on your decision to leave?

“Oh let’s say pay a bit but not really the rest, not at all”

Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

“I think so, I like to believe that. | feel like some of the managers yes and some of them no. So it was
like half and half”

b. Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. — work instruction & advice; ask your opinion; willing to take your view on board)

“No i feel like it was do as | told you. This was said so many times like if you tried to say some
things. Sometimes yes with some of them you could do the work your own way, the way you
feel comfortable and the way that's easier for you”

c. Do you consider that all members of the team were treated fairly & equally?
“No, I feel like the older staff are treated more nicely than new staff. | feel like they have let's say

more advantages than new staff like they would get away with not doing certain tasks and all
that”

d. Did you have opportunity to have an input into changes / put forward your views?

“No, it's like going back to what | said they do it all they way they want to do it and don't listen to us”

e. Did management acknowledge hard work and/or extra effort

“Yea they do like after the service they will say good job to us and even at the briefing they
will say thank you for all the work done”

f. Did your relationship with your supervisor and/or manager have an impact on your decision to
leave?
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“Maybe like 10% it did because | felt like there was no team play. | feel like the managers
weren't as friendly with the staff so it felt weird, people were kinda scared to talk to the
managers because they weren't as friendly as before”

Section 9: Job Satisfaction

a. Overall, did you find your job satisfying?
“No | wasn't satisfied, in the first year | was really satisfied because i felt like | was learning
something and | liked the different events and meeting the people at the events but then after a

while | wasn't learning so it wasn't as satisfying”

b. Overall, what were the 3 most important factors that impacted on your decision to leave your
post in Food & Beverage in the Hotel Industry?

1. “Team development and Promotion”

2. “Teamwork and team play because nobody was friends with one another anymore”
3. “Then pay”

9.4.3 Participant C

Section 1: Age
27

Section 2: Background

a. How long have you worked in the Hotel Industry?
1 Year and 8 Months

b. In which Food & Beverage area(s)/department(s) did you work?
Main Bar and The Ballroom Bar

c. Positions held:
Food and Beverage Assistant

Section 3: Impact of Staff Turnover

a. Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

“No people left the hotel and then they employed new staff when people applied, not before
someone left. Just on an ad hoc basis”
b. Where there was a time lag in recruitment & training new staff, was there sufficient resources
to maintain work & service standards

“No, new members were just rostered after their first day and then put in their department
with very little training”
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c. During this time, did the workload increase on yourself & other members of the team?

“Yes when new staff started they were put with the older staff and we would have to show
them how to run a section on the floor or behind the bar but you would have your section
and have to help them run their section”

d. Didthe increased workload due to the vacancy impact on service standards & service delivery?

“Yes your workload would double as previously explained and guests would have to wait longer for
service”

e. Was there a high level of staff turnover on the team?

“Yes, from the staff i knew there they were unmotivated and always looking to find a better job and
leave”

f. Did it impact on your decision to leave?
“Yes | was tired of training new staff on a weekly basis to then only see them leave within a

few weeks”

Section 4: Training & Development

a. As a new employee with the company did your receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training
“Yes there was an induction but it was a generic hotel induction, more based around the hotel and
the culture and what not”

Mentoring and Side by side training
“Yes there was but it was only for 1 day and as | said it's not like you were with someone. You would
have your own section and be helped by someone who had a full section too”

Team Development
“No there was no team development at all in either the ballroom bar or the main bar, at least not
while i worked there”

b. Was there a programme of continuous development :

“As | said there was no development for Bar staff in the Ballroom, there was some for staff in
the main bar but this mainly took place before a shift and was often rushed”
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c. Did it impact on your decision to leave?

“No not really to be honest, because | wasn't really looking for any development in food and
beverage”

Section 5: Work-Life Balance

a. Didyou feel there was a work life balance while working at the hotel?

“No there was very little work life balance, even in the place like the ballroom bar there was very
little breaks. Then a lot of stress was placed on the staff and this then had an effect on what little
time you had off as it made you tired”

b. How did your job impact on your work-life balance?

Positive Impact
“Nothing really, the money to an extend but the stress and the lack or reward completely outweighed

this”
Negative Impact
“The big one for me was the unsocial hours, working long hours and working very late into the early
hours of the morning”

c. Was there flexibility with regard to shift requests/leave requests?

“Yes in fairness when i needed time off i got it or if i wanted to switch shifts with another
staff member”

d. Did work-life balance affect your decision to leave?
“Yes, | was just tired of working crazy hours and working so late. | was also working every

weekend so | wasn't getting to see family or friends”

Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:
“I wasn't looking for career development so if there was i wasn't aware of it”
Promotion:
“No there wasn't, not even in relation for me but i feel there was some people who should

have been given the next position and it would have been good for the Hotel and the person
but it never really happened”

93 |Page



b. In your opinion, was access to opportunity for career development equitable & fair?

“I mean there was very little available so | don't think it was it was or wasn't particularly fair
or equitable”

C. In your opinion, was access to opportunity for promotion open & fair?
See above answer
d. What effect did the opportunity career development and/or promotion have on your decision to
leave?
“None as | wasn't looking to pursue a career in Food and Beverage”
Section 7: Pay, Benefits & Rewards
a. Did you consider your pay reflected the responsibilities of your job?
“No | felt that we were training new staff and moving around to different outlets, like some
would work in ballroom and then also in the main bar too. | just feel that there should have
been some small raise for those who stayed a long time, worked hard and were loyal to the
hotel”

b. Was there any change in your pay during your employment with the company

“No, as i said it never went up and | think it should have over the length of time you were there.
Would have been nice to get a bit more and be appreciated”

c. Did the company offer any extra benefits?

“Yea | mean there's some but nothing I’d avail of. Maybe some of the reduced hotel rates to their
other properties apart from that nothing that caught my attention or that | was aware of”

d. Did the company offer any financial or non-financial rewards?
“No not that | know of, like there wasn't even an incentive to get us to up sell products in the bar.
This might sound bad but why would | want to ask someone their vodka or gin preference and try
and sell the more expensive brands when it's really not benefiting me”
e. Did Pay, Benefits & Rewards have an impact on your decision to leave?
“Yes, | was working a year and often doing supervisor’s jobs and training new staff as well as

looking after their jobs when they were unable and still getting the same pay. So it had a big
effect on handing in my notice and leaving”
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Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

“Yes, | had a good relationship with most of the supervisors and managers. Bar one or two of them
but that's normal we can't all get along”

b. Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. — work instruction & advice; ask your opinion; willing to take your view on board)

“None of the above, Majority of supervisors were uninterested in any opinion/advice from
“lower ranking” staff members”

c. Do you consider that all members of the team were treated fairly & equally?

“A lot of outside relationships, eg old friends, partners, so these people were given priority for
shifts or simply people who got on well with the supervisor”
d. Did you have opportunity to have an input into changes / put forward your views?

“To be honest | never really put my ideas or views forward as | wasn’t interested in pursuing a career
in this field of work”

e. Did management acknowledge hard work and/or extra effort

““Not really, | found in the ballroom you might get a thank you and on some occasions when
we had crazy long and busy periods they’d order pizza for the whole staff at the end of the
night. When it came to the main bar of the hotel | can safely say | don't think | was ever told
thank you or acknowledged for staying late or doing extra work”

f.  Did your relationship with your supervisor and/or manager have an impact on your decision to
leave?

“Ultimately not really, as i said i preferred the ballroom to the main bar and had a better
relationship with ballroom supervisors and managers. But my relationship or lack thereof

had very little influence on my decision to leave”

Section 9: Job Satisfaction

a. Overall, did you find your job satisfying?

“Not really, A lot was expected from the staff with zero gratification for the hard work. Often we
were understaffed which led to angry customers a lot of the time. There would be occasions |
would be satisfied while | worked banqueting but these but these were far out weighted by times
| wasn't satisfied working”
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b. Overall, what were the 3 most important factors that impacted on your decision to leave your

post in Food & Beverage in the Hotel Industry?

1. “Pay”
2. “Hours Worked”
3. “Bad Management”

9.4.4 Participant D

Section 1: Age

25

Section 2: Backqround

a.

b.

C.

How long have you worked in the Hotel Industry?

“5 Years in the industry but this particular hotel 2 and half years”

In which Food & Beverage area(s)/department(s) did you work?

Restaurant

Positions held:

Food and Beverage Assistant

Section 3: Impact of Staff Turnover

a.

Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

“To be honest | wasn't 100% aware of the process as far as | was aware, the way | saw it
people would hand in their notice and vacancies were filled once people applied for the job . |
don't think there was any real strategy there for it ”

Where there was a time lag in recruitment & training new staff, was there sufficient
resources to maintain work & service standards

“There was a lag in recruitment, which meant you were straight into the deep end. You’d
often have to multitask | wouldn't say you were adequately resourced so when someone left
you really did notice it”

During this time, did the workload increase on yourself & other members of the team?

“Yea like just going back there to what | said, my workload definitely increased the whole
teams did. The results of that really it wasn't doing my own tasks it showing others or taking
their tasks. When new staff came through you’d show them what to do and whether or not it

was friendly you’d have to show them what to do. Personally I’d show them what to do so

definitely my workload increased”
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d. Did the increased workload due to the vacancy impact on service standards & service
delivery?

“Absolutely when I’d go to do a task i had ways and means of always doing it but in this time my own
standards would definitely slip | might take 5 minutes less on a job because you're kind of thinking
ahead and you may take your eye off something you’d find you might make a stupid mistake just
because you're not really fully focused on what you should be. So yea personally | have high
standards and | felt they were affected when we weren't adequately staffed”

e. Was there a high level of staff turnover on the team?
“Yea absolutely, like I'm a social guy so I really noticed it, like loads came and went and | really

noticed it. Like | made an effort to get to know everyone individually and often times you’d be like
god he’s here and gone. We were always aware that people weren't there for long”

f. Did it impact on your decision to leave?

“Yea definitely it had an impact on my decision to leave, at the start it was all well and good
but after all the factors that we discussed took full effect it was tough towards the end it was
kinda repetition of the stress. Like when it was bad you’d think it’ll be fine and you’d notice it was

an ongoing process. | became one of the people who left”

Section 4: Training & Development

a. Asanew employee with the company did your receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training
“I suppose an induction program itself yes but it was more very much a general hotel approach. Very
general about the hotel and how it operates”

Mentoring and Side by side training
“When I reflect on it now on day 1 | shadowed someone and it was very side by side, he showed me
literally there and then how to do it. That was just at the beginning very informal more so them doing
me a favour and them helping me on day 1. No more than that”

Team Development
“No, certainly not while i was employed there, i don't know what the reasons were but no not while |
was there”

b. Was there a programme of continuous development :
“Yes | suppose sometime, like before a setup we might do something like a basic training if

something different was happening there might be some sort of training on it but it was all
fairly reactive to a situation”
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b.

Did it impact on your decision to leave?
“Yea for sure it would be one of the main reasons I’d say. Like | felt I’d plateaued the enthusiasm |
had started with had kind of mellowed out it had gone away. | mean | felt there was no step 2 for

me and the way | work | always look to progress”

Section 5: Work-Life Balance

Did you feel there was a work life balance while working at the hotel?

“No like | worked a lot so didn't have much time to myself”

How did your job impact on your work-life balance?

Positive Impact

“It opened doors for me, there was certainly a chance to work lots. | did feel that being unemployed
before this job to suddenly having more money so my life was certainly enhanced it was definitely
more satisfactory | could partake in things | previously couldn't have. Work was certainly social and

mainly the money was a driver it opened a better work life balance. Beforehand | might not have had

such a good work life balance because | didn't have the finances to live the life | wanted to”
Negative Impact

“It’s funny when | just reflect on the lots of work equals lots of money but on the flip side of that you

can have all the money in the world and no time to spend it. The amount of hours | was working
meant | missed event with friends and family, | can think of events just gone by that | missed that |

would have liked to be part of. It’s like a double edge sword yea lots of work equals lots of money but

on the flip side you need time to spend it”

Was there flexibility with regard to shift requests/leave requests?

“Yea | suppose | can't fault them massively on this. It was seasonal dependant so it was
within parameters”

Did work-life balance affect your decision to leave?

“Yea it’s like kind of going back to what | said, | didn’t find that | was burnt out but | was
certainly tired and fed up and getting tired of the high amounts of work. It was like a law of
diminishing returns I'd work loads and have a lot of money but no time to spend it. So |
thought if | leave will | find somewhere more flexible so yea defiantly one thing that
influenced me to leave”
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Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:

“This was one of my first jobs in the industry so yea at the start | definitely felt like | learned
loads naturally a lot of it was quite new to me, | learned skills | hadn't had previously so |
though these are going to be quite useful to me and | hoped it would continue but after the
first year or even 8 or 9 months that all my development had been done at the start and it
had fizzled out after that”

Promotion:

“To be honest not in my department I’'m not sure about other employees at higher level but
no not where | was | didn't ever perceive that | was going to get promoted”

b. Inyour opinion, was access to opportunity for career development equitable & fair?
“You know I’'ve heard instances for both that it was quite selective, it's the old story I've
heard lots of times that it was based on managers’ favouritism | felt that they had the
ultimate decision so those they got on with better and knew better and who were more

noticed”

c. Inyour opinion, was access to opportunity for promotion open & fair?

“Yes there was maybe something like | got asked to go for the promotion”

d. What effect did the opportunity career development and/or promotion have on your decision

to leave?

“Not as much maybe as the other ones, | never saw it as a long term career so when leaving that
wasn't a primary motive”

Section 7: Pay, Benefits & Rewards
a. Did you consider your pay reflected the responsibilities of your job?

“Yea like i was by no means a millionaire off it and at the start | felt it was reflective and |
was just happy to be getting a good wage however the longer | hung around I did get more
duties, more hours and certainly my loyalty to the hotel but it never came. In saying that was
it reflective of my job yea”

b. Was there any change in your pay during your employment with the company

“It changed yea, it was never a manager came up and said you're doing a great job here’s a pay rise
it was as the minimum wage in Ireland went up and | was on minimum wage”
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c. Did the company offer any extra benefits?

“Some maybe but | personally wasn't made aware of them”

d. Did the company offer any financial or non-financial rewards?

“Well obviously | was paid a wage and then financially | made tips so that was good and the
harder | worked the more | would make. Non-financially no nothing springs to mind anyway”

e. Did Pay, Benefits & Rewards have an impact on your decision to leave?
“You know | said a few minutes ago that I’d shown a lot of loyalty so | felt i deserved a pay

rise but no it slightly impacted my decision to leave but not a massive factor”

Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

“I always viewed myself as a positive employee so in a lot of ways yes but in other ways not like it
really dependant on each individual manager or supervisor like some we got on very well and others
the relationship just didn't work to no fault of mine or theirs. If | was to reflect on it now I’d say 50/50
some good some bad”

b. Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. —work instruction & advice; ask your opinion; willing to take your view on board)

“Very occasionally some did i can think of one or two managers who respected me who did.
Most of the time i have to say no, it was dependant on the managers if they were willing to
listen but more often than not it was no ”

c. Do you consider that all members of the team were treated fairly & equally?

“Well it's funny you mention it only a few minutes ago did i mention relationships. There was
definitely those who got on better with manager that | did and as a result there was preferential
treatment sort of like in school. | can think of a few instances where people got preferential
treatment”
d. Did you have opportunity to have an input into changes / put forward your views?

“I have to say no never, | was never formally or informally asked so no. | don't know if they were even
open to it”
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e. Did management acknowledge hard work and/or extra effort
“If you say a daily basis it would be really dependant on the person. On a really busy day you
might get a handshake and a thank you very much, | can't say there was anything more than

this it was just an element of comradery and teamwork”

f.  Did your relationship with your supervisor and/or manager have an impact on your decision to
leave?

“No, I’d have to be honest as | was at a lower level if | had a bad day with a manger | wasn't
taking that home with me so no it was never a factor”

Section 9: Job Satisfaction

a. Overall, did you find your job satisfying?
“Again at the start yea | was learning loads getting paid money and it was all very new. Getting
to know new people it was all very good but like all things you know you get used to it and get a

bit bored. For me repetition with long hour’s job satisfaction definitely decreased as a result”

b. Overall, what were the 3 most important factors that impacted on your decision to leave your
post in Food & Beverage in the Hotel Industry?

1. “Long hours”

2. “Paycheck”
3. “Worklife Balance

9.4.5 Participant E

Section 1: Age
21

Section 2: Background

a. How long have you worked in the Hotel Industry?
2 Years (13months)

b. In which Food & Beverage area(s)/department(s) did you work?
Conference and Banqueting

c. Positions held:
Food and Beverage Assistant

Section 3: Impact of Staff Turnover

a. Did the company have a planned recruitment process in place to fill vacancies to
support continuity of standards and service

“Not that | know of for F&B Assistants, | mean I’m sure it's different for managers and
Supervisors”
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b. Where there was a time lag in recruitment & training new staff, was there sufficient resources
to maintain work & service standards

“When | first started working there | didn’t receive any training for about 3 months | just had
to learn off others. But | noticed a change when people complained about it that they did

start to train new staff”
c. During this time, did the workload increase on yourself & other members of the team?

“Things like people taking more tables for service, the hours were kind of the same. | didn't
really notice the difference in hours”

d. Didthe increased workload due to the vacancy impact on service standards & service delivery?

“Well more so for myself if | was with someone new and if they hadn’t been trained, | would find
myself doing everything because they may have been unsure of what to do”

e. Was there a high level of staff turnover on the team?

IlYesll

f. Did it impact on your decision to leave?

“Not really, no not at all”

Section 4: Training & Development

a. As a new employee with the company did you receive sufficient training and education to
undertake your role and assimilate into the team

Induction Training
“Yes. It was about the company as a whole and what they stood for”

Mentoring and Side by side training
“Yes, | was put with an older member of staff. This was just for the first day for one event. They were
told to show me the ropes but | didn't really receive any official training. So | just shadowed them”

Team Development
“No, not that | recall”

b. Was there a programme of continuous development :
“For the first week it was continuous. Like you were put with different people for that week
but some of them might not tell you what you need to do. It really depended on the person

you were put with”

“There was like off the job trainings that were manual handling training and chemical
training, they were more health and safety aspect not really to do with the job”
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c. Diditimpact on your decision to leave?

“Well no because after a year | became to know everything | needed but | would understand why
people would leave if they weren't trained”

Section 5: Work-Life Balance

a. Did you feel there was a work life balance while working at the hotel?

“Not really like for example at one point | had an exam and | was asked to worked before and after
the exam, sometimes they kind of expected you to give more”

b. How did your job impact on your work-life balance?

Positive Impact
“Well | suppose it helped me to save my money”
Negative Impact
“So not seeing my friends, working until 5am sometimes it was normally until 1 am or 2 am but I'd
still be exhausted”

c. Was there flexibility with regard to shift requests/leave requests?

“Yes and No, normally if you requested a day off they’d be ok about it but some days there’d
be no question about it you would have to come in”

d. Did work-life balance affect your decision to leave?
“More so working until 5 in the morning, | didn't enjoy that. It was more those hours”

Section 6: Career Development

a. While working in Food & Beverage was there opportunity for career development and/or
promotion?

Career Development:

“Yes, well not just for me | noticed that other people were asked if they wanted to move into
a different department and things like that”

“I got this opportunity to move after | left the Hotel”
Promotion:

See above
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b. In your opinion, was access to opportunity for career development equitable & fair?
“I would say no, like not really. | recall | was away for a while and when | came back some
people who were just in the door were being asked to move to a different department over

me and I'd kinda made it aware that | wanted to move department”

c. Inyour opinion, was access to opportunity for promotion open & fair?

See above

d. What effect did the opportunity career development and/or promotion have on your decision to
leave?

“I wouldn’t say it really affected me. | would have liked to move department but they were very
hesitant to let people leave that department”

Section 7: Pay, Benefits & Rewards
a. Did you consider your pay reflected the responsibilities of your job?

“Yes but also | think that when we worked overtime and long shifts that there should have
been an increase like when we worked 12 hours and late into the morning”

b. Was there any change in your pay during your employment with the company

“Yes but when the minimum wage increased”

c. Did the company offer any extra benefits?

“I’'m sure they did but | wasn't made aware of it”
d. Did the company offer any financial or non-financial rewards?

7”7

“We got 2 bottles of wine as a gift at Christmas time” “Financial, no. Even tips if we got
credit card tips we never saw it was just divided out between the bar staff”

e. Did Pay, Benefits & Rewards have an impact on your decision to leave?

“No not really”
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Section 8: Subordinate Relationship

a. Did you have a positive relationship with your supervisor/manager?

“It depended on the person, so | mean | had a good relationship with the supervisors. The managers
also there would be certain managers | wouldn’t see eye to eye with that person and that may have
been held like a grudge so it would have an effect on the relationship”

b. Did your supervisor/manager provide support you in a constructive & positive manner
(e.g. — work instruction & advice; ask your opinion; willing to take your view on board)

“With regards to wok instructions | would say yes and no like different managers would have
a different way to instruct so certain people would be unclear and you asked to repeat it
you’d get a look like you were stupid”

c. Do you consider that all members of the team were treated fairly & equally?
“Absolutely not, | think if people spoke their mind or had some negative or even constructive

sometimes it wasn't taken well and grudges were held”
d. Did you have opportunity to have an input into changes / put forward your views?

“I mean to be honest | never really put my view forward, | did mention it once to a manger that we
needed training”

e. Did management acknowledge hard work and/or extra effort

“I mean we got twice if i recall when we worked late into the night. But even just a thank you
I never got one for work”

f. Did your relationship with your supervisor and/or manager have an impact on your decision to
leave?

“I would say Yes and no, it was with some management, | didn't find that all the
management was supportive”

Section 9: Job Satisfaction

b. Overall, did you find your job satisfying?

“Yes, but then after a certain time | would have liked more responsibility or even the chance to
change department”

c. Overall, what were the 3 most important factors that impacted on your decision to leave your
post in Food & Beverage in the Hotel Industry?
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1. “Long working hours”
2. “Lack of Recognition”
3. “Some of the management ”

9.5 Survey Questions

1. What is your gender?
Female

Male

2. What is your age?
18to 24

25t0 34

35to 44

45to0 54

5510 64

65+

3. How long were you employed at the hotel?

Less than 6 months

6 months to 1 Year

1 Year to 3 Years

3 Yearsto 5 Years

More than 5 Years

4. What department did you work in?
Bar

Restaurant

Room Service

Conference and Banqueting

Ballroom Bar
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5. What was your position within the department?

Manager

Food and Beverage Supervisor
Senior Bartender

Bartender

Food and Beverage Assistant (Bbar)

Food and Beverage Assistant (Restaurant and Lobby)

Food and Beverage Assistant (Ballroom)

Room Service Attendant

6. What are the reasons you're leaving the company? Select all that apply.

Lack of promotion/career development
Direction of the company
Workload/stress

Unhappy with management

Changing careers

Dissatisfaction with working conditions
College work

Relocating

Retiring/leaving the workforce

Better opportunity

Dissatisfaction with pay

Length of commute

Lack of training and development
Other (please specify)
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7. Did the employer offer a change in position or department?
Yes
No

8. Was an exit interview conducted?
Yes

No

9. Did you remain working in the hotel industry?
Yes

No
Retired

Full time Student
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