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ABSTRACT

Hospitality organisations in the unorganised seatake huge investments in human resources congethin
efforts of hiring, training, development and retentof employees with them. Therefore, employeeduer is critical for
any organisation in the industry as it is a comrphenomenon in recent times. It bears lots of negdthpacts on the
productivity and consistency of the organisationgroviding proposed product and services. Thgueat change in the
workforce will change the quality of output as wadl the work culture of the organization. It is daitant to any service
organization. An efficient Human Resource Departnigindispensable in this concern to recognizentiess timely and
to do accordingly to get a committed and satisfiakforce. The article focuses on the reasons fgh turnover and

employee satisfaction on job, company and supegiated matters.
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INTRODUCTION

The Hospitality Industry in Kerala is one of thec#éb contributors to the economic, social, cultuaatl leisure
interests of the nation. The hospitality industignsists of a broad category of services like loggidining, event
management and different modes of transportatisncésted with the tourism industry in a state. Tihdustry is one of
the major employers and one of the fastest growetjors in Kerala. Just like many other sectorsément is booming
at an unprecedented pace. Kerala faces a hugergalbf being under roomed while the economy isvipg rapidly.
This provides for huge prospects for the hospytalidustry. Along with the rapid industrial growtnd promotion of
tourism, the hospitality sector is booming and iffg huge job prospects to the young bloods in ker this era of
globalization, the growth and prosperity of the gitaity industry demand for highly qualified, treid and experienced
professionals at the national and internationatlle@lobal researches depict that the hospitatiustry is characterized
for high employee turnover. Hotels, resorts anaotiospitality service provider spend huge amouatyeyear for hiring
and training of new employees. It is no longer g8sing fact that the cost of losing an employedétween half and
one-and-a-half times their annual salary. Many camgs in the hospitality sector are making intem&fforts to control
employee turnover through enhanced emoluments,fitener incentive systems, as well as by trainimgnagers.
However, it is untoward to state that the hosgitafidustry is still suffering from the highest eatf employee turnover in
the state compared to other associated industliespite a significant improvement in the past ye@te hospitality

industry faces a high degree of employee turnowvbich will reduce productivity and increases thetsmf organisations’
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time and other resources. The organisations irsdliek industry struggle to identify and hire thentigmployees. The task
of retention becomes a challenging job for the @amel management in the dynamic environment ofrttlastry. Proper

understanding of the reasons for the high emplaye®ver will help them to reduce the switching &ebur.
LITERATURE REVIEW

The hospitality sector is one of the world’s fastgsowing industries. But, massive problems stitisé in
attracting and retaining the skilled work force. shfmuth, W. J. (1983)“Turnover is one of the most prevalent,
longstanding concerns in the hotel industry, whigts been characterized as having a turnover cultbrice, P. P.
(1989¥ “Involvement of employees in work would influenjib satisfaction and increase organizational comeit.
Employees who are more involved in their work arerensatisfied with their jobs and more committedtheir
organization”. Barrows, C. (1990)High turnover rates might have negative effegighe profitability of organizations if
those are not managed properly”. Bonn, M. A (199R)e recruitment and selection procedures haveatigrship with
employee turnover. A variety of recruitment andesgbn methods viz., formal referral system, hirioig minorities,
elderly and disabled, rigorous interviewing proaedy realistic job previews, bio-data collectiord grersonality tests
might be used to get right employees positive &ffitg. Employees with high negative affectivity gerience a lower
level of task involvement, are less inclined toksée control their work environment, and are led®ly to seek
communications from co-workers and supervisorsrioffetask and informational support. The negatiffectivity may
lead to turnover”. Hom and Griffeth (1995 he unfolding model of voluntary turnover represeatdivergence from
traditional thinking by focusing more on the dewisl aspect of employee turnover i.e. showing icgta of voluntary
turnover as decisions to quit. The image theorycless the process of how employees process intwmaluring
decision making. The employees may leave orgapizatafter they have analyzed the reasons for mgiittiAbassi SM &
Hollman KW (20005 “Employee turnover is featured as the rotatiomvofkers around the labour market; between firms,
jobs and occupations; and between the states ofogmpnt and unemployment”. Aksu, A.A. (2004High turnover
happens due to low-skilled and low-paying work,aaial working hours, low job satisfaction and thel of opportunities
for career advancement within the organisation’mdie& Nasurudin,(2008)“Hotels all over the world experience high
turnover rates. The turnover rate in the hotel gtiduis estimated to range from 60 percent to 3@@gnt annually far
higher than the percentage reported in the marurfagtindustry”. Ongori, H. (2007¥Focus on the causes of employee
turnover has been done on the examining the soofcesployee turnover, effects and advising varistnategies which
can be used by managers in various organizatiornhsore that there is employee continuity in tleeganizations to
enhance organizational competitiveness”. Kung, M(2D07}° “Organizations tend to underestimate the costiofaver.
Perhaps it is because there is not a line itemdstmprofit and loss statements, nor is it typicaliequately defined in the
budget and no one submits an invoice at the erttieoinonth for turnover. The turnover costs orgaiona crores of
rupees a year”. Csaba, D. K. (20'£3Migh turnover happens when the employees of odastry have shorter tenure than
those of another industry. A certain rate of tuerols necessary and healthy for an organisation.high turnover may
lead to excessive costs. Motivations to improveviser quality, consolidate employee to employee amahager to
employee relationships, offer standard benefit pgek create employee —friendly work environmenbvigiing career
advancement opportunities, arrange mentoring progras, adoption of suitable leadership styles, asletdge abilities
of employees and avoidance of bringing new peopla higher rate than the existing employees plagl vble in the
reduction of employee turnover”. Arokiasamy, A.(R013}?“Employee turnover is an important measure thativstal

to organizations’ workforce planning and strateBynployees leave their organisation; not just tha fhat they leave
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have critical implications for future retention amgocurrent staff, job satisfaction and engagemehtsmployee and an
organization’s ability to attract skilled people fob vacancies. Job satisfaction, payments to eyegls, career promotion,
fringe benefits, Management'’s attitude, Job fit,speality traits, alternative employment opportigst influence of trade
unions, influence of co-workers, strategies to miae employee turnover, recruit suitable employeetin valuable

employees, organizational factors, economic factffective leadership, training and developmeeacjob expectations,
job satisfaction, balancing work and family lifeegdhe common reasons for employee turnover”. Thieweof literature

strongly emphasis on the effect of employee turnavan industry, especially in the Hospitality s#aas studies exhibits.
The proper management intervention backed by apiatepretention strategy is found crucial in thégard to circumvent

the problems confronted with in the competitive kahr
Statement of the Problem

The unorganised hospitality sector in Kerala isabierised by recurrent switching of the workforEee severity
of the problem of high employee turnover affects tbnsistency in the quality of service as welihesprofitability of the
organisation. Smooth functioning of the organigai@nd the public confidence will be disturbed dmehe common
phenomena. In this situation, this research workesnan attempt to find a solution to certain resdeguestions. What are
the major reasons for the high rate of employerowgr? What is the level of employee satisfactmmards the various

job, company and superior related factors? Whattefls can be taken to curtail the degree of erapltyrnover?
Objectives
e To identify the major reasons for the high emplofgeaover in the unorganised hospitality sectoKémala.
» To assess the level of employee satisfaction ojothecompany and superior related factors.
» To propose steps to be taken to reduce the ramployee turnover.
Methodology

The present study, which is descriptive in natwas conducted on a sample of ninety six employdss left
from selected hotels and resorts in Wayanad, Etnakand Kollam districts of Kerala. The empiricaltd collected are
analyzed to identify the reasons for employee tuenolevel of employee satisfaction and their adtis as well as
expectation towards work related matters. The miygosampling method has been adopted to selegilsarfrom the

accessible population. Primary data were collefrtat the respondents by administering a detailesbtjonnaire.

RESULTS OF ANALYSIS

Reasons of Employee Turnover

The employee turnover is very critical for the ugeamised hospitality sector, especially when thegtwa provide
high-quality services to their customers. They o providing outstanding service that exceedsstguexpectations,
and, therefore, invests a lot into employ, traird aptain qualified employees. A high rate of empkyturnover has
an instant effect on the performance of the ingustspecially in the guest service areas. The nragson for the turnover
is that the employees in the unorganised hospitakictor are always looking for better job oppoittas [MS 8.92].
Whenever an organization in the same industry sféemparatively better job opportunities or posisioturnover will
become a routine. So, it will result in heavy enygele turnovers. The demographic profile of the regipats depicts that

most of them (75%) are below the age of 40. Theeefoworking in a hospitality organisation is affistep in the career
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for them and as soon as they get experience frenotiyanisation they may go for better opportunitiesother
organisations.
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Figure 1: Reasons for Turnover- Mean Plot

Table 1
Reasons for Turnover MS| =

Better Job Opportunities [R1] 8.92|1.19
Better salary offers [R2] 7.50(2.23
Conflicts [R3] 5.17|2.42
Family and personal problems[R4 7.42| 2.23
Company instability [R5] 4.58| 1.76
Job Stress [R6] 5.75|2.36
Poor Personnel Management [R7 6.25| 1.84
Rigid Company policies [R8] 3.42|1.90
Communication Gap [R9] 3.50|1.95
* MS — Mean Score

Another notable reason that may lead to turnovdseiter salary offers by other organizations in shene or
similar industry [MS 7.50]. It is observed thatesgl and perquisites given to employees, especialy-executives are
very low compared to other industries. This maylléeem to search for a better salary or beneférsffn and outside the
industry. Many employees, especially women emplsyaee quitting from this field because of familydapersonal
problems [MS 7.42). There was an allegation agdistindustry in Kerala that it is not suitable fsomen employees as
with the problem of working time and resistancenfrthe family. Lack of proper personnel managemdtt [6.25] is
another serious cause for employee turnover. Thporalents were opined that most of the hotels amdrts are not
showing a keen interest to maintain better personahagement practices to solve grievances and dahees of
employees. Employees unanimously agreed that jelsssfMS 5.75] is comparatively very high in thespitality sector.
They are being given higher responsibilities arghhiargets compared to their position and emolusértie employees
are of the opinion that they have to work more thidnhours a day, which is definitely hard whensittompared with

working hours of other industries and be considenee of the major allegations against the job mairkehe industry.
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Conflict with colleagues and supervisors [MS 5.i574 stern reason for employee turnover. Unexpestettling from the
superior even for minor mistakes, negatively hitgkers squarely in the ego. Company instability [MS8] may lead to
the loss of employee confidence in the affairshef tompany. In order to secure their work and iresoemployees will
find new opportunities. Rigid company policies [M212] would perturb employees as they lack flekipénd freedom in
the work pattern and environment. Communication [§48 3.50] widens the distance between the mindsroployees

and superiors. Misunderstandings among the emptoged superiors may happen due to communication gap
Satisfaction on Job Related Factors

It is understood from the result that the respotsldave very distinct opinions on various job-retamatters.

The Weighted Mean Score [0.667] agrees that thmoretents are satisfied with these factors in génera

Table 2
Job Related Factors *MS c
\Work load [JF1] 0.58 | 1.45 IB
Salary [JF2] 042 | 133 | ©
Working environment [JF3] 1.00] 123 | ©
Challenging Job [JF4] 1.08 | 0.64 o
Orientation and trainings [JF5] 0.42 | 0.96 E
Job information [JF6] 1.00] 1.00 | =&
Physical working conditon [JF7] | 0.75| 137 | § &
Job security [JF8] 042 087 | =
Application of training [JF9] 0.58 | 1.04 E
Job stress [JF10] 0.33| 1.03 | &5
Working time [JF11] 0.25| 1.49 g
Prospects to initiate skills [JF12] 1.17 | 0.55
*MS- Mean Score

It is found that these organisations provide enaygbortunities to employees to initiate their skdind potentials
in the job [MS1.17]. They state that the organmatprovides safe and comfortable working environiraerd enough
information to do their job accurately [MS 1.00utBat the same time, they are not satisfied witihkwoad [MS 0.58],
salary and perks [MS 0.42], job orientation anihtrey [MS 0.42] and physical working conditions [MS75] provided by
the organization, especially lower level employédsereover, they have high dissatisfaction regardimgking time [MS
0.25], stress on the job [MS 0.33], and easy tdyapaining received [MS 0.58] in general.

Satisfaction on Company Factors

The descriptive statistics disclose a fact thatdhwloyees are satisfied with the company relaw@itips in
general (Weighted Mean score 0.89]. The employeessatisfied with productivity and efficiency [MS1¥], Cost
efficiency [MS 1.00] and opportunities for develogi skills [MS 1.00]. Employee satisfaction on otlegtributes
[Table No. 3] is not remarkable. However, modersditality organisations have good infrastructumalitees and all sorts
of capabilities to cater the requirements of bothplyees and customers. Such facilities and cafabilshould be
accessible to the employees otherwise it is veificdit to build a sense of belongingness. From fibsult, it is clearly

evident that employee turnover happens due toinartenpany- related matters.
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Table 3

Company Related Factors [*MS c
Company policies [CF1] 0.70, 1.24
Productivity & efficiency [CF2] 1.17) 055 |
Cost efficiency [CF3] 1.000 0.71 |©
Awareness of the process [CF4] |0.85] 1.15 | &
Individual differences [CF5] 0.83] 0.99 g
Prospects to develop skills[CF6] |1.00] 0.41 @
Career development [CF7] 0.60, 0.64 | =
Goodwill [CF8] 0.50| 0.87 |=
Loyalty to the organisation[CF9] [0.83] 1.14

*MS- Mean Score, WMS- Weighted mean Scorg

Table 4

Superior Related Factors *MS c
Impartial superior [SF1] 0.58] 1.26
Availability [SF2] 1.17| 0.69
Encouragement [SF3] 1.42]0.49] &
Feedback [SF4] 1.33/0.63| @
Commitments [SF5] 133|047 &
Credit from superior [SF6] 0.67]1.32| <
Coaching and training [SF7] 1.17]0.90]| <.
Fair evaluation [SF8] 1.10| 0.76 g
Empathetic acceptance [SF9] 1.08| 0.75| =
Vision and strategy [SF10] 1.00| 0.92
Considering suggestions [SF11] 1.17| 0.55

MS- Mean Score, WMS-Weighted Mean Score

Satisfaction on Superior Related Factors

The analysis illustrates that the respondents atésfied with the supervisor related matters in egah
[Weighted Mean score 1.091]. As far the varioushattes in this regard are considered, they alkehawery impressive
opinion except partiality of the superior [MS 0.%8]d getting credit from the superior for the lshpletion of the works
[0.67]. Therefore, it is understood that the empkyurnover is not primarily due to the issuesduhikwith superior-
subordinate relationship. From the analysis of sasps it is apparent that superiors are keepinghwalationships with

their employees. Even though, some employees ligijob due to conflict with superiors.
Reduce Employee Turnover

It is very crucial to know what is to be done inander to reduce employee’s turnover from their qent.
The result clearly states that effective Human ResoDepartment is very essential in this connadidS 9.75). Many
hospitality organisations lack this factor. HRDimefficient and remains dormant about the discusgib employees’
problems. Many times, it fails to understand th&ueaof human resources and its importance in agkgeubjectives.
Employees should be considered as the resourdbs ofganisation rather simply as workers [MS 8.There must be a
strategic compensation package for employees ipitadisy sector, according to their work load [MS58]. Employees
expect recognition and words of appreciation frévd superiors and management for the exceptionatsaand efforts
[MS 8.17]. It is a vital aspect for motivation tartail the rate of employee turnover. A full —fleth and efficient

grievance handling systems is essential in all i@y organisations to hear employees [MS 8.0th& important
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strategies for reducing employee turnovers are eyagls’ participation in management and strategyntieition

[MS 7.83], opening avenues for good career groMsB [7.25], competitive pay and benefits [MS 5.6 4. &rovide better
job opportunities and social status through tingglgmotion and change in authority and responsislits inevitable for
employee retention. Working hours must be reasenaitl competent with other industries. Proper atiesrind benefits

should be provided to employees, especially indher levels.

~#-Job Faglors ~*Company Factors  —*Superior Factors

Figure 2: Employee Satisfaction — Mean Plot

Table 5

Factors Mean| o
Effective HRD 9.75 |3.145
Efficient grievance handling|8.00 |3.352
Employee participation 7.83 |2.636
Employees as resources |8.75 |2.613
Strategic compensation 8.67 |2.684
Recognize employee succe|8.17 |2.364
Good career path 7.25 |2.188
Offer competitive payments|5.67 |1.767
Policies for discussion 3.08 |2.201
Source: primary data
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Figure 3: Theoretical Model
FINDINGS

The main reason for employee turnover in the haBpitindustry in Kerala is better job opportungiprovided by
other organizations and industries. The other itgmrreasons are family and personal problems, pavsonnel
management, job stress, conflict with colleagu&gd rcompany policies etdEmployees are not much impressed with
working time, workload, salary and perks, job ot@&ion and training and physical working conditigmevided by the
organization. Job stress is very high in the unoizgal hospitality sectoiThe employees are keeping a good relation with
their superiors and management in general. Butesemployees left the organization due to conflighvsuperiors.

Effective HRD is the crucial element to reducerdie of employee turnover.

Other important factors under consideration areraff strategic compensation package, recogniti@mployee
success, efficient grievance handling and exitrimdsv system, employee participation in planningd astrategy
formulation, etc. Lower level employees are suffering a lot due tcertpad of work and timing, low quality

accommodation and food and inadequate salary affererement.

CONCLUSIONS

In summary, the major research findings from thisdg suggest that the hospitality industry in Kardlas
witnessed a turnover culture. Employees generalyifo the industry with the belief that there ariele scope career
development and promotional opportunity. It is digavident that they switch from one organizatimnanother just
because of this fact as the result exhibits. Theradiction prevails in the situation is the respemts are satisfied with
certain job, company and superior related factdrshe same time they had several bitter experiemgth factors beyond

this level. However, they used to adopt an itinetaghavior in this regard. It indicates that turaovn this industry
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happened is not only related to employee satisfachut also with some factors beyond the levelatisfaction.
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