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Abstract 

Purpose 

The purpose of the current study is to explore the expected Quality of Work Life (QWL) 

attributes for the hotel employees and to examine how the gap between perception and 

expectation of these qwl attributes affect Employee's Commitment to Service Quality 

(ECSQ) and turnover intention to other hotel/other service industry/other profession, 

based on gender, age, tenure in the industry, department and organization. 

Design/Methodology/Approach 

This study was carried out in three phases. 

Phase I was a qualitative study that was framed with the objective of finding out the 

expected Quality of Work Life (qwl) attributes for the hotel employees. Data was 

collected using open-ended questionnaire, interview, focus group discussion from final 

year hotel management students from 3 institutes who have undergone training in 

various hotels and from employees of 3 hotels working in 4 core departments (Front 

office, House keeping, Food and Beverage service and Food and Beverage production). 
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Phase II was a quantitative study that involved administering questionnaire to employees 

of 4 core departments in 3 hotels. The questionnaire had 4 sections: 

The first section comprised of statements on perceptions and expectations with respect to 

qwl attributes gathered in phase I. The rating were based on the satisfaction with respect 

to these attributes with scores ranging from 1 to 5 (strongly disagree to strongly agree). 

The second section comprised of statements to measure Employees Commitment to 

Service Quality (ECSQ). The rating are based on the satisfaction with scores ranging 

from 1 to 5 (strongly disagree to strongly agree). 

The third section comprised of statements to measure turnover intention to other 

hotel/other service industry/other profession. The rating were based on scores ranging 

from 1 to 5 (strongly disagree to strongly agree). 

Fourth section comprises of questions related to employee information. 

Findings 

Phase I study identified 42 attributes of qwl in the context of this study. A comparison 

with prior studies on qwl attributes revealed some similarity and dissimilarity which is 

discussed in the concluding chapter. Factor analysis was carried out on these attributes 

based on gap score to find out if was possible to evolve an empirically meaningful 

clustering of the items, in order to do further analysis. But it was found that the factor 

analysis did not yield a meaningful cluster. 
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Subsequently, given the number of variables involved, a step wise regression analyses 

was carried out on the quantitative data collected in phase II, to find out how 

significantly the perception and the gap between perception and expectation (p-e) of these 

qwl attributes predicted employee commitment to service quality and turnover intention 

to other hotel/other service industry/other profession. The findings indicate that certain 

set of qwl attributes affects ECSQ and turnover intention to other hotel/other service 

industry/other profession. The findings was substantiated by the third phase of the study, 

that involved interviewing Managers and employees of the hotel to seek their 

explanation. The interpretation and explanations for the observed relationships by the 

hotel employees are discussed in chapter 4. The conclusion and discussion of this 

empirical study is listed out in chapter 5. 

Research limitations 

The findings of this study should be considered along with the limitation of this study, 

which is explained in Chapter 5. One of them being that is since hotel employees had 

heavy workload and busy schedule, data could be obtained from 3 institutes and 3 hotels 

located in Mangalore city therefore, generalizability of the theoretical model is unknown. 

Practical implications 

Given the high incidence of employee turnover in the hospitality industry and the 

importance of service quality, practitioners and academics alike should be focused on a 

more complete understanding of the expected qwl attributes. The present study is an 

exploration into the identification of the relationships among the qwl attributes, ecsq and 

turnover intentions. Management and HR professionals can draw interventions based on 
1 
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the study findings about qwl attributes that are linked to employees' commitment to 

service quality and turnover intentions, in order to provide employees with a work life 

that is conducive for ECSQ and retention. 

Originality/value 

Three original contributions of the study are that: 

The hotel industry was chosen as it is a highly labour intensive and lesser researched 

area, serving thus, as a suitable framework to explore future/present hotel employee's 

expectations of qwl attributes and investigate the influence of this primary data on study 

outcomes, rather than relying on secondary source of data. 

It provides insight which should be helpful for hoteliers, in understanding employees 

perspective of qwl attributes as well as the gap that prevail between expected and 

perceived qwl attributes. 

Thus this study focuses on the importance of enhancing qwl attributes in the context of 

the Indian hospitality industry. This study also is positioned to be different in terms of its 

methodology, as the study comprises of qualitative phase preceding the quantitative 

phase and then articulating the findings with a qualitative phase i.e. elucidating 

interpretations on the results from respondents in the hospitality industry. 

Key words 

qwl attributes, employee commitment to service quality (ecsq), turnover intention 
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Quality of Work Life 

F & B 

- 

Food and Beverage 

HK 	

- 

House keeping 

HR 	- Human Resource 

p-e 	Perception minus expectation score on qwl attributes 

TI 	- Turnover intentions 

TI-SI 	- Turnover intentions to other service industry 

TI-H 	- Turnover intentions to other hotel 

TI-P 	- Turnover intentions to other profession 

vi 

vi 



TABLE OF CONTENTS 

No. 	Title of the chapter 

1. INTRODUCTION :1 

The research context and its significance :1 
Objectives of the study :4 
Research questions :4 
Hypothesis development :6 
Preface to key terms :9 
Assumptions :12 
Limitations :12 
Phases of the study :13 
Organisation of the report :14 

2. PHASE I: A QUALITATIVE STUDY FOR EXPLORING 
EXPECTED QWL ATTRIBUTES :16 

2.1 Introduction :16 
2.2 Literature review :17 
2.3 Method :21 

2.3.1 Sampling and data collection : 22 
2.3.2 Data coding :26 
2.3.3 Classification of QWL items :27 

2.4 Analysis and discussion of the QWL construct :30 
2.5 Summary of the findings :41 

3. DEVELOPMENT OF THE SURVEY INSTRUMENT AND 
ANALYTICAL PROCEDURE :44 

3.1 Introduction :44 
3.2 Instrument design :44 
3.3 Validity and Reliability :48 
3.4 Pre-testing the instrument :50 
3.5 Ethical consideration :51 
3.6 Sample :51 
3.7 Data collection :52 

vii 

vi i 



3.8 Rationale for considering gap score for analysis :54 
3.9 Factor analysis :54 
3.10 Summary :58 

4 DATA ANALYSIS AND INTERPRETATION :59 

4.1 Introduction :59 
4.2 Testing of Hypotheses and interpretation :60 
4.3 Summary :96 

5 	CONCLUSIONS :97 

5.1 Introduction :97 
5.2 Observations and conclusions from Phase I study :97 
5.3 Observations and recommendations from Phase II study :98 
5.4 Implications for theory :106 
5.5 Practical implications :107 
5.6 Limitations and suggestions for future research :110 
5.7 Summary :111 

BIBLIOGRAPHY :112 

ANNEXURE I — Open ended questionnaire for phase I study :125 

APPENDIX II - Data collection instructions for participants :126 

APPENDIX III — Questionnaire for phase II survey :127 

List of publications in refereed journals :132 

viii 

viii 



DECLARATION BY THE SUPERVISORS 

This is to certify that the Ph.D. thesis "Expected Quality of Work Life (QWL) 

and the Impact of the Gap between Perception and Expectation of OWL Attributes on ECSQ 

and Turnover Intentions among Hotel Employees" is an original work carried out by 

Mrs. Indira K Shreedaran under our guidance and that no part of this work has been presented 

for any other Degree , Diploma, Fellowship or other similar titles. 

A.Sreekumar 

Supervisor 

Faculty Management Studies 

Goa University. 

Place : Goa University. 

Date : 	8 - 	 cZo ( 

Nandakumar Mekoth 

Co- Supervisor 

Faculty Management Studies 

Goa University. 



STATEMENT OF AUTHORSHIP 

I hereby declare that this submission entitled "Expected Quality of Work life (qwl) and 

the impact of the gap between perception and expectation of QWL attributes on ECSQ 

and Turnover intentions among Hotel employees" is my own work and that, to the best 

of my knowledge and belief, it contains no material previously published or written by 

another person nor material which to a substantial extent has been accepted for the award 

of any other degree or diploma of universities or other institutes of higher learning, 

except where due acknowledgment has been made in the text. 

Place: Goa University 	 (Indira K Shreedaran) 

Date: 	g(12- 

x 



xi 

ACKNOWLEDGEMENTS 

As this unforgettable journey comes to an end, my thoughts and emotions range from 

excitement and determination to stress, despair, and panic. My understanding of the 

knowledge presented in this thesis owes to many people. Some is apparent from the 

reference list but some deserve special mention. Though appreciation can never be 

expressed well enough with the words, yet I try .... 

My heartfelt gratitude to Mr. B R Hedge and the management of NITTE Education 

Trust, for their wholehearted assistance, turning my dream of doing a Ph.D into reality. 

I thank the anonymous reviewers as well as the editors of IJHMR, RPHRM for their 

valuable comments that greatly helped in refining my work. 

The researcher is grateful to the experts Dr. Sonia Mohan, Prof. Shreelatha Rao, Ms. 

Mamatha Rao who spent their valuable time going thought the questionnaire and 

providing constructive suggestions. 

The researcher is grateful to the principals and the final year students of the 3 hotel 

management college for their co-operation and sustained interest in this study. 

Sincere gratitude is expressed to my dear friend Anita and little Gayathri for keeping my 

spirits high during all the lows. 

xi 



xii 

My mother for her constant prayers and her unconditional affection showered on me. 

To all my teachers, for their support and guidance that influenced my life and thinking. 

To my M.Phil guide Dr. Nataraj an for providing me with the necessary foundation to 

start my research. Unforgettable thanks goes to Professor Arun Rao, Head, Department 

of Statistics, Mangalore University and Dr. Sumathi for their intense support and advice. 

Professor P Yadapadithaya for his inspiration and motivation that aided my first step 

towards the research journey. Dr Anuradha for her valuable comments and tit-bits of 

research humor that livened up my spirit during my long research interactions with her. 

I believe the strength of my research is based upon several excellent samples obtained 

through the cooperation of HR managers and employees from the 3 hotels covered in this 

study. Respecting the promise to maintain anonymity, I thank each one of them from my 

heart and hope that a better 'quality of work life' would prevail for these employees. 

The warmth and kindness shown by Mafaldina, Baburao meant a lot to me. 

Life has a way of bringing the right people together, at the right time, for the right 

reasons. Heartfelt thanks for the research insights provided by Dr. Nirmala R, Dr. 

Dayanand, Dr Purva D, Dr Pradeep S, Dr Barnabas 

xii 



Thanks to Dr Vinay Raikar, Dr Ranjini Swamy, members of my research committee for 

their rigorous critiques, making me a far better scholar than I would have been otherwise. 

With humility I admit that to travel this far without the support, of my research guides 

would have been impossible. Dr. Sreekumar Ancheri, his patience and flexibility helped 

me, perceive research process not as an "obstacle" but an "opportunity" to learn. Dr. 

Nandkumar Mekoth, his kind and optimistic guidance were particularly helpful when 

the going got tough! Thank you sir for the long sessions that you spared time for. 

I owe a tremendous debt of gratitude to my daughter Preeti and dedicate this dissertation 

to her. 

Circumstances were indeed taxing and testing, I bow in reverence to Almighty for his 

mysterious ways of supporting me 	 

Indira K Shreedaran 

t
1 



1 

CHAPTER 1 

INTRODUCTION 

1.1 The research context and its significance 

In a hotel, the services offered by an employee (producer of the service) and experience 

of that service by the guest(consumer of the service) are often instantaneous (Carlzon 

1987). It is thus challenging for the hospitality managers to motivate their employees to 

stay on the job and to offer efficient and good services which the guest expect (Cheng, 

1995). In fact the resourcefulness of the employees in an organisation depends largely on 

the environment at the workplace, and it has been suggested that due attention be paid in 

providing a satisfying and a high quality work environment for the employees 

commensurate with other associated factors (Mumford 2006). Quality of work life invites 

attention mainly to the worker's need for a meaningful and satisfying work and 

participation in decisions that affect their work situation (Delmotte & Walker 1974). 

Prior research has recognised the association between Quality of Work Life (QWL) of the 

service providers and the quality of service offered. Triveni et al. (2000) studied 

organizational climate as an attribute affecting the quality of work life. Raduan et. 

al.(2006) found that QWL is affected by organizational climate, career achievement, 

career satisfaction and career balance. 

Considering the hospitality industry, hotel staff work round the clock and the normal 

shift hours varies from 9-11 hours at a stretch. Since the past decade hotel management 

colleges are professionally training their students in developing the specific skills needed 
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for a job in the hotel. Also, the old notion of only males opting for hotel jobs is changing, 

with increasing number of female students enrolling in professional hospitality degree 

course to make a career in hotels. This has brought in a change in the hotel work place 

demography and aspirations prompting for a review of the overall quality of the work 

life of these employees rather than just focusing on the organizational climate. 

Indian economy is witnessing growing businesses, greater purchasing power and the 

surge in business and leisure travel has resulted in a flourishing and booming Hospitality 

industry. Citing the need to churn out greater number of hotel professionals the union 

budget 2006 proposed a capital investment of Rs. 10 crores (Express Hospitality 2006). 

But with such opportunity comes difficult challenges, as hotels in India are witnessing 

high employee turnover rate (Mehra, 2006) and the direction of employee turnover is 

also varied. It is found that employees keep quitting one hotel to join other hotel, or join 

some other industry like cruise liner, airlines etc. or sometimes quit the profession 

altogether. This may be attributed to the highly complex, competitive and labour-

intensive nature of the hospitality industry and the change in the academic background of 

the employees in the hotel industry. On the other hand there are many star hotels vying 

with each other for profitability and facing stiff competition from other hotels. Since 

`employees' are the 'resources' at the forefront to provide excellent services that 

differentiates one hotel from the other, the need of the hour is to provide a good quality of 

work life for the hotel employees so that they deem it fit to stay with the hotel and 

provide the best services to their guest. Also the change in work place demography 
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demands understanding of the qwl expected by the employees. This is why there is an 

urgent need to develop the construct of QWL, in the present context. 

Studies have increasingly recognized the importance of Quality of Work Life (QWL) in 

reducing turnover (Ference, 1982; Louis and Smith, 1990) and employee well being 

impacting the services offered by them(Schneider & Bowen 1985). In particular, the 

hotels in India, are reeling under the crisis of high turnover (Mehra, 2006), that is 

adversely affecting the quality of products and services offered (Pizam and Thornburg, 

2000). The concept of the quality of working life has been seen as not only descriptive, 

but also normative, implying that studying it entails eventual attempts at "corrective" 

action (Boisvert, 1977). 

Though research suggests a causal link between poor working conditions and employee 

turnover (Yu, 1999) and commitment to service quality (Varca, 1999). Yet, despite the 

fact that hotels have the most stressful work environments (Karatepe and Kilic, 2007, 

p.2), it is surprising that little research has been carried out in the hospitality industry 

compared to other industries (Lucas and Deery, 2004). For example, little is known 

about the hotel employees' expectation of work life attributes that contributes to qwl. Nor 

is the influence of qwl on employee commitment and/or turnover intention understood. 

The search for relevant literature in this field confirmed a shortage of research in this 

area, especially in the Indian context. Against this background, the need to understand 

expected qwl for the hotel employees and its impact on ecsq and turnover intention 

became significant. 
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1.2 Objectives of the study 

The primary research objectives are: 

1.To investigate the expected attributes of Quality of Work Life (QWL) that are 

significant to the employees in a hotel work place. 

2. To investigate the gap between employee's perception and expectation of the 

qwl attributes and how they are related to employee's commitment to service quality 

(EC SQ). 

3. To investigate the gap between employee's perception and expectation of the qwl 

attributes and how they are related to employee's turnover intentions to other hotel, to 

other service industry, other profession. 

4. To formulate recommendations towards future research as well as suggestions for 

effective worklife in each of the three organizations considered in this study. 

1.3 Research questions 

The formulation of research questions is considered critical in the process of refining the 

thesis topic (Sarantakos, 1993). The primary questions addressed in this study have been 

identified as follows: 
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a.What are the expected QWL attributes for hotel employees ? 

b. How does the gap between perception and expectation (p-e) of qwl attributes 

influence ECSQ , based on gender 

c.How does the gap between perception and expectation (p-e) of qwl attributes 

influence ECSQ , based on age 

d.How does the gap between perception and expectation (p-e) of qwl attributes 

influence ECSQ , based on tenure? 

e.How does the gap between perception and expectation (p-e) of qwl attributes 

influence ECSQ , based on department? 

f.How does the gap between perception and expectation (p-e) of qwl attributes 

influence ECSQ , based on organization ? 

Additionally, in light of the foregoing concerns in the hotel industry, management need to 

motivate employees to stay on the job, by ensuring measures at enhancing the working 

conditions to counter turnover (Yu , 1999 ). This is addressed in the following query: 

g.How does the gap between perception and expectation (p-e) influence TI- H / SI / P — 

based on gender ? 

h.How does the gap between perception and expectation (p-e) influence TI- H / SI / P — 

based on age ? 

i. How does the gap between perception and expectation (p-e) influence TI- H / SI / P — 

based on tenure ? 

j. How does the gap between perception and expectation (p-e) influence TI- H / SI / P — 

based on department ? 
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k. How does the gap between perception and expectation (p-e) influence TI- H / SI / P — 

based on organization ? 

1.4 Hypothesis development 

A hypothesis is defined as a logically conjectured relationship between two or more 

variables expressed in the form of testable statements (Sekaran,1995; Sarantakos, 1993). 

The formulation of hypothesis enables the researcher to build a clear framework and 

guide the collection, analysis, and interpretation of the data (Sarantakos, 1993). 

Service executives have recognized that no strategy aimed at retention of external 

customers can be considered complete unless it includes programs for reaching and 

winning over internal customers (Schnieder and White, 2004), since good feelings by 

employees translate into warmer, more courteous behaviour towards their customers. To 

test this supposition, we propose that the gap between perception and expectation 

(met/unmet expectation) of qwl attributes / variables is likely to affect employee's 

commitment to delivering excellent service, underpinning the accompanying hypothesis. 

Additionally, biographical variables, such as occupational level and tenure, have long 

been systematically correlated with turnover (Cotton & Tuttle, 1986). Mathieu & Zajac 

(1990) studied tenure as predictors of work attitudes, such as commitment and turnover. 

Age and gender also affects individual expectations (Brown and Yoshioka 2003) and also 

affects employee performance, turnover intentions and related human resource decisions 
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(Sturman 2003). Hence hypothesis are framed, taking in to consideration these impacting 

characteristics. 

Hl: The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on ECSQ based on gender. 

H2:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on ECSQ based on age. 

H3:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on ECSQ based on tenure. 

H4:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on ECSQ based on department. 

H5:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on ECSQ based on organization. 

Further, one of the primary challenges that the hospitality industry faces today, is the high 

level of turnover with the most significant problem being, "brain drain", because the 

skills and qualifications gained in hotel sectors are easily transferable to other service 

industry (Powell and Wood, 1999). Past studies have purported that overall satisfaction in 

worklife was negatively correlated to the intent to leave one's profession reinforcing the 

importance of a satisfying work environment to retain workers in the profession (Blau 

and Lunz, 1998; Cotton and Tuttle 1986). And as claimed by Aiken et. al. (2002) that the 

creation of a quality work environment has relevance to low staff turnover. The 

hypothesis follows thus: 



H6:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other hotel based on gender 

H7:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other hotel based on age 

H8:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other hotel based on tenure 

H9:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other hotel based on department. 

H10:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other hotel based on organization. 

H11:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other service industry based on gender. 

H12:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other service industry based on age. 

H13:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other service industry based on tenure 

H14:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other service industry based on department. 

H15:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other service industry based on organization. 

H16:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other profession based on gender. 

H17:The gap score between perception and expectation (p-e) of qwl attributes has 

8 
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an effect on turnover intention to other profession based on age. 

H18:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other profession based on tenure. 

H19:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other profession based on department. 

H20:The gap score between perception and expectation (p-e) of qwl attributes has 

an effect on turnover intention to other profession based on organization. 

1.5 Preface to key terms 

Whenever a research is undertaken, the key terms used needs to be defined in order to 

minimize ambiguity and confusion. This is done to give a concrete meaning to the 

variables that the researcher has chosen to study. 

Quality of Worklife: An individual's assessment of several characteristics affecting 

them (Kiernan and Marrone, 1997) as they hope to "co-ordinate, synchronize and 

integrate work and non-work aspects of their lives" (Felstead et al. ,2002:56), and the 

degree of an individual's satisfaction in the workplace (Kiernan and Marrone, 1997, p. 

64-65). 

Employee Commitment to Service Quality (ECSQ): ECSQ involves a personal, 

affective commitment to improve the firm's service quality (Hartline and Ferrel, 1996). 
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Turnover Intention: The phenomenon of individuals voluntarily quitting or resigning 

from an organization (Mobley, 1997; Price, 1997). For this study 'professional turnover 

intent' is used interchangeably with 'occupational turnover intent' and professional 

turnover intention refers to the voluntary intention to leave the profession to work in 

another profession or occupation. Turnover intention to other service industry refers to 

the voluntary intention to leave the hotel industry to work in another service industry like 

airline industry, cruise liners etc. 

Hospitality workplace : According to the Hotel proprietors Act 1956, 'hotel' means an 

establishment held out by the proprietor as offering food, drink, and, if so required, 

sleeping accommodation without special contract to any traveler presenting himself who 

appears able and willing to pay a reasonable sum for the services and facilities provided 

and who is in the fit state to be received. The term hotel has common root with the words 

`hospitality', `hoteliery' and 'host' ...(Negi 1997) 

The hospitality services involves the interaction between the guest and the host 

employee, where employees need to establish human connection, give effective and 

efficient service, and make an effort to fix problems (Russ-Eft, 2004), along with services 

such as safety and meeting of guest needs and wants (King, 1995). There are four core 

operational departments in any hotel are (i) Front office department (ii) House Keeping 

department (iii) Food & Beverage service department (iv) Food & Beverage production 

department. 
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The staff in the front office are often the first people, new guests meet on arrival. Front 

office staff deal with reception, reservations and handling guest inquiries/complaints in 

conjunction with all other departments in the hotel like room service, housekeeping, 

maintenance departments (Malhotra 2002). House keeping department is vital for any 

hotel and plays a key role in the organization (Bhar 2006). Housekeeping staff daily 

comes across guests and they work as the front line of defense (Bhar 2007). The staff of 

the house keeping rely on a team of room attendants to clean bedrooms and bathrooms, 

replenish consumables such as toiletries and beverage items and service public areas. 

Their work involves ensuring that appropriate standards of cleanliness are achieved and 

that the fabric and fixtures of guest rooms and public areas are well maintained (Malhotra 

2002). In the food and beverage service department, the employees have to coordinate 

with the production department and guest for providing prompt and quality services to the 

guest. They have to be calm and pleasing at all times during their interaction with the 

guest. They need to be tactful in dealing with guest moods and complaints and provide 

quality services at all times. The role of the staff in the food and beverage production 

department is changing. He is business manager, cost controller, image builder, brand 

ambassador etc. of the hotel he represents. They have a role in deciding about the kind of 

equipment to be used in kitchens. They have to develop fresh menu, schedule expertise 

and have to cultivate a slick flow of merchandise and supplies in the kitchen and has to 

be vigilant about hygiene and cleanliness (Gill 2007). 

i 
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1.6 Assumptions 

According to Polit and Hungler (1999: 88), assumptions are propositions or statements 

whose truth are considered self-evident or have been satisfactorily established by earlier 

research. The following assumptions are relevant for this research: 

a. This study captures the reality from the perspective of those associated with and 

experiencing the worklife in each hotel. 

b. Respondents will honestly answer all questions independently and to the best of their 

knowledge. 

c. The employment scenario in the hospitality industry has changed in recent times 

(in terms of gender, educational level etc.) leading to a change in employees' 

expectation of worklife, that needs to be investigated. 

1.7 Limitations 

a. While drafting the survey tool a researcher has to maintain a reasonable length. If it is 

too long, the respondents will be hesitant to fill the survey tool. Conversely, if it is too 

short, the respondents may see it as insignificant and choose not to respond on the 

grounds that it will not provide adequate information necessary for change. On the 

basis of this background, the length of the survey may have influenced the study 

results. 

b. Participants were skewed based on gender, with males predominating, resulting in 

unmatched gender ratio. 
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c. The conclusions based on the results of this study were dependant on the views 

expressed by the respondents. 

d. The limitation of this study is that it has to be completed within a finite period of time 

from the perspective of the doctoral program within which it was conducted. 

e. A primary limitation of the study relates to the selection of 3 hotel management 

institutes and 3 hotels located in Mangalore city due to the difficulties in getting 

appointment with hotel managers and getting permission for meeting their 

employees. This implies that the results emanating from the research cannot be 

confidently extrapolated, as circumstances in other environments may differ from the 

current sample that was selected. 

1.8 Phases of the study 

This study was carried out in three phases. It starts with a qualitative phase (I) preceding 

quantitative phase (II) and then articulating the findings of this phase with a qualitative 

phase (III) elucidating interpretations on the results of the phase II from Hotel managers 

and employees. The objective of each phase of the study being as follows; 

Phase I is a qualitative study that was framed with the objective of finding out the 

expected Quality of Work Life (qwl) attributes for the hotel employees. 

Phase II is a quantitative study, involving administration of the questionnaire to 

employees of 4 core departments in 3 hotels. The questionnaire comprised of sections 

1 
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pertaining to expectation and perception of qwl attibutes, ecsq, turnover intentions and 

employee information 

Phase III is a qualitative study , wherein, based on the empirical findings of the phase II 

study, Human Resource manager and hotel employees were interviewed to get a better 

understanding of the findings. 

1.9 Organization of the report 

This dissertation consists of five chapters ; 

Chapter one serves to introduce the study by highlighting the background and 

significance of the study, the central research questions, and hypothesis along with 

assumptions and limitations of the study. 

This study comprises of two phases; first a qualitative study followed by a quantitative 

study. The second chapter provides a detailed look at the qualitative study that formed the 

Phase I. This chapter explores and identifies the expected attributes of worklife for hotel 

employees. 

Chapter three offers an overview of Phase II, the quantitative phase dealing with 

instrument development, data collection and factor analysis. 

Chapter four is devoted to hypothesis testing and analysis. 
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Chapter five presents a discussion on the findings that emerged from this study, 

significance and limitations associated with the study and the scope for future research. 

The References section lists all the works cited by the researcher. 

The Appendices include the survey questionnaires used in each phase of the research. 



16 

CHAPTER 2 

PHASE I : A QUALITATIVE STUDY FOR EXPLORING EXPECTED QWL 

ATTRIBUTES 

2.1 Introduction 

Hotels are labour-intensive and employees form the core for delivering quality services. 

But, high employee turnover is witnessed in this industry( Mehra, 2006). Besides this 

even the hospitality graduates have an aversion towards entering the hospitality industry 

(Kusluvan and Kusluvan, 2000), due to the poor working conditions (Kang and Gould 

2002). Such dissatisfaction have been found to have a negative influence on service 

quality (Varca 1999) and is known to augment turnover intention among employees(Yu, 

1999). 

In the light of the foregoing concerns in the hotel industry, inducting quality into the 

work lives of hospitality employees is essential and inevitable. As employees have 

certain expectations when they join an organization (Woods, 1993), exploring 

individuals' perspectives of work and life issues before they enter the workforce can 

provide insights into factors that affect them (Cleveland et al, 2007). 

Hence, this study focuses on exploring the expectation of QWL dimensions for a hotel 

work place. In this first phase of the research study, 84 students and 64 employees from 

three hospitality institutes and three hospitality organizations from Mangalore city in 
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India participated through a purposeful sampling frame. A qualitative methodology was 

adopted for this study in order to net-in all probable attributes that very evidently or even 

remotely influenced the work life. 

2.2 Literature review 

Employee expectations 

Basically, expectation is a belief about the probabilities associated with a future state of 

affairs (Geers et al., 2005) and the anticipation of what will happen (Webster's, 1995). 

Generally, employees start jobs with expectations based on their life experiences, career 

aspirations, and personal characteristics (Woods, 1993). As such, expectation has been 

linked to satisfaction, by expectation-confirmation theory (Oliver, 1980). Nevertheless, 

studies have confirmed expectations to be an important factor influencing employee 

turnover (Pearson, 1995), and their satisfaction would lead to commitment in providing 

service quality (Bishay 1996; Bournes, Ferguson-Pare 2006). Consequently, this study 

explores employee expectation as a means to determine the attributes of QWL. 

Employee Perception 

The perceptions held by employees play an important role in their decisions to enter, stay 

or leave an organization (Krueger, Brazil, Lohfeld, Edward, Lewis and Tjam, 2002). 

Hence it is important that the gap between expectation and perceptions be included 

1 
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when assessing qwl. The results in terms of the significant gaps would assist the 

management in focusing their efforts on improving the key areas of work life attributes. 

Quality of Work Life (QWL) 

The term "quality of work life" (QWL) was first introduced in 1972 during an 

International Labor Relations conference (Hian and Einstein, 1990) and has since been 

viewed in a variety of ways including (a) as a movement; (b) as a set of organizational 

interventions, and (c) as a type of work life by employees (Carlson, 1980). 

It has been observed that the method of defining QWL stands varied, encompassing 

several different perspectives (Loscocco and Roschelle, 1991). In the past, some 

researchers have adhered to a broad scope for defining the QWL concept, whereas some 

have defined it based on specific facets of work life. Stjernberg (1977), for example, 

emphasized that QWL be linked to the wider notion of 'quality of life', thereby covering 

factors such as general life satisfaction, leisure and well being beyond the workplace. 

Whereas, qwl was defined as the workplace strategies, operations and environment that 

promote and maintain employee satisfaction with an aim to improve the working 

conditions for employees and organizational effectiveness for employees (Lau & Bruce, 

1998, p213). In another study, Davis (1983) defined QWL as, 'the quality of the 

relationship between employees and the total working environment with human 

dimensions added to the usual technical and economic consideration'. According to 

Nadler and Lawler (1983), definitions of QWL tend to change focus continuously and 

have been used at different times to refer to different variables and may also mean 
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different things to different people in different roles (Sashkin and Burke, 1987). Further, 

Carayon (1997) defined it as a complex interaction of the elements of the work system; 

namely individual task, organizational factors, environment, tools and technology. Apart 

from this even the method used for defining QWL attributes varied, for example, Sirgy 

et. al. (2001) studied QWL based on need satisfaction and spillover theories, whereas, 

Delphi technique was used by Levine et. al. (1984) to define the attributes of QWL. 

Some definitions have identified the attributes comprising QWL, without being industry 

specific. For example, Walton (1975) listed out the following dimensions of QWL; 

adequate and fair compensation, safe and healthy working conditions, opportunities for 

personal growth and development, satisfaction of social needs at work, protection of 

employee rights, compatibility between work and non-work responsibilities, and the 

social relevance of work-life. As per another study, elements that are relevant to an 

individuals' QWL included; task, physical work environment, social environment within 

the organization, administrative system and relationship between life on and off the job 

(Cunningham and Eberle, 1990). Later, Lau and Bruce (1998), in their study presaged 

that QWL construct is dynamic; enveloping attributes like job security, reward system, 

training and career advancement opportunities, and participation in decision making as 

dimensions for QWL. 

In the past, some studies have focused only on certain attributes or a particular context, 

for defining QWL. For instance, based on the attitudinal response to the prevailing work 

environment, Nachmias (1988) inferred five distinct dimensions of QWL for the federal 
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employees namely: supervision, relations with co-workers, job task, relations among 

work groups and economic well-being. Later, Ghosh (1992) identified work environment, 

monetary compensations for work, hours of work, scope of progression, benefits, and 

welfare services as elements of QWL based on work activities. Lewis et. al.(2001) 

measured QWL in terms of extrinsic (salaries and other tangible benefits), intrinsic (skills 

levels, authority and challenges) and prior traits. In recent studies, Rose et. al. (2006) 

studied QWL in terms of career aspects and organizational climate. 

In the Indian context, Ghosh (1975) attempted to measure the QWL in private and public 

sector companies in India to measure the QWL, by adopting a broad concept based on 

Waltons's definition. Later, Sekaran (1985), studied the quality of work life among bank 

employee from the perspective of job involvement; sense of competence ; satisfaction 

with - work, supervisor, co-workers, pay, promotion etc. Further a study on QWL in 

small scale industries was carried out by Kumar and Ganesh (1996) using the dimensions 

proposed by Walton. A study of the impact of organizational climate on the qwl of the 

bank employees was carried out by Triveni and Aminabhavi (2000). In the Indian 

context, the academic interest in the field of QWL is reflected only in the form of articles 

and books touching upon the theoretical aspects of the concept (Saklani 2003). 

From the above analysis of the QWL literature, it can be convincingly reiterated that 

different people have different perspectives on defining QWL (Davis and Cherns, 1975). 

According to Guest (1979), QWL is a construct that is multifaceted and context based, 

and there is still a lack of an universally accepted definition of the QWL concept (Kruger 
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et al., 2002) with doubtful adaptability of prior definitions to a hotel work environment. 

Therefore understanding the attributes of each dimension of QWL, presented a unique 

challenge. It is observed that despite acknowledging that employees' start job with 

expectations that has been found to influence their QWL, a definition founded and 

formulated on the basis of employee expectation is conspicuously lacking, for the hotel 

employees. The present study attempts to address this gap by exploring the 

stakeholders' expectations of QWL and its attributes relevant in this context. 

2.3 Method 

This study adopts the strategy of using phenomenology, because of its appropriateness 

afforded in understanding the lived experiences of the respondents (Creswell, 2003), to 

examine the QWL expectations from the undergraduates of the hospitality management 

course and the hotel employees. The steps followed for this study is graphically presented 

in Fig. 2.1. 

Fig. 2.1. Methodological steps for the phase I study. 
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2.3.1 Sampling and data collection 

The sample for the study comprised of hotel employees and final semester hospitality 

management students. These were the students who have undergone one semester of 

internship during their degree course. Apart from this, most of them take up employment 

in various hotels during their vacations. This experience of working in the industry 

facilitates better insight into their expectation of QWL. The student respondents' 

belonged to the age group 19-21. These respondents were selected on the basis of the 

maximum exposure they had, working in various departments and hotels. The percentage 

of male respondents was 51.9 % and that of female respondents being 48.1 %. From 

among the employees involved in the survey, 61.8 % were male and 38.2 % were 

female. Of the total respondents, 26.5 % belonged to the food and beverage service 

department, 29.4 % belonged to the food and beverage production department, 17.6 % 

belonged to the housekeeping department, and 26.5 % were from the front office 

department. At the time of the study 44.1 % of the respondents belonged to the less than 

31 years of age, 32.4 % were between 31-40 years of age, and finally 23.5 % were more 

than 40 years of age. All of them were either diploma holders or graduates in hospitality 

management and their work experience in this industry ranged from 8 to 30 years. 

The researcher secured permission from 2 hotels belonging to the four star category and 

one boutique hotel for collecting responses from their employees on roll. Bryman (1989) 

recommends that between one and five organizations are appropriate in cases where the 

primary focus is on qualitative interviews. Similarly, three hotel management institutes 

conducting an eight semester course in hospitality management was chosen for collecting 
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responses from their final semester hospitality graduates. The study espouses purposeful 

sampling technique for contracting maximum variations in sampling and capturing 

maximum attributes pertaining to QWL framework, assisting the basic research purpose 

(Erlandson et al., 1993). Participation was voluntary, confidentiality was guaranteed, and 

the organization fully endorsed their participation. It is seen that, there are several ways 

to increase the likelihood of a credible and trustworthy findings and interpretations from 

qualitative research (Lincoln and Guba, 1985). Aptly, Triangulation, which involves 

using multiple sources and method of data collection to verify or justify a theme, is one 

way of enhancing trustworthiness and credibility (Creswell, 2003). According to Denzin 

and Lincoln (2003), triangulation (deploying different methods) can be seen as an 

alternative to validation. Hence, for this study data was collected by means of interviews, 

open-ended questionnaires and focus group discussions. 

Interviews 

Interviews provide an opportunity for detailed investigation into each individuals' 

personal perspective providing an in-depth understanding of the personal context within 

which the research phenomenon is found (Creswell, 2003). This method of data 

collection was chosen as it allowed the collection of ,more complex and detailed data 

than was possible with the questionnaire and gave greater latitude in the issues that could 

be explored. And, as felt comfortable by the employees, the interviews were conducted in 

the staff cafeteria. Besides this, in order that the participants have the opportunity to 

wholly explain their experiences, interviews started off with open-ended queries like, 
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"Can you think of any aspects that contributes to a good work life", and alternatively, 

"Can you think of some aspects that made your work life experience bad...". The 

respondents were allowed to narrate incident after incident, regarding those aspects of the 

`work life' influencing their QWL positively or adversely, affording a critical insight for 

this study. The interviews were taped, transcribed, and then coded following the process 

described by Strauss and Corbin (1990). To start with, the interviewees were briefed on 

the subject matter prior to interviews, thereby facilitating validity and reliability by 

enabling them to gain an understanding of the information being requested (Saunders et 

al., 2000). Interviews generally lasted 20 to 30 minutes which were recorded and 

transcribed verbatim. Participants' consent was obtained prior to the interview. Once the 

interview was over, a brief summary of what it meant to the researcher was discussed 

with the respondent as a way to ensure content validity. 

Open-ended questionnaire 

Those respondents contemptuous of expressing orally to the queries put forth for this 

study opted to respond to the open-ended questionnaire. According to Neuman (1997), 

open-ended comments are often the best way to learn, 'how a respondent thinks [and] to 

discover what is really important to him or her'. Open-ended responses are thus a rich 

and relatively unique source of data that privilege respondent's own accounts and 

representations of their work experiences. The open-ended questionnaire comprised of 

two incomplete sentences, they being; 
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a) I would like a workplace that has ..... 

b) I would dislike a workplace that has 	 

These statements were framed after intense debate and discussion with practicing 

managers and academicians regarding its merit on shelling out every possible view. The 

above two statements was followed by a request to list out 1(minimum) to 10 (maximum) 

attributes which according to the respondent is decisive in facilitating a good QWL for 

the employees in this industry. The open-ended interactions have several other benefits. 

First, the employee can provide his or her own views without any constrains. Second, 

respondents' words can be evaluated for embedded emotions and integral ideas pertaining 

to the construct , under study. This questionnaire was pilot tested on eleven respondents 

and on being convinced of the response quality, it was then finalized as a tool for data 

collection. 

Focus group discussion 

In general, focus groups allow researchers to concentrate on a single topic in depth, and 

gain a better understanding of the participants' responses. The group members are more 

likely to challenge each others' views, argue for or change their own views, and bring 

forward issues that are important to them (Bryman and Bell, 2003). Themes were 

constructed by triangulating the participants' stories and experiences. Focus groups thus 

reflect the process through which meaning is constructed in everyday life (Bryman and 
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Bell, 2003) and is therefore deemed as especially informative for the purpose of theory 

development in this study. 

2.3.2 Data coding 

To ensure that sufficient data was collected, the author followed the argument that data 

collection should continue until theoretical saturation takes place (Strauss and Corbin, 

1998). Table 2.1 depicts the composition of data and the number of responses collected 

using various tools. 

Table 2.1 	Phase I data collection details 

Sample 
category 

Interview Open-ended 
questionnaire 

Focus group Total responses 

Potential 
employees 

15 57 3 
(each group 
comprising of 4 
members)=12 

84 

Present 
Employees 

25 30 3 
(each group 
comprising of 3 
members)=9 

64 

The responses of the interview with the students were coded as Si, S2, ...., S15; wherein 

51 represents the response from the first student; S2, the response from the second 

student and so on. The responses from the employees were coded as El, E2,... ...,E25, 

wherein El represents the response from the first employee; E2 the response from the 

second employee and so on. 
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The institutes were coded as Il, 12, 13 and the hotels are identified in this study as H1, 

H2 and H3. For the focus group discussion, group members from the first institute were 

coded as Il -a, Il-b ,I1-c, I1-d; where a, b, c, d were the codes assigned to each of the 

participant from this institute. Similarly the codes for second and third institute group 

members were I2-a, I2-b , I2-c, I2-d and I3-a, I3-b , 13-c, 13-d. Parallel coding 

procedure was adopted for the focus group members from the hotels; the first hotel group 

members were labeled as HI-a, Hl-b , Hl-c and the responses from the second and 

third hotel were coded as H2-a, H2-b , H2-c ; H3-a, H3-b , H3-c respectively. 

2.3.3 Classification of QWL attributes 

A grounded theory approach that can be derived inductively through the systematic 

collection and analysis of data pertaining to a phenomenon (Strauss and Corbin, 1990) is 

adopted for this study. Grounded theory methods (Strauss and Corbin, 1990) were used 

to evolve codes and develop theory. The data analysis phase of this study involved the 

researcher, and an expert, specialized in HR (human resources) and well-versed with the 

grounded theory methodology. Data collection and item classification was carried out 

simultaneously. The early coding phase was intentionally kept flexible and reflexive 

allowing the data to stimulate thinking about themes and their relationships, focusing on 

the emerging theory and the need for subsequent data collection. Although there are 

many text analysis software, Microsoft Excel software was employed for critical reasons 

as follows: 

i 

I 
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(a) The intention of this study was not to calculate the frequency of occurrence of a 

theme, rather to list and classify the emerging themes. 

(b) As the analysis and comparison of themes were taking place, the spreadsheet 

provided a glimpse of the various categories and themes within each category. 

(c) Insertion of categories, themes into the existing spreadsheet and alphabetic sorting 

was possible using this software. 

(d) Participants offered rich in-depth narratives of their experiences and its essence 

could be captured only by human psyche and human analysis. 

Items were classified based on the understanding of its content in the circumstantial 

context. As new items emerged, the strategy for classification was; a) in case, this related 

to an existing dimension, then it was sub-classified under this dimension, else, if it was 

agreed upon as entirely unrelated to the existing dimension, then it was labeled as a new 

dimension. The classification for the theme followed the same logic. Fig. 2.2 provides a 

graphical representation of the classification process. 
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Represent this item as a 
new dimension Relates to existing dimension 

N 

Y 

Relates to existing theme 

Y 

Represent this item as a 
new theme 

N 

Item under consideration 

Club this item with 
the existing theme 

1 

Fig.2.2 Steps in classifying QWL attributes in phase I 

The data were categorized based on 'commonalities and differences' across emerging 

themes (Ghauri and Gronhaug, 2002). The QWL dimensions and themes that emerged is 

summarized in Table 2.2. 

Table 2.2 Summary of the QWL dimensions and related attributes 

No Dimensions Sub dimensions (attributes) 
1 Job characteristics a. Challenging task 

b. Interesting and satisfying work 
c. Workload that is manageable 
d. Long and unpredictable work hours 
e. Autonomy 

2 Person-job fit a. Matching qualification/skill 
b. Matching individual interest 

3 Company image a. Growth of the company 
b. Performance of the company 
c. Adherence to safety and hygiene standards 
d. Image of the organization in the society 

4 HR policies a. Adequate and fair compensation 
b. Opportunities for training and development 
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c. Orientation 
d. Performance appraisal 
e. Fringe benefits (cafeteria, recreation facility, 
accommodation, 	transportation, 	retirement 
benefits, medical coverage) 

5 Work group relationship 
(Co-worker and supervisor) 

a. Team spirit 	b. Cooperation & support 
c. Friendly 	relation 	d. Trust 
e. Responsibility f. Communication 
g. Respect 

6 Physical working conditions a. Enough working space, better lighting, and 
good air circulation 

b. Ergonomically designed work station and 
equipments 

c. Use of latest technology 

7 Work-life balance a. Time for social life 
b. Time for family life 

8 Interaction with customers a. Customer behaviour and usage of harsh 
words towards hospitality employees 

b. Customer praising the employee for a good 
service/food 

2.4 Analysis and discussion of the QWL construct 

1. Job characteristics 

During the interview sessions, majority of the respondents emphasized their preference 

for taking up 'challenging task' and 'interesting work'. These responses aligns with the 

observation by Jenkins(1991) in a study relating job satisfaction for occupational 

therapist 

The open-ended questionnaire, had majority reporting that 'extended shift' and 'routine 

over load of work', lowered their enthusiasm. Though most of the respondents do not 
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mind working for a 9-10 hr shift, they experienced physical and mental fatigue after 

prolonged shifts, impinging on their efficiency and well being, the next day. Since work 

overload is a salient feature in this industry, response confers with the conclusion drawn 

by Shelley and Andrea (2007), that employees' perception of work overload has negative 

implications for mental and physical health, affecting their work life. In contrast to this, a 

large number of respondents felt that they can work efficiently and experienced a sense of 

fulfillment, when they have the liberty to solve their guest complaints, instead of 

approaching the duty manager. The importance of having autonomy is reflected in the 

response from an employee in the service department: 

. . a guest was complaining about a dish that was served. . I decided to serve him a 

complementary dessert, he was taken by surprise and appreciated the gesture. . . I felt 

happy, that I had the freedom to take remedial measures by myself. . ." (H2-b: 

autonomy) 

2. Person-job fit 

Another potential area that impinges on the work life of the hospitality employees was 

the fit between the person performing the job and the job to be done. Primarily the 

related themes that emerged in this category was that, employees' would like to be placed 

in a job matching his/her qualification and interest. An apprehension of misfit seemed to 
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bother a majority of the potential employees and also a few recent recruits. An excerpt of 

the response echoes this. 

. . .actually I had applied for a position in front office for which I am qualified and am 

interested in, but I am placed in the housekeeping department, with an excuse that there is 

a shortage of staff in housekeeping, and I would be soon transferred to the front office. I 

feel I am a total misfit for the housekeeping department. . . would have enjoyed my job as 

a front office staff. . . this is demeaning. . ." (E24: Person-job misfit). 

Such emotions corroborates with the job fit theory that; each individual possesses unique 

dispositions, abilities, and experiences that determine the type of job she or he is drawn to 

and most suited for (Starks, 2007). 

3. Company image 

The image associated with an organization also emerged as a potent influencer on the 

quality of work life. The themes captured that were characteristic of an organization that 

respondent's happily connected and related were: 

(a) respondents would like to work for an organization that is growing 

(b) respondents are happy when their organization is performing well in the industry 

(c) organization adheres to safety standards and hygiene policies 

(d) respondents are happy to work in an organization that is well known and has a brand 

image of repute. 
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These responses substantiate the finding of the study by Cable and Turban (2003), that a 

firms' reputation is a source of pride for its members. Apart from such attributes, there 

also emerged certain factors that were a source of frustration. For example, some 

respondent cited that, '. . . practices in their hotel were contrary to the industry norms and 

it is frustrating. . .'. Also, expression such as, '. . . we are unhappy with the ad hoc safety 

and hygiene practices followed in our organization. . .', highlight the employees 

unhappiness and displeasure in working with such organization. 

4. HR policies 

a. Adequate and fair compensation. 

Invariably all the respondents viewed salary as a major concern in the hospitality industry 

as compared to other service industry. This seemed to worry the potential employees 

concerning a career in this industry. The following comments are illustrative of this 

genuine concern: 

" ... our parents spend a lot for our education and the situation will be no good when we 

join the industry. . . our parents have to still keep supporting us financially. . . I would 

feel odd to burden my parents even when I am working. . ." (I2-b: low salary). 

A number of respondents affirmed that they are ready to work for longer hours and even 

work harder, but the impediment being the absence of 'performance-based incentives or 
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recognition'. Nevertheless, contrary to this scenario was the riposte of employees from 

the first hotel; 

. . yeah! we work extra. . . at times we work for 11-12 hours. . . but none of us mind, 

we are appropriately compensated. ... so, that keeps us going and we enjoy our work." 

(E3: importance of compensation). 

Apparently, gestures of recognition or some sort of compensation for an extra-ordinary 

effort in the day-to-day activities, work as a real motivator according to the respondents. 

The open-ended query, "I would dislike a workplace. . .", had majority responding like; 

`no recognition', 'no reward' and low salary' as . a source of dissatisfaction at work. 

b. Opportunities for training and development. 

This industry has an image of slow career growth for their employees which was also 

evident from the congregated responses in this study. The responses to the open-ended 

query, "I would dislike a workplace that has. . .:", drew responses like 'no career 

growth', 'no professional future' and 'no training programs'. Besides this, respondents 

correlated their satisfaction at work to adequate training programs and opportunity to 

participate in relevant seminars and workshops. These responses purports that the 

provision of training and development imparts a feeling to the employees that their 

organization cares and supports them (Eisenberger et al., 1986). This belief, was evident 

in the statements that emerged during the focus group discussion and interviews that; 
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`organization should provide more training', 'company should have ongoing training 

program' and 'there should be opportunity for skill development'. The employees 

interviewed stated that when organization takes effort to periodically upgrade their skills, 

they feel happy and committed to their organization. 

c. Orientation 

An enquiry into issues that would contribute to a good work life at the start of a career in 

the hospitality industry had almost all the student respondents and employees, insisting 

that orientation is extremely essential. One of the respondents described the importance 

of orientation. thus; 

". . . I reported for the first day. . . fully aware that I may not continue with this 

organization for long. . . I was not very serious about working here. . . but as I sat through 

the orientation and became familiar with the various achievements of the organization 

and the people around. . . I sensed a change in my views. . . I felt quite comfortable and 

started liking this organization. . . 6 years have passed. . . I am glad that the organization 

had an orientation for the new comers. . ." (E 1: orientation) 

Also the responses to the open-ended query, "I would like a workplace. . .", had 

responses like 'offers orientation', 'introduces the new recruits to the department and 

staff', 'ensures familiarity with the workplace'. These responses are in consistence with 
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the findings of Waters (2003) that, orientation programs provide new hires with the 

information they need to reduce stress and gain foothold in their new job environment. 

d. Performance appraisal. 

This was a theme that was commonly voiced by most of the respondents and they seemed 

eager to be appraised. The responses to the open-ended query, "I would like a workplace. 

. .", drew responses like 'fair appraisal', 'systematic appraisal', 'periodic feedback'. On 

the other hand responses to the statement; "I would dislike a workplace. . .", had 

responses like, 'absence of a system to monitor performance' and 'absence of a fair 

feedback'. The members of the first two focus group were satisfied with the appraisal, 

that is apparently evident from a response like, `. . . our manager discusses the appraisal 

outcome with each one of us. . . and corrective actions are taken jointly. . .'. This 

contention concurs with the observation that an effective appraisal and timely positive 

feedback has been shown to reduce occupational stress (Clegg, 2001). 

e. Fringe benefits. 

Fringe benefits like 'good staff cafeteria' and 'recreation facility' was directly tied to the 

quality of work life as aired by all the participants in this study, that they have to endure 

prolonged physical and mental stress, necessitating a need for de-stressing. The 

interviewees from the hotel HI pointed out to their cafeteria and the recreation room as a 

`fun place' and a 'rejuvenating area'. Interestingly they revealed that their work 
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atmosphere improved after they started engaging in indoor games. This notion is apparent 

in the excerpt from an interview with a service staff. 

. . our cold war with the production staff dissolved from the time we had a recreation 

room and a carom board,. . . all the nitty-gritty conflicts at the workplace seemed silly all 

through. . ." (E5) 

Indeed this response aligns with the findings of Iwasaki et at (2002), that leisure enhances 

the mood and facilitates companionship, which can significantly reduce work related 

stress. The other fringe benefits that the respondents mentioned among the "Attributes 

that contributes to a good QWL:" were, 'retirement benefits', `medicare facilities', 

`transportation facilities', 'good staff cafeteria', and 'staff quarters'. Respondents from 

hotel H3, aired their discontent about the poor quality of the staff cafeteria and staff 

accommodation. 

5. Workgroup relationship 

Attributes of the subordinates were quoted by almost all the respondents in this study as 

impacting their work life. Some of the below mentioned excerpts substantiates this; 

". . . most irritating is,. . . (ooh uh). . . after my night shift, I am desperate to get back 

home. . . but my fellow worker turns up late, I am held back. . . I miss my bus, I cannot 

get back home before my children leave for school. . . and this has become a habit with 
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my colleague, despite my several request to come on time. . ." (H3-c: responsibility, 

cooperation in a co-worker). 

". . . the other day I hurry back from the cafeteria, only to find that my colleague has kept 

all the check-out bills pending and as I was completing this task, there comes few walk-in 

guest. . . so there was a mess. . . you know, the check-outs' waiting for the settlement and 

dealing with the check-in formalities. . . after all this, I find my colleague happily 

walking in without a sign of botheration. . ." (E21: no team spirit, no co-operation). 

. . . I hated this industry from the first day of my industrial training, people around just 

didn't treat us like humans. . . nobody cooperated. . ." (I1-d: no respect, no cooperation). 

Associated with such experiences, studies have demonstrated the impact of the co-worker 

support on reducing burnout among the employees (Eastburg et al., 1994; Jackson et al., 

1986). An employee in the front office revealed that, 'most problems occur when co-

workers do not communicate to the next shift members about certain important task that 

has to be handled by successive shift employees'. Furthermore the responses to open-

ended statement, "I like a workplace. . .", had phrases such as 'friendly atmosphere', 

`team spirit', 'supportive co-workers', 'responsible subordinates', 'good communication', 

`mutual respect', 'supportive co-workers and supervisors', 'team spirit'. Conversely the 

responses to the statement, "I dislike a workplace that has: . . ", elicited responses like; 

`unequal treatment', 'back biting', 'use of abusing language', 'disrespect for others'. 
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Such intimidating responses brought to the forefront attributes that were expected from 

the co-workers. 

6. Physical working conditions 

During the interview session, almost all the respondents concurred that the physical 

working conditions (e.g., working space, lighting, air circulation) must be good. Besides 

this, the open-ended query, "Attributes that contribute to a good QWL. . .", drew 

responses like 'ergonomically designed workplace', 'using equipment that do not strain', 

`use of latest technology'. These responses are in accordance with the expectation of the 

employees that their employers need to ameliorate the physical environment and comfort 

at the workplace in order to prevent discomfort and dissatisfaction among their 

employees (Gavhed and Toomingas, 2007). 

7. Work-life balance 

Almost all the respondents agreed and divulged that imbalance in their work and social 

life is pervasive among employees in this industry. The responses to the open-ended 

section of the questionnaire, "I would dislike a workplace", had majority of the students 

expressing their frustration with respect to working hours like, 'this industry spares no 

time for family life', 'no life' and expressed their desire to maintain a balance of work-

life. In concordance with this response was the experience shared by the employees from 

the hotel H3 during the interview, that; 
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" ... we work for prolonged hours even during week-ends, and it is frustrating when we 

are not permitted to take an off, to attend some family commitment. . ." (E22). 

Almost all the student respondents believed that an opportunity to balance work/ family 

life would greatly enhance their QWL as purported by Kotze' (2005). 

8. Interaction with customers 

For most respondents, difficult customers contributed to stress at work. The respondents 

in all the focus group aired similar sentiments about instances when they have to deal 

with rude customers, which affected their work and caused frustration. The participants 

of the focus group invariably pointed out that the interaction with their customers has a 

significant impact on their mood which affected their work performance. A front office 

staff retorted, 4 . . . in spite of my manager not being appreciative of my efforts, yet when 

guest's praises my prompt service, it boosts my morale and this provides a sense of 

happiness and satisfaction in doing my work. . .'. Nonetheless, respondents narrated 

instances where the customer behavior frustrated them, which is best exemplified in the 

following narratives; 

". . .sometimes with all the standardized services. . . the guest keeps fussing. . . so our 

mood is off for the rest of the day. . ." (S2). 
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". . . in some cases, for silly reasons, the guest complaints to our manager and makes a 

mountain out of trivial incidents. . ." (H2-c). 

Respondents invariably felt that the 'experience of interacting with guest' affected their 

mental well being, impacting their work life. This observations draws consistence with 

earlier findings in studies by Macdonald (1999), Louis and Smith (1990); wherein 

students as customers and physical educators as service providers, found dissatisfaction 

with their work as a result of `unfulfilling interactions with students', under a broader 

conceptual framework for examining teachers' QWL. 

2.5 Summary of the findings 

The objective of the phase I of this study was to answer the question, "What are the 

expected dimensions of QWL for the hotel employees?" To uncover the pertinent 

dimensions of QWL, this study adhered to Portes's (1998) recommendation that HRD 

scholars and practitioners take a measured approach to incorporate social capital into the 

research and practice of HRD. Drawing upon the essence of grounded theory, this study 

investigated the expected attributes that were indicative of a good work life quality from 

the stakeholders. The content analysis yielded 42 attributes or sub dimensions items 

under eight broad dimensions of QWL. The dimensions being job characteristics, person-

job fit, company image, HR policies, physical working conditions, work-life balance, 

work group relationship and interaction with customers. Subsequently, it was observed 

that despite speculation of high workloads and dissatisfaction the findings demonstrate 
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that a challenging and interesting job enhanced the respondents' work life experience. 

Almost all the respondents were willing to work for a 9-10 hour shift. But on the other 

hand, low salary, lack of appreciation and heavy workload seemed to repulse the potential 

employees. The participants of this study reported their keenness to be placed in a 

position matching their qualification and area of interest. It also emerged that respondents 

were happy and motivated to stay and serve an organization that is growing and has a 

reputation in the industry. A serious deficiency pointed out by the respondents was the 

lack of a clear career growth plan and the absence of an objective appraisal system in this 

industry. Majority of the student respondent and some employees viewed orientation 

program as instrumental in enhancing the early stages of the work life. This may be 

probably attributed to the future anxiety that the students have in familiarizing themselves 

with a new work environment. Thus, a well-planned orientation program to relieve the 

initial anxiety and help them get off to a good start was viewed important by the 

respondents. Further, employees conceptualized an ergonomically designed workstation 

and advanced technology at workplace as augmenting their efficiency and work life. 

Respondents expected that, they be regularly trained to upgrade their skills and 

knowledge which motivated them to remain with the organization. There was an 

emphasis on friendly, supportive atmosphere with recreation facilities to relax their 

nerves during breaks, vital to endure prolonged work hours. Regarding the expected 

attributes of the co-workers, the findings aligns with the inferences drawn by Cohen and 

Prusak (2001) and Requena (2003), wherein Cohen and Prusak (2001) surmised that a 

working environment that foster cooperative relationships and bring employees together 

to connect, share stories and build trust facilitates the building of social capital, that 
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enhance QWL (Requena, 2003). Additionally, respondents deemed fringe benefits like 

good cafeteria, staff quarters, transportation, healthcare facilities and pension schemes as 

supportive of a good work life. Although the respondents were aware of the prolonged 

shifts in the hospitality industry, they keenly desired for a balance in their work-life. 

Subsequently, the employees' experience of the interaction with customers influenced 

their well being at the workplace. Respondents consented that a gesture of appreciation 

from the customers livened up their spirit despite strenuous work hours. Contrary to this, 

some respondents felt that the customers' disrespect towards the hospitality employees 

hurt them emotionally resulting in a sense of frustration at the work place. Thus this 

attribute emerged as relevant and appropriate in the context of this study, as it would be 

inappropriate to assume that work life quality is not affected by the customer, with whom 

the hotel employees' interacts with. 
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CHAPTER 3 

DEVELOPMENT OF THE SURVEY INSTRUMENT AND 

ANALYTICAL PROCEDURE 

3.1 Introduction 

The primary objectives of the second phase of the research is to develop a valid and 

reliable instrument to measure the perceptions of the work life attributes and to 

determine the gap between perception and expectation that emerge for the qwl attributes 

and identify the relationship between the qwl gap (p-e) with outcomes chosen for this 

study — specifically, employee commitment to service quality, turnover intentions (to 

other - hotel/ service industry, profession). This chapter discusses the scale development 

procedure, validation of the scale, sampling methods, ethical considerations, data 

collection and concludes by identifying an appropriate statistical tool for testing the 

proposed hypotheses. The following section discusses the procedure for scale 

development. 

3.2 Instrument design 

As prior study is scarce on a tool for measuring qwl in the context of the present study, it 

was necessary to produce an instrument by identifying the relevant dimensions and sub 

dimensions (attributes) of qwl. Hence, the qualitative study carried out in phase I, to 

identify the attributes of qwl, formed the section A for this self-administered survey 
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questionnaire design (Markkanen, et al., 2007). And, adding a quantitative approach to 

the research program provides the opportunity to address the research goals by using 

methods and techniques which transform theoretical ideas and concepts into concrete 

numerical measures that represent those ideas (Neuman, 2003), and hence this instrument 

is classified into 4 sections namely ; 

Section A : to measure expectation and perception on various qwl attributes. 

Section B : to measure employee commitment to service quality (ECSQ) 

Section C : to measure turnover intentions 

(to other - hotel/ service industry/ profession) 

Section D : personal information 

Section A : Expectation and Perception of qwl attributes 

The attributes of qwl generated in phase I of this study formed the base for this section. 

The statement and format is designed based on the gap analysis tool (Parasuraman et al., 

1988) to measure perception and expectation of the employees regarding the attributes of 

work life. The wording of the items used in the statements were altered to tap the 

expectations and perception of employees with respect to each attributes of qwl. On the 

left hand side, respondents were asked to indicate their expectation level that ranged 

from 1 (strongly disagree) to 5 (strongly agree). The right hand side of this section 

examined the respondents' perception level of qwl attributes experienced in their 

organization. The gap score would be obtained by using the algebraic difference between 
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perception and expectation score of the same qwl attributes. When expectation exceed 

perception, the resulting difference score indicates dissatisfaction (unmet expectation) 

with that attribute of work life. When perception exceed expectation, the resulting 

difference score indicates satisfaction (met expectation) with that attribute of work life. 

This method of using "gap" score is an extension of the theoretical work of Parasuraman 

and his colleagues on their study for finding the gap in various service quality 

dimensions (Parasuraman, Zeithaml, & Berry, 1988), which is modified here to measure 

the gap between perception and expectation of various qwl attribute for this study. 

Section B: Employee Commitment to Service Quality 

The ECSQ scale by Hartline and Ferrell (1996) has been used here for measuring hotel 

employee's commitment to service quality. Slight modification to suit the context of this 

study was carried out. For eg., replacing the word 'organization' with 'hotel'. This scale 

comprises of 9 items, wherein the commitment to service quality is elicited by statements 

like, 'I feel strongly about improving the quality of my hotel's services'. Each of these 

statements were rated on a five-point Liked scale ranging from 1 (Strongly disagree) to 5 

(Strongly agree). The employee's commitment to service quality is found by averaging 

the score of each of the 9 items. Cronbach alpha was 94.4 % for this subscale, which is 

above the recommended threshold of 0.70 (Nunnally, 1978). 

1 
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Section C: Turnover intentions 

The scale to measure employee's turnover intention to other organization (Bozeman & 

Perrewe 2001) was adapted here to measure intentions to leave the hotel/service 

industry/profession. Based on Rossiter (2002) suggestion that "if an object (or attribute) 

can be conceptualized as concrete and singular, it does not require multiple items to 

represent it in the measure", and defines 'concrete' and 'singular' items as those that, in 

the minds of the respondent, could be easily and uniformly imagined (Bergkvist and 

Rossiter, 2007). However, there is no way of testing whether a particular construct 

qualifies as a single item scale. In the literature, this has been left open to "judgment" 

(Bergkvist and Rossiter, 2007, p. 178). Thus, intention to turnover was measured by 

employing a self-reported single item, as deemed advantageous by Wanous et al.(1997, p. 

250) regarding its practical application like limited space on a questionnaire, and the 

fact that respondents may resent being asked questions that seem to be repetitive. While 

Cronbach's coefficient alpha cannot be tested on a single item, this method has better 

predictive validity (Price & Mueller, 1981). Based on the objective of this study, 

turnover intentions were sub classified into 3 types of turnover and respondents were 

asked to indicate the extent of their agreement on a 5-point scale ranging from 1 

(Strongly disagree) to 5 (Strongly agree), with respect to 

a. intention to turnover to other hotel 

h. intention to turnover to other service industry 

c. intention to turnover to other profession 
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Section D : Personal characteristics 

This section of the questionnaire requested information about the employees, to be ticked 

against appropriate options. Several variables were added to the model as controls like 

gender, tenure in the industry, job position (managerial/non-managerial), marital status 

(single/married), age group, educational qualification (pre-degree/diploma/degree/post 

graduate), department where the employee is working (Front office/ Housekeeping/ Food 

and Beverage Service/ Food and Beverage Production). From the data so collected it was 

observed that only 3 managers were available as respondents for the study and the 

number of postgraduates was just 5 with all the remaining being graduates, hence job 

position (managerial/non-managerial) and educational qualification (pre-

degree/diploma/degree/post graduate), variable was dropped for further analysis. 

Similarly it was observed that the number of employees above age 40 was just 4 hence 

only 2 age group was considered i.e. below the age group 30 and above age group 30. It 

was also observed that the profile of marital status and age group almost coincided hence 

marital status was dropped and only age group was considered for analysis. 

3.3 Validity and Reliability 

Validity 

Validity is the degree to which an instrument measures what it is intended to measure and 

whether it measures the concept accurately (Lobiondo-Wood & Haber 2002:321; Polit & 

Hungler 1999:717). The types of validity examined for the current study were content 

validity and face validity. Nunnally & Bernstein (1994) argued that the term "face 

validity" should not be confused with content validity. Content validity is a formulated 
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plan for test construction. Face validity concerns judgments about items after an 

instrument is constructed. Moreover, face validity is the extent to which the test taker 

feels that the instrument measures what it is supposed to measure. 

Content Validity 

According to Brink (1996:168), content validity is an assessment of how well the 

instrument represents all the different components of the variable to be measured. There 

is no mathematical proof of content validity for a measuring instrument; rather it is 

based on expert opinions (Nunnally & Bernstein 1994). Hence, in order to establish 

content validity in this study, the instrument was presented to the research forum of the 

Faculty of Management studies, Goa university, thrice, each time refining the 

instrument based on prior comments from the members of the research committee. Also 

this instrument was circulated to 5 faculty members of the department to elicit their 

comments. Apart from this the instrument was presented to 2 Human resource faculty and 

one English language faculty for gaining their perspective regarding grammatical errors, 

wording ambiguity, usage of words etc. All the changes proposed by the expert members 

were duly incorporated, before proceeding for face validity. 
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Face validity 

Face validity relies on the perception that the items of a test appear to measure what the 

test claims to measure (McIntire & Miller, 2000; Struwig & Stead, 2001). The 

questionnaire was given to 2 HR managers and 2 employees. The experts were asked to 

provide their feedback on the entire instrument for content, clarity, wording, format, 

focus, and appropriateness. Their suggestions were incorporated into the instrument 

before carrying out a pilot study. 

Reliability 

Reliability is the assurance that if a specific method is re-applied with the same 

respondents, it would yield consistent result (Mouton 2001:119). Hence, a test-retest 

reliability estimate would be appropriate to measure this type of consistency (Hendriks et 

al 1999). A test-retest was carried out for 2 employees from each hotel. The test-retest 

reliability for this 6 responses, with a 2-week interval showed a Pearson correlation of r 

=.93, p <.001. 

3.4 Pre-testing the instrument 

According to Malhotra (2003), pre-testing refers to testing the questionnaire on a small 

sample of respondents in order to identify and eliminate potential problem, that may arise 

during full-fledged data collection. Two employees from each of the three organization 
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participated in this test. The instructions were communicated clearly, which is important as 

Brown (1983) suggests that the instrument as well as the instructions must be clear to the 

respondents. Participants were requested to complete the questionnaire and provide 

comments regarding clarity of directions, format, meaning, time requirement, and any other 

suggestion. The subjects who evaluated the questionnaire commented that it was easy to 

understand and not tough to complete though it consumed 25 to 30 minutes, which they felt 

was long, considering their hectic work schedule. 

3.5 Ethical consideration 

Bassey (1999:15) suggests that researchers need to take into account the following ethical 

values: respect for truth and respect for persons. Respect for truth entails ensuring the 

validity or "trustworthiness" (Lincoln and Guba 1985) of the research. Respect for persons 

means making ethical decisions that take into account the interests of the research 

participants as opposed to the interests of the researcher or the project. In an attempt to 

ensure this, the researcher promised the respondents anonymity and confidentiality, which 

formed part of the ethics of social research (Babbie & Mouton, 2001). The survey thus 

complied with the ethical requirements of research. 

3.6 Sample 

Sampling is a process of selecting subjects who are representative of the population being 

studied (Burns & Grove, 1997:41). The researcher adhered to purposive sampling, as the 

researcher's major concern was not to generalize the findings of the study to a broad 
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population or universe but to maximize discovery of the heterogeneous patterns and 

problems that occur in the particular context under study (Erlandson et al., 1993, p. 82). 

The researcher choose employees who were willing to put in their effort and time for this 

study. This study covered three hotels located in Mangalore city. Two of the hotels 

belonged to the four star category and one hotel was a boutique hotel. Boutique hotels 

distinguish themselves from other hotels by way of offering rooms, each being unique and 

different from other rooms in terms of design and decor. A total of 174 employees 

participated in the study. 

3.7 Data collection 

Data can be described as the facts that are presented to the researcher from the study's 

environment (Cooper and Schindler, 2003:87). Data collection is a process of identifying 

subjects and gathering data from these subjects (Burns & Grove, 1997:393). Data collection 

was done by using a questionnaire, which was personally handed over to the employees 

(Annexure 1), after explaining the rationale for the survey and emphasizing the importance 

of their contribution to this study, in the selected 3 hotels. The completed questionnaires 

were collected personally by the researcher to ensure high return rate. The researcher 

succeeded in collecting 168 completed questionnaire after discarding 6 

incomplete/indistinctly marked questionnaire. The details of the participants are provided in 

Table 3.1 



TABLE 3.1 

BACKGROUND INFORMATION OF THE RESPONDENTS 
THE PHASE II STUDY 

Background Information Respondents Percentage (%) 

Gender 
Females 29 17.26 
Males 139 82.74 
Total 168 100 % 

Age 
Below 30 123 73.21 
Above 30 45 26.79 
Total 168 100 % 
Industry Tenure 
Less than 5 years 124 73.81 
More than 5 years 44 26.19 
Total 168 100 % 
Marital status 
Single 118 70.24 
Married 50 29.76 

Total 168 100 % 
Educational qualification 
Diploma 11 6.5 
Degree or higher 157 93.5 

Total 168 100 % 
Department 
Front office 35 20.83 
House keeping 38 22.62 
Food and Beverage Service 50 29.76 
Food and Beverage Production 45 26.79 

Total 168 100 % 
Hotel organization 
Hotel 1 73 43.45 
Hotel 2 53 31.55 
Hotel 3 42 25.00 

Total 168 100 % 
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3.8 Rationale for considering the gap score for analysis 

Gap score 

The confirmation/disconfirmation of employee's expectations is the most immediate 

influence on satisfaction (Oliver 1993) that affects their commitment and willingness to 

stay with the organization. Thus significant gaps in the qwl perception and expectation 

(p-e) observed in the study may assist management in concentrating on areas with 

shortfalls and improving upon them. Hence gap score was included for further data 

analysis. 

3.9 Factor analysis 

Once the data was gathered, the survey questions and answers were coded and 

programmed into SPSS version 14.0 statistical analysis package. Considering the large 

number of independent variables that emerged in this study (i.e 42 attributes), factor 

analysis, a method for reducing large number of variables to a smaller number, called 

factors(Kerlinger and Lee, 2000), was employed. A principal component factor analysis 

with orthogonal VARIMAX rotation was conducted on 42 items of perception score 

and 42 items of gap score for qwl attributes separately. Since the objective was to 

condense the original 42 attributes into smaller sets of explanatory factors, only items 

with eigen values of factors greater than 1, and factor loading above 0.50 were included 

in the constructs (Hair et al. 1995). As mentioned before, the prime objective was to find 

54 



55 

out how well the factor analysis of perception score and gap score would yield 

empirically meaningful factors. 

Table 3.2 presents the output of the factor analysis based on the perception score of the 

work life attributes. Factor 1 accounted for 72.93 % variance, factor 2 accounted for 

2.68 % variance, with cumulative variance of 75.61 % explained by these two factors. 

Table 3.2 QWL items and factors generated based on Perception score 

Scale Items Factor loading 
Factor 1 

1 Team spirit displayed by supervisor .862 
2 Image of the organization in the society .848 
3 Autonomy .843 
4 Orientation for new recruits .835 
5 Performance appraisal .830 
6 Cafeteria for employees .829 
7 Time for family life .825 
8 Trust in supervisor .802 
9 Opportunities for training and development .800 
10 Supervisor who is cooperative .798 
11 Long and unpredictable work hours .793 
12 Communication from supervisor .763 
13 Customers showing disrespect to hotel employees .744 
14 Performance of the company .740 
15 Respect shown by co-workers .731 
16 Time for social life .728 
17 Responsible supervisor .727 
18 Customer praising the employee for a good service/food .718 
19 Medical facility .718 
20 Communication among co-workers .711 
21 Accommodation .690 
22 Workload that is manageable .688 
23 Responsible co-workers .674 
24 Work place- 	well lit & good ventilation .674 
25 Trust among co-workers .669 
26 Adherence to safety and hygiene standards .669 
27 Growth of the company .667 
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28 Interesting and satisfying work .665 
29 Ergonomically designed work station and equipments .663 
30 Recreation facility .659 
31 Job matching individual interest .654 
32 Use of latest technology .633 
33 Adequate and fair compensation .614 
34 Challenging task .575 
35 Respect from supervisor .525 

Factor 2 
1 Friendly co-worker .802 
2 Cooperation among coworkers .783 
3 Retirement benefits .710 
4 Team spirit among co-workers .710 
5 Transportation facility .668 
6 Job matching qualification/skill .570 
7 Friendly supervisor .510 

Table 3.3 presents the factor analysis output based on gap score of the work life 

attributes. Factor 1 accounted for 67.59 %, factor 2 accounted for 2.83 % and factor 3 

accounted for 2.66 % variance. The cumulative variance explained by these factors was 

73.09 %. 

Table 3.3 QWL items and factors generated based on Gap score 

Scale Items Factor loading 
Factor 1 

1 Image of the organization in the society .785 
2 Orientation for new recruits .743 
3 Responsible co-workers .735 
4 Team spirit displayed by supervisor .725 
5 Good Cafeteria for employees .709 
6 Job matching qualification/skill .708 
7 Communication from supervisor .705 
8 Performance appraisal .700 
9 Trust in supervisor .678 
10 Time for family life .665 
11 Performance of the company .660 
12 Autonomy .659 
13 Time for social life .645 
14 Medical facility .643 
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15 Opportunity for training and development .637 
16 Cooperation from supervisor .635 
17 Trust among co-workers .626 
18 Growth of the company .620 
19 Customers disrespecting employees .612 
20 Job matching individual interest .579 
21 Communication with co-workers .578 
22 Customer praising the employee .553 
23 Accomodation .530 
24 Challenging task .509 

Factor 2 
1 Ergonomically designed work station and equipments .775 
2 Use of latest technology .742 
3 Supervisor gives due respect to employees .676 
4 Work place- 	well lit & good ventilation .661 
5 Interesting and satisfying work .632 
6 Adherence to safety and hygiene standards .608 
7 Adequate and fair compensation .602 
8 Respect among co-workers .528 
Items under Factor 3 
1 Co-workers are friendly .759 
2 Cooperation among co-workers .715 
3 Team spirit among staff .683 
4 Transportation facility .626 
5 Retirement schemes provided .625 
6 Recreation facility .606 
7 Friendly supervisor .519 

Examination of the table 3.2 and 3.3 reveals that the output did not produce a meaningful 

structure. 

In table 3.2 for eg, co-worker attributes appeared in factor 1 (items 15,20,23) as well as in 

factor 2 (items 1,2,4). Work characteristic were seen to be present in factor 1 (items 

3,28,34) and in factor 2 (item 6), HR benefits also appear in factor 1 (items 19,30) as well 

as in factor 2 (items 3,5) etc. 
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Similarly in table 3.3; supervisor attribute appeared in all 3 factors eg. factor 1 (items 

4,7,9,16), factor 2 (item 3), factor 3 (item 7); co-worker attribute also appeared in all 3 

factor viz., factor 1 (items 3,17,21), factor 2 (item 8), factor 3 (items 1,2). Apart from this it 

is seen that factor 1 contained a heterogeneous cluster of items related to co-worker 

attribute, HR benefits, work-life balance, fringe benefits, company image; factor 2 

comprised of ergonomics, technology, supervisory attributes, work characteristics, 

compensation and co-worker attributes. Factor 3 had items pertaining to co-worker 

attributes, fringe benefits, supervisor attributes. 

Thus it is seen from table 3.2 and 3.3 that items under each factor comprised of unrelated 

and heterogenous items. 

3.10 Summary 

This chapter explained the stages of scale development, validation, data collection and 

factor analysis for the data collected from Phase 2. The 42 qwl attributes based on gap 

score were factor analyzed to ascertain meaningful factors, but failed to yield a meaningful 

clustering of items and factors. Given the number of variables involved, stepwise multiple 

regressions was employed (Hair et al., 1995), to determine the percentage of variance in the 

dependant variable that can be predicted by the independent variables (Lemke & Wiersma 

1976). Chapter 4 discusses the analysis and the interpretation of the outcome of the step-

wise regression on gap score. 
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Chapter 4 

DATA ANALYSIS AND INTERPRETATION 

4.1 Introduction 

The previous chapter explained the data collection process, participant's profile, survey 

measures and data analysis procedure. The objective of this chapter is to analyze and 

interpret the relationships between independent and dependent variables based on gender, 

age, tenure, department, organization. As stated earlier, step wise regression was used to 

perform the data analyses necessary to examine and test the hypotheses. Stepwise 

regression analyses were used to examine the qwl attributes as determinant factors for 

ecsq and turnover intentions. This procedure was used to isolate predictor variables to 

estimate the relationship between the dependent and the independent variables (Burns and 

Grove, 2001). Another reason to adopt stepwise regression in this study was because 

there were no previous studies that used these independent variables to predict the 

variance in hotel employee's commitment to service quality and turnover intentions. 

Again, Cohen and Cohen (1975) opine that, when an investigator has a large pool of potential 

independent variables and very little theory to guide selection among them, he may be 

benefited by using stepwise regression. 

Also, the researcher had no prior expectations regarding which independent variables 

carried more weight in explaining the variance of the dependent variables. 
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4.2 Testing of Hypotheses and interpretation 

Hypothesis H1 : The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on ECSQ based on gender 

Table 4.1 Influence of qwl gap (p-e) score on ECSQ based on gender 

Variable B SE f3 T 
value 

P value 

Female (n=29 ) 
Opportunity for training and development .172 .027 .457 6.315 .000 ** 
Friendly co-workers .292 .040 .303 7.305 .024 * 
Transportation facility .172 .030 .274 5.681 .000** 
Responsible co-workers .180 .050 .157 3.613 .002** 
Respect from co-workers .107 .034 .106 3.166 .005** 
Trust in supervisor .110 .036 .160 2.978 .007** 
Cafeteria .120 .024 .150 3.567 .000** 
Accommodation .079 .032 .162 2.507 .020* 
R-squared .881 
Adjusted R-squared .874 

Male (n = 139) 
Responsible co-worker .092 .033 .183 2.767 .006 ** 
Friendly supervisor .108 .034 .168 3.195 .002 ** 
Challenging task .116 .031 .228 3.770 .000 ** 
Performance appraisal .129 .037 .132 3.443 .001 ** 
Ergonomically designed workstation and 
equipment 

.050 .022 .094 2.284 .024 * 

Safety and hygiene standards -.071 .029 -.102 -2.446 .016 * 
Opportunities for training and development .065 .030 .128 2.148 .034 * 
Autonomy .076 .036 .132 2.132 .035 * 
R-squared .814 
Adjusted R-squared .809 
*p<.05, **p<.01 

From table 4.1, it is observed that in case of female employees a significant positive 

relationship between met expectations with respect to opportunities for training and 

development; respectful, responsible and friendly co-worker; trustworthy supervisor; 

cafeteria; accommodation facility and ECSQ. In case of male employees it is seen that 
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responsible co-worker, friendly supervisor, working with challenging task, having 

ergonomically designed workstation and equipment, opportunity for training and 

development; autonomy at workplace has a positive and direct effect on their CSQ. 

Alternatively when safety and hygiene standards of the organization fall below 

expectation then it has a negative influence on their CSQ. 

It is observed that female employees attached greater importance to their 

relationship with their co-workers and facilities like cafeteria, transportation and 

accommodation than their male counterpart, which is reflected in an interview component 

given by an HR manager from hotel 1 that 

"... female employees usually work in the front office and they attach great 

importance to their safety ... also they want to feel secure at the workplace and prefer 

to have cordial relation with their co-workers. Also, a good cafeteria is of prime 

importance to them as they can relax and have good food during their break time 

since they have to keep standing for long duration and have to report for shift 

early,..." 

Hypothesis H2 : The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on ECSQ based on age 

Table 4.2: Influence of gap (p-e) score on ECSQ based on age 

Variable B SE 13 T 
value 

P value 

Age <30 (n = 123) 
Performance appraisal -.122 .034 -.240 -3.629 .000 ** 
Respect from co-workers .109 .036 .180 3.025 .003 ** 
Friendly co-workers .053 .031 .092 1.702 .049 * 
Interesting and satisfying work .065 .024 .113 2.727 .007 ** 
Opportunities for training and development .077 .034 .161 2.299 .023 * 
Cooperation from co-workers .114 .042 .110 2.695 .008 ** 
Ergonomically designed workstation and .088 .034 .178 2.618 .012 * 
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workplace 
R-squared .807 
Adjusted R-squared .724 

Age > 30 (n = 45) 
Recreation facility .165 .034 .389 2.943 .005 ** 
Cafeteria .154 .031 .234 3.232 .000 ** 
Opportunities for training and development .140 .025 .210 2.345 .001 ** 
Interesting and satisfying work .131 .042 .110 2.567 .012 * 
Transportation facility .128 .049 .099 2.602 .013 * 
R-squared .374 
Adjusted R-squared .344 
*p<.05, **p<.01 

Table 4.2 demonstrates that when co-workers respects them, are friendly and co-

operative; they get to do job that is interesting and satisfying; have opportunities for 

training and development; ergonomically designed workstation are directly related to 

CSQ, whereas when performance appraisal procedure do not meet their expectation, it 

adversely affects their CSQ. 

For employees above 30 years of age, it is observed that met expectation with respect to 

recreation; cafeteria; transportation facilities; opportunity for training and development; 

interesting and satisfying work affects CSQ positively. 

An explanation to the variation in the attributes based on age factor was explained by the 

HR manager from hotel 1 

‘`... during the initial years, hospitality employees are keen on fine tuning and 

mastering their skills, so they give more importance to factors that are conducive for 

learning and also look out for supportive subordinate who will help them to deliver 

service quality ... but in case of employees above 30 years, they would look out for a 

little bit of comfort in their workplace like having a relaxation room, good cafeteria and 
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though they would have acquired the required skill, they are still conscious of the need to 

continuously develop and learn the latest skill trends in the hospitality industry ..." 

Hypothesis H3 : The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on ECSQ based on tenure 

Table 4.3 : Influence of gap (p-e) score on ECSQ based on tenure 

Variable B SE p T 
value 

P value 

Tenure < 5 (n = 124) 

Performance appraisal  -.281 .041 -.493 -6.934 .000 ** 

Opportunities for training and development .204 .041 .350 5.009 .000 ** 

Cooperation from co-workers  .062 .024 .137 2.568 .015 * 

Safety and hygiene standards  -.137 .045 -.143 -3.046 .004 ** 

Interesting and satisfying work  .101 .045 .098 2.279 .029 * 

Orientation  -.109 .037 -.123 -2.356 .005 ** 

Cafeteria  .147 .050 .178 2.944 .006 ** 

R-squared .851 

Adjusted R-squared  .789 
Tenure > 5 	(n = 44) 

Cafeteria  .356 .041 .493 6.934 .000 ** 

Opportunities for training and development  .335 .041 .350 5.009 .000 ** 

Safety and hygiene standards  -.256 .043 -.205 -2.103 .003 ** 

Performance appraisal  .213 .045 .098 2.279 .029 * 

Time for social life .205 .052 .167 2.035 .004 ** 

Interesting and satisfying work  .138 .063 .134 2.101 .002 ** 

Recreation facility  .118 .052 .108 2.289 .028 * 

R-squared .849 

Adjusted R-squared .785 

*p<.05, **p<.01 

Table 4.3 reflects the met expectations on attributes like training and development 

opportunity, interesting and satisfying work, co-operation among co-workers, having 

good cafeteria to positively affect CSQ, whereas unmet expectations in areas like 

performance appraisal, safety and hygiene standards, orientation have a negative 
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influence on CSQ. For employees with tenure more than 5 years the cafeteria facility, 

opportunity for training and development, performance appraisal procedure, time for 

social life, recreation facility, interest and satisfaction at work exceed their expectations, 

then it impact ECSQ positively. On the other hand when employees feel that the safety 

and hygiene standards practiced by their organization is below the industry standards, 

it has a negative consequence on their CSQ. 

HR manager from hotel 1 gave the following explanation while discussing the 

difference in the perception of performance appraisal based on tenure: 

c, ... it is a fact that newcomers have to struggle and supervisors sometimes fail 

to explain the appraisal system and do not provide the required feedback and guidance 

hence newcomers gets easily de-motivated. It is then up to the superior to portray a clear 

picture and communicate with them openly and frankly about the appraisal and its 

outcome ... " 

Another observation is that employees who have put in less than 5 years in the industry 

did not relate the relaxation factor with their CSQ. An explanation to this is provided by 

the HR manager from organization 2 that : 

"... new comers spent their time in mastering the skills that they have learnt 

during their graduation, ... also to survive in this industry, a new comer need to 

work very hard initially ... another reason is that newly recruited employees do 
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not want to be seen in the relaxation room for the fear that they may be branded as 

`not so serious about their job' by their supervisors ... " 

Hypothesis H4: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on ECSQ based on department 

Table 4.4 : Influence of gap (p-e) score on ECSQ based on department 

Variable B SE 13 T 
value 

P value 

Front office (n = 35) 

Opportunities for training and development .121 .029 .267 4.142  .000 **  

Interesting and satisfying job  .068 .023 .105 2.952 .006 ** 

Team spirit among co-workers  .202 .034 .171 5.899 .000 ** 

Communication among co-workers  .128 .027 .177 4.677 .000 ** 

Customers behaviour  .098 .020 .221 4.777 .000 ** 

Time for family life  .111 .028 .176 3.977 .000 ** 

Well lit workplace  .069 .028 .073 2.443 .020 * 

R-squared  .883 

Adjusted R-squared  .859 
House keeping (n = 38) 

Recreation facility  .306 .048 .804 6.393 .000 ** 

Team spirit among co-workers  .210 .093 .285 2.263 .032 * 

R-squared  .614 

Adjusted R-squared  .584 
Service (n = 50) 

Responsible supervisor  .183 .024 .340 7.773 .000 ** 

Performance appraisal  .078 .019 .182 4.077 .000 ** 

Interesting and satisfying work  .083 .018 .125 4.652 .000 ** 

Autonomy  .062 .017 .109 3.576 .001 ** 

Safety and Hygiene standards  -.038 .013 -.087 -2.827 .007 ** 

Communication with supervisor  .063 .024 .128 2.656 .011 * 

Job matching qualification/skill  .054 .024 .098 2.254 .030 * 

R-squared  .889 

Adjusted R-squared  .874 
Production (n = 45) 

Performance appraisal  .139 .039 .256 3.555 .001 ** 

Team spirit among co-workers  .151 .026 .295 5.908 .000 ** 

Autonomy  .135 .036 .273 4.256 .000 ** 

Safety and hygiene standards  -.128 .046 -.188 -2.766 .040 * 

Ergonomically designed work station and 
Equipments 

.074 .030 .113 2.480 .018 * 
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Challenging task .043 .019 .096 2.235 .032 * 
R-squared .819 
Adjusted R-squared .785 
*p<.05, **p<.01 

Front office employees perceive their satisfaction with training and development 

opportunities, interesting and satisfying job, team spirit and good communication among 

co-workers, customers showing respect, well-lit workplace and time for family life 

exceeds their expectations it has a positive influence on their CSQ. 

For the housekeeping employees, having ergonomically designed workstation and 

equipments, fair performance appraisal system, manageable workload, and cafeteria 

affects their commitment positively, whereas dissatisfaction with safety and hygiene 

standards has a negative impact on their CSQ. 

Employees from service department find that having a fair performance appraisal system, 

having supervisor who is responsible and communicates well with the employees; 

interesting and satisfying work, autonomy, job matching their qualification/skill affects 

their CSQ positively. 

It is observed from the above table that for employees from F & B production 

department, fair appraisal system, team spirit among co-workers, autonomy, working in 

an ergonomically designed workstation and equipments and performing tasks that are 

challenging has a positive affect on their CSQ. But, when the employees feel that the 

organization do not adhere to the required safety and hygiene standards, it affects their 

work negatively. 
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Comparing the attributes affecting CSQ across various departments, it is observed that 

employees from all departments other than front office did not rate autonomy as affecting 

their CSQ. An explanation to this is provided by the HR manager from hotel 2 that; 

cc ... autonomy for front office staff means dealing with guest complaints 

pertaining to poor services extended by employees from other departments (for 

e.g. room not cleaned well by housekeeping department, room service delayed by 

the F & B service department, food instruction not followed by the F & B 

production department etc.), but generally front office employees prefer to route 

such complaints to their managers ... as they don't want to boss over other 

departmental staff for the fear of clashing with other employee's ego, that may 

reflect on their future work place relationship ... another area of autonomy relates 

to discounts and bill settlement ... hereto employees prefer to stick to their 

routine billing system and avoid taking decisions about discounts or other freebies 

to please the customers, since any lesser bill amount calls for employees salary 

being debited ... thus in such scenario front office employee would not prefer 

autonomy ..." 

Hypothesis H5: The employee's perception of qwl attributes has an effect on ECSQ 

based on organization 

Table 4.5: Influence of gap (p-e) score on ECSQ based on organization 
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Variable B SE 13 T 
value 

P value 

Organization =1 (n = 73) 
Performance appraisal .041 .022 .325 2.673 .000 ** 
Customer praising the employee .030 .018 .304 2.811 .030 * 
Supportive co-workers .028 .016 .302 2.795 .005 ** 
R-squared .182 
Adjusted R-squared .159 

Organization =2 (n = 53) 
Performance appraisal .217 .083 .342 2.596 .012 * 
Use of latest technology -.135 .065 -.287 -2.315 .003 ** 
R-squared .117 
Adjusted R-squared .099 

Organization =3 (n = 42) 
Opportunities for training and development -.137 .051 -.463 -3.568 .001 ** 
Ergonomically designed work station and 
equipments 

-.123 .040 -.448 -3.075 .004 ** 

Cafeteria facility -.104 .049 -.288 -2.105 .042 * 
Safety and hygiene standards -.064 .031 -.289 -2.050 .047 * 
R-squared .340 
Adjusted R-squared .288 
*p<.05, **p<.01 

Table 4.5 shows that met expectation with respect to customer reacting positively and 

praising the employee for a good service and support from co-worker affects their CSQ 

positively. Employees from organization 2 feels that not being provided with good 

cafeteria and latest technology adversely affects their commitment to service quality, 

whereas when they are assigned job that matches their interest, experiences autonomy at 

work and is placed on job matching their interest, these facets affects CSQ positively. It 

is seen that employees from organization 2 feels that a fair performance appraisal 

practiced by their organization contributes positively to their CSQ, on the other hand not 

having the latest technology has a negative implication towards CSQ. Whereas for 

organization 3, it is seen that when training and development opportunities; cafeteria and 

recreation facilities; requirement for ergonomically designed workstation and 
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equipments, safety and hygiene standards falls below their expectation, it has a negative 

implication towards ECSQ. 

Although there is a significant relationship, between the independent and dependent 

2 
variables, yet the small value of R suggests that the amount of variance explained by the 

model is low, meaning there are additional attributes that influences ECSQ. In spite of 

this it is seen that employees from organization 1 seems to be content with the qwl 

attributes offered whereas employees from organization 3 finds attributes like training 

and development opportunities; ergonomic design of work station and equipments, 

cafeteria facility, safety and hygiene standards below their expectation and having an 

adverse affect on their CSQ. This finding is substantiated by the viewpoint offered by the 

F & B service department employee from organization 3 ; 

,, ... our managers has yet to open up to the idea of understanding that 

their profits are due to their employees and should therefore invest back some 

profits for the development of the employees, workplace and improve the 

facilities offered ..." 

Hypothesis H6 : The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other hotel based on 

gender 

Table 4.6 : Influence of gap (p-e) score on turnover intention to other hotel based on 

gender 
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Variable B SE 13 T 
value 

P value 

Female (n = 29 ) 
Team spirit by supervisor -.183 .078 -.320 -2.360 .027 * 
Growth of the organization -.114 .039 -.192 -2.907 .008 ** 
Trust in supervisor -.295 .078 -.341 -3.785 .001 ** 
Respect from supervisor -.210 .076 -.348 -2.775 .011 * 
Salary and compensation -.225 .107 - .153 - 2.110 .046 * 
R-squared .842 
Adjusted R-squared .829 

Male (n = 139 ) 
Responsible supervisor -.132 .048 -.150 -2.727 .007 ** 
Growth of the organization -.148 .045 -.162 -3.307 .001 ** 
Salary and compensation -.217 .057 -.128 -3.830 .000 ** 
Image of the organization in the society -.127 .050 -.114 -2.550 .012 * 
R-squared .838 
Adjusted R-squared .823 
*p<.05, **p<.01 

From the above table it is observed that unmet expectations with respect to team spirit, 

respect and trust in supervisor, growth of the organization and compensation generate 

intention among employees to change to other hotel. Whereas as in case of male 

employees, it is seen that when the responsibility shown by supervisor, growth of the 

organization, compensation received and 'image of the organization falls below their 

expectations then they look for job opportunities in other hotel. 

An explanation to this model was provided by the HR manager from hotel 1: 

"Employees generally look forward first and foremost to continue working in an 

organization that has a good image, display a progressive growth like expansion 

in terms of opening new outlets, or starting a new property and being very 

dynamic in the way services/products are provided. In our hotel we periodically 

hold food festivals depending on the season/ festive times etc.. The decor, display, 
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ambience matches the theme. All our employees put forth their ideas and this 

way they experience variety, learn new things, learn to manage and organize all 

aspects of the hospitality, we see to it that each time the manager shares and 

coordinates the responsibility with an employee ... this way we instill confidence 

in our employees to handle and take up supervisory/managerial positions in future 

... you will see that our employees perfectly enjoy each events and put their heart 

and soul into their work ... and obviously it shows on our high retention rate ..." 

Hypothesis H7: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other hotel based on 

age 

Table 4.7: Influence of gap (p-e) score on turnover intention to other hotel based on 

age 

Variable B SE p T 
value 

P value 

Age <30 (n =123 ) 
Performance appraisal -.145 .050 -.171 -2.938 .004 ** 
Communication with supervisor -.197 .052 -.200 -3.770 .000 ** 
Accommodation -.206 .063 -.115 -3.281 .001 ** 
Adherence to safety and hygiene standards -.211 .047 -.187 -.2.745 .010 ** 
Salary and compensation -.126 .052 -.101 -2.400 .018 * 
R-squared .935 
Adjusted R-squared .928 

Age > 30 (n = 45 	) 
Retirement benefits -.102 .030 -.400 -3.420 .002 ** 
Interesting and satisfying work -.152 .032 -.552 -4.675 .000 ** 
Performance of the company .221 .044 .747 5.059 .000 ** 
Opportunities for training and development .085 .029 .318 2.908 .006 ** 
Safety and hygiene standards -.187 .067 -.412 -3.137 .013 * 
Cafeteria .104 .041 .349 2.548 .015 * 
Performance appraisal .067 .032 .227 2.122 .040 * 
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R-squared 	 .595 
Adjusted R-squared 	 .531 
*p<.05, **p<.01 

The above table shows that when perceptions of attributes like performance appraisal; 

communication with supervisor; accommodation facility, salary/compensation and 

safety/hygiene standards do not meet their expectation they tend to look for job 

opportunities in other hotel. In case of employees above the age group of 30, when their 

perceptions regarding training and development opportunities, company performance, 

cafeteria facilities are above their expectation, it acts as deterrent to turnover intention, 

whereas unmet expectation on attributes like retirement benefits, interest and satisfaction 

at work, safety and hygiene standards contributes to turnover intention to other hotel. 

A clarification towards this model was offered by the HR manager from Hotel 1; 

"Employees look forward to interesting task, basically jobs pertaining to HK, F & 

B service, F & B production departments are quite challenging that increases with 

guest expectation. Employees irrespective of their age, always want to learn and 

master more, as their survival depends on acquiring new skills. Also PA system is 

held very high by the employees. One reason is that an effective PA system will 

be able to bring out the weakness and strengths in an employee, and identifies 

areas where employee needs training. Another reason is that an employee's 

promotion/increment largely depends on the outcome of the PA. So when an 

employee experiences heavy workload and an unsatisfactory Performance 

appraisal system, it de-motivates the employees and they loose their interest to 



73 

work in such hotel. At the same time if the hotel takes care of their employee by 

providing good accommodation, transportation facilities etc., then employees will 

not mind the extra workload or working for long hours.. " 

Hypothesis H8: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other hotel based on 

tenure 

Table 4.8 : Influence of gap (p-e) score on turnover intention to other hotel 

based on tenure 

Variable B SE P T 
value 

P value 

Tenure < 5 (n = 124 ) 
Performance appraisal -.155 

-.240 
.052 
.056 

-.178 
-.236 

-2.968  
-4.254 

.004 ** 

.000 ** Customers behaviour 
Adherence to safety and hygiene standards -.114 .058 -.099 -1.974 .045 ** 

Co-operation among co-workers -.224 .059 -.183 -3.817 .000 ** 

Job matching individual interest -.207 .047 -.176 -4.395 .003 ** 

Autonomy -.228 .062 -.131 -3.690 .000 ** 

Orientation -.188 .052 -.220 -3.639 .020 * 

Challenging task .147 .048 .108 3.055 .003 ** 

Use of latest technology -.132 .055 -.103 -2.388 .019 * 

R-squared .829 
Adjusted R-squared .823 

Tenure > 5 (n = 44) 
Image of the organization in the society -.368 .061 -.471 -6.036 .000 ** 

Job matching individual interest -.239 .060 -.300 -3.986 .000 ** 

Autonomy -.140 .035 -.225 -3.993 .000 ** 

Cafeteria .179 .063 .136 2.841 .007 ** 

Performance appraisal -.128 .058 -.153 -2.198 .034 * 

R-squared .940 
Adjusted R-squared .932 
*p<.05, **p<.01 
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For employees with tenure less than 5 years, it is observed that when employees 

perception with respect to performance appraisal, safety and hygiene standards, customer 

respect, co-worker cooperation, matching of job with individual interest, autonomy, 

orientation, existing technology are below expectation then employees look for 

employment in other hotel, on the other hand when employee experience challenge in 

performing a task, it deters the employee from leaving the present organization. For 

employees with tenure more than 5 years, it is seen that unmet expectation on attributes 

like image of the organization, job and individual interest, autonomy, performance 

appraisal procedure incites turnover intention to other hotel, whereas having good 

cafeteria facility helps in the retention of the employee in the present organization. 

This model was described by the HR manager from hotel 1 ; 

" ... in the initial years, employees look forward to a good association with the co-

workers, as no individual in this industry can work in isolation, he needs constant 

support from everyone around. Orientation is very important for the employee to feel 

familiar with the workplace, otherwise he will feel that he is thrown into an alien place 

and he will experience anxiety and stress while working in a system from day one and 

also he will think of quitting the hotel from the very first day itself ..." 

Hypothesis H9: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other hotel based on 

department 
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Table 4.9 : Influence of gap (p-e) score on turnover intention to other hotel based on 

department 

Variable B SE p T 
value 

P value 

Front Office (n = 35 ) 
Performance appraisal -.304 .078 -.345 -3.761 .000 ** 
Salary and compensation -.275 .076 -.298 -2.814 .000 ** 
Use of latest technology -.205 .0891 -.243 -2.329 .002 ** 
R-squared .852 
Adjusted R-squared .845 

House keeping (n = 38 ) 
Salary and compensation -.485 .046 -.523 -5.259 .000 ** 
Friendly supervisor -.452 .043 -.437 -4.356 .014 * 
Time for social life -.325 .049 -.425 -4.236 .001 ** 
Work load -.310 .037 -.425 -4.643 .023 * 
Image of the organization in the society -.214 .053 -.318 -4.538 .034 * 
R-squared .878 
Adjusted R-Squared .855 

Service (n = 50 ) 
Performance of the company -.356 .056 -.353 -4.735 .006 ** 
Adherence to safety and hygiene standards -.396 .049 -.278 -4.165 .000 ** 
Workload -.254 .046 -.247 -3.615 .000 ** 
R-squared .898 
Adjusted R-squared .879 

Production (n = 45 ) 
Supervisor showing respect -.236 .040 -.257 -5.352 .000 ** 

Salary and compensation -.215 .043 -.235 -3.195 .000 ** 
Time for family life -.185 .036 -.156 -2.756 .011 * 
R-squared .886 
Adjusted R-squared .883 
p<.05, p<.01 

From the above it is seen that in case of Front office employees, when expectation with 

respect to performance appraisal, salary, availability of latest technology falls below 

their expectation employees tend to look out for opportunities in other hotel. For 

housekeeping employees when the expectation with respect to salary and compensation, 

supervisor friendliness, time for social life, work load and image of the organization is 
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below their perception, then employees tend to look out for employment in some other 

hotel. For the employees from the service department when their expectation falls short 

in case of attributes like performance of the company, safety and hygiene standards and 

workload these employees tend to leave and join other hotel. Whereas for the employees 

in the production department, when they experience unmet expectations on attributes like 

supervisor not respecting them, low compensation and not enough time for family life 

then they look out for jobs in other hotel. 

This model for the relationship between qwl attributes and turnover intention to other 

hotel was explained by the HR manager from hotel 1 

"... there is a difference in the importance attached to qwl attributes by the 

employees from different department, for e.g. F & B service department 

employees may be more overloaded and this associated with the hotel not 

performing well means translating to poor compensation from the hotel, F & B 

production department employees are generally paid better than their counterparts 

in other department, but yet they always have a feeling that guest comes because 

of the products that are made special due to their specific trade skill and also there 

is always demand for chefs and the pay hike is also lucrative and hence one of the 

reason for them to leave is salary. HK employees are loaded with unexpected 

variations in work and at the end of the day what motivates them is the reputation 

of the hotel that they work for, which again means having a decent workplace 

and a decent pay scale. Also, another factor that affects all the employees is the 
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safety and hygiene standards, because if the organization does not abide by the 

standards and is not serious about it then the employees are at the receiving end, 

face the wrath of the guest and they feel humiliated, so they rather prefer to work 

for a hotel that adheres to strict safety and hygiene standards." 

Hypothesis H 10: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other hotel based on 

organization 

Table 4.10: Influence of gap (p-e) score on turnover intention to other hotel based on 

organization 

v aname 	 1 	B SE 0 T 
value  

P value 

Organization = 1 (n = 73 ) 
Image of the organization  .192 .045 .387 4.304 ** .000 Accommodation  .136 .043 .297 3.133 ** .003 Transportation facility  .192 .049 .406 3.870 ** .000 Growth of the company .138 .043 .297  3.199 ** .002 Performance of the company  .126 .040 .316 3.105 ** .003 R-squared  .489 
Adjusted R-squared .443  

Organization = 2 (n = 53 ) 
Salary and compensation  -.193 .108 -.202 -1.786 * .038 Workload  -.160 .071 -.252 -2.238 * .030 Performance of the organization  -.377 .106 -.439 -3.548 ** .001 Image of the organization in the society -.314 .103 -.377 -3.033 ** .004 R-squared  .446 
Adjusted R-squared .387  

Organization = 3 (n = 42 ) 
Performance of the company  -.196 .063 -.431 -3.127 ** .003 Salary and compensation  -.164 .058 -.396 -2.976 ** .000 Workload  -.142 .064 -.308 -2.233 * .031 R-squared  .262 
Adjusted R-squared .224 
*n<.05 **n< 01 
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For employees from organization 1, it is observed that attributes like image; growth and 

performance of the organization; accommodation and transportation facility offered by 

the organization exceeds their expectations which acts against their intention to leave this 

hotel and join other hotel. For employees from organization 2, unmet expectations on 

attributes like salary and compensation; workload, performance and image of the 

organization initiates a tendency among the employees to look out for jobs in other hotel. 

Employees from organization 3, finds unmet expectations on attributes like performance 

of the organization; compensation and workload are factors that makes employees seek 

jobs in other hotel. 

The HR manager from hotel 1 had to say the following ; 

"... it is a known fact that the working hours and the work load for employees in 

hotel industry is very high, but our schedules of the shift/work hours/break hours 

are finalized every month by the staff themselves. When the workload is not too 

much, the supervisor takes over and permits an employee to leave ... this way our 

employees do get time for their family life. And, as we provide accommodation 

and transportation facility, the employee can relax on his way back ... they don't 

have to stand in bus queue or bother about riding their bike, our employees get the 

best package in the industry, and even if we have to pay less to the lower level 

employees, they may not mind (though we don't do that and employees at all 

level draw a pre-fixed salary), since they know about our concerns for them, they 

foresee a good career and faster growth with us ..." 
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HR manager from hotel 2 gave the following explanation: 

"... we are trying our best to follow the industry pay master, but the problem is 

though we belong to a chain of hotels, this branch opened only 4 years back and 

we are getting good business, and attaining stability slowly...we do plan to hire 

more employees and since the last 2 years we have been going to colleges to 

recruit through campus recruitment. Since employees feel that we are not paying 

up to their expectation, they feel the pinch when they have to work extra time... 

but we are seriously planning to do our best for our employees..." 

A Housekeeping employee from hotel 3 articulates thus; 

"... there is a total disconnect between employees and management. The 

management doesn't bother about hiking the salary and there is no uniform policy 

for increment. When we put forth our resignation, the management tries to stop us 

by increasing the salary. But, when every year the same thing happens, we get 

frustrated. Employees here are not compensated for the overtime nor are we 

appreciated for our inputs. Our managers draws handsome salary and they just 

isolate us from any benefits that the company gets ..." 

Hypothesis H11: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other service 

industry on gender 

Table 4.11 : Influence of gap (p-e) score on turnover intention to other service industry 

based on gender 
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Variable B SE 0 T 
value 

P value 

Female (n = 29) 
Customer behaviour -.334 .126 -.451 -2.874 .013 * 
Image of the organization -.333 .147 -.384 -3.678 .032 * 
R-squared .403 
Adjusted R-squared .348 

Male (n = 139) 
Work overload -.142 .043 -.278 -3.278 .001 ** 
Time for family life -.160 .053 -.210 -2.992 .003 ** 
Customers behaviour -.154 .045 -.248 -3.391 .001 ** 
Salary and compensation -.111 .033 -.229 -3.339 .001 ** 
R-squared .689 
Adjusted R-squared .702 
*p<.05, **p<.01 

From the above table, it is observed that when attributes like respect from customers and 

image of the organization falls below their expectations, female employees show a 

tendency to look out for jobs in other service industry. In case of male employees, when 

attributes like work load, time for family life, respect from customers, 

salary/compensation when they are below expectations they tend to contribute towards 

turnover intention to other service industry. 

It is observed here that female employees attribute image and customer disrespect as the 

only factors motivating them to leave the hotel industry compared to the male 

employees, who apart from these factor also attribute factor like work load, salary and 

compensation, time for family life. This is well reasoned out by the HR manager from 

Hotel 1: 

" ... female employees are mostly employed in front office, and roistered for day shift 

and if you compare their salary, time and physical labor involved.... I can say they are 

better off that their counterparts working in other department.....but female employees 
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are more concerned about status and image than male employees. Male employees have 

to head a family sooner or later, so they are more concerned about salary. Generally 

males are employed in the Food and Beverage service and Food and Beverage 

production outlet where the workload is heavy and work hours longer so when they find 

that a particular hotel is functioning on lean staff they look for other hotel where there is 

enough staff and decent pay ..." 

Hypothesis H12: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other service 

industry based on age 

Table 4.12 : Influence of gap (p-e) score on turnover intention to other service industry 

based on age 

Variable B SE r3 T 
value 

P value 

Age <30 (n = 123) 
Salary and compensation -.104 .059 -.197 -1.763 .018 * 
Customer behaviour -.167 .055 -.264 -3.057 .003 ** 
R-squared .572 
Adjusted R-squared .561 

Age > 30 (n = 45) 
Retirement benefits -.223 .059 -.197 -1.763 .081 
Customer behaviour -.203 .045 -.235 -2.513 .003 
Salary and compensation -.141 .056 -.224 -2.512 .013 
R-squared .472 
Adjusted R-squared .461 
*p<.05, **p<.01 

For employees below the age group 30, it is observed that salary/compensation and 

customer showing disrespect motivate them to join some other service industry. For 
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employees above the age group 30, it is observed that when retirement benefits, customer 

behavior, salary/compensation is below their expectation then they tend to look out for 

jobs in other service industry. 

An explanation as to why these attributes affect turnover intentions among the age group 

was explained by the HR manager from organization 2. 

actually employees don't bother much about pay and customer behavior etc. 

during the initial period since they will be interested in fine tuning their skills acquired 

during their hotel management course also they know that there may be lapses initially in 

providing excellent service. But, as they start settling in their jobs they start bothering 

about compensation and customer behaviour ... in fact as they age, they become an 

expert in their field and would have mastered their trade ... hence they expect customer's 

to respect their skills and when it does not happen they tend to get frustrated and 

sometimes even look down upon their own profession ..." 

Hypothesis H 13: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other service industry 

based on tenure 

Table 4.13 : Influence of gap (p-e) score on turnover intention to other service industry 

based on tenure 

Variable B SE 13 T 
value 

P value 

Tenure < 5 (n = 124) 
Performance appraisal -.173 .046 -.332 -3.758 .000 ** 
Salary and compensation -.277 .061 -.355 -4.529 .000 ** 
Challenging task -.141 .051 -.218 -2.772 .006 ** 



.550 R-squared 

R-squared .578 

Adjusted R-squared 
Tenure > 5 (n = 44) 

.468 

Customer behaviour -4.365 .000 ** -.262 .060 -.513 
Salary and compensation -3.326 .002 ** -.242 .073 -.391 

Adjusted R-squared .479 
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*p<.05, **p<.01 

For employees with industry tenure of less than 5 years, it is observed that when 

performance appraisal procedure, salary/compensation, and task to be performed are 

below their expectations, they seem to look out for a change to other service industry. For 

employees with tenure greater that 5 years, customer behaviour and salary/compensation 

are the 2 attributes that affect their intention to join some other service industry. 

An explanation to this was provided by the HR manager from hotel 1. 

"... in the initial years employees attach great importance to taking up challenging tasks 

that helps them learn new things and to performance appraisal outcomes, since their 

promotions, pay hikes, training etc depends on this. In fact employees feel that their 

career is driven by appraisal feedbacks that identifies their strengths and weakness and 

support their career growth ... but when they are loose faith in appraisals, they naturally 

stagnate in the same position with minimum hike in salary ... this possibly demotivates 

employees. Sooner or later they feel convinced that it is better to migrate to other service 

industry, even if that means having to acquire new skills, rather that waste their life 

struggling in the hotel industry ..." 

Hypothesis H 14: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other service 

industry based on department 
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Table 4.14: Influence of gap (p-e) score on turnover intention to other service industry 

based on department 

Variable B SE p T 
value 

P value 

Front office (n = 35) 
Salary and compensation -.215 .085 -.352 -2.528 .016 * 
Customer behaviour -.206 .078 -.293 -2.648 .012 * 
R-squared .756 
Adjusted R-squared .738 

House keeping (n = 38) 
Image of the organization -.439 .128 -.526 -3.428 .032 
Salary and compensation -.374 .113 -.347 -3.267 .001 ** 
Workload -.296 .034 -.412 -2.681 .000 ** 
R-squared .395 
Adjusted R-squared .349 

Service (n = 50) 
Customer behaviour -.157 .072 -.317 -2.185 .034 * 
Time for family life -.248 .097 -.341 -2.552 .014 * 
R-squared .541 
Adjusted R-squared .524 

Production (n = 45) 
Salary and compensation -.388 .095 -.724 -4.070 .000 * 
Workload -.232 .093 -.341 -2.492 .017 ** 
Time for family life -.160 .077 -.342 -2.065 .045 ** 
R-squared .550 
Adjusted R-squared .524 
*p<.05, **p‹.01 

From table 4.14, it is observed that when salary/compensation and customer behaviour is 

below their expectation, then employees tend to look out for job in other service industry. 

For housekeeping employees, when their expectations are unmet on attributes like image 

of the organization, salary/compensation, workload then they tend to leave the hotel 

industry to join some other service industry. Also for service department employees, the 

unmet expectation with respect to customer behavior and not having enough time for 

family life when they are employed in the hotel industry invokes a tendency to look out 
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for opportunities in other service industry. For employees from production department 

the contributing factors towards leaving the hotel industry to join some other service 

industry is due to the unmet expectation with salary/ compensation, workload and time 

that can be spared for family life. 

An explanation to the various attributes shaping employees intention to leave the hotel 

industry to join some other service industry was explained by the HR manager from hotel 

1 as; 

" 	In case of front office employees, dealing with abusive and arrogant 

customers is sometimes difficult for the front office employees and also since 

their skills can be easily transferred to other service industry, they tend to switch 

over faster compared to employees from other department ... whereas in case of 

housekeeping employees they find themselves overloaded most of the times due 

to constant check-ins, check-outs, they later find that working in other industry 

for the housekeeping department is not so exhaustive and they get better paid 

compared to the hotel, so there is a tendency among these employees to switch 

over to other industry. For the service department employees, most of the times 

they have to handle situations concerning short-tempered guests and then human 

error too seem to take its toll on these employees during peak hours. Employees 

do feel frustrated, also this department has to work overtime during week ends 

and during holidays and employees rarely get time to spend with their family. 

Thus, sometimes these employees start some outlets on their own or end up 

joining some other industry, so that they can spare some time for their family. In 
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case of production department employees, their skills are specific and each year 

they would have mastered some more skills and techniques than the previous 

year, so they expect higher wages and don't prefer to do petite and routine jobs 

hence they shift to other service industry like airline catering, cruise liners as 

supervisors where they are better paid... overall some female employees still feel 

that a bad reputation is attached with the hotel industry and they tend to take up 

employment in front office areas or HR related departments in software industry, 

pharmacy industry etc ..." 

Hypothesis H15: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other service 

industry on organization. 

Table 4.15 : Influence of gap (p-e) score on turnover intention to other 

service industry based on organization 

Variable B SE 13 T 
value 

P value 

Organization = 1 (n = 73) 
Retirement benefits -.254 .104 -.277 -2.431 I .018 * 
R-squared .077 
Adjusted R-squared .064 

Organization = 2 (n = 53) 
Salary and compensation -.323 .110 -.369 -2.924 .005 ** 
Work load -.233 .108 -.272 -2.154 .036 * 
R-squared .120 
Adjusted R-squared .107 

Organization = 3 (n = 42) 
Salary and compensation -.254 .094 -.338 -2.812 .008 ** 
Customer behaviour -.277 .102 -.324 -2.729 .010 ** 
Time for social life -.261 .086 -.362 -3.019 .005 ** 
Workload -.252 .121 -.254 -2.092 .043 * 
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R-squared 	 .401 
Adjusted R-squared 	 .347 
*p<.05, **p<.01 

For employees from organization 1, unmet expectations with respect to retirement 

benefits emerged as the sole factor attributing to their turnover intention to other service 

industry. But it is observed that this factor explain only 5 % and 6 % for this model, 

which means that there may be other factors affecting their intention to turnover to other 

service industry. 

In case of organization 2, salary and compensation and heavy workload as reasons for 

their intention to shift over to other service industry. 

In case of organization 3, employees unmet expectation with attributes like 

salary/compensation, customer behaviour, time for social life, work load steers 

employees intention to look for employment opportunities in other service industry. 

An explanation from HR manager of organization 1 is that ; 

"... there is rarely an instance of our employee leaving the industry, as we are the best in 

terms of growth, performance of our organization and concern for employees. We have 

hired an independent agency which carries out confidential appraisal of our employees 

with respect to their satisfaction with the workplace , supervisor, managers etc ...this is 

done every 6 months and the agency meets the management with suggestions for areas of 

improvement and our strategies and policies are based on their suggestions and it is a 

continuous process ... so what I feel is that in case of our employees leaving our 

organization, it probably will not be related to the qwl issues but can be for some 
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lucarative offers abroad ....but this too is coming down in recent times for what ever 

reasons ..." 

The HR manager from organization 2 commented thus; 

44
... we agree that workload is too much compared to the compensation paid, but 

then if employees really want to make a career in this industry then they don't 

mind the hard labour and the compensation package ... but we are still working 

out ways and means to satisfy and compensate our employees ... also since we 

have started this property only 4 years back though we are getting good business, 

the profits are partially ploughed back for upgradation and other areas, at the same 

time we too want to hold back our employees by paying them well and also 

increase our manpower so that the workload is not too much on the existing staff 

,5 

An employee from organization 3 felt thus; 

"... there is heavy workload and the pay hike is minimal as a result we are 

unable to do our best and our customers are unhappy with our services and they 

tend to behave badly with us ... and then we hardly get time off during weekends 

and we miss out on our social life ... so neither we have a good time at the work 

place nor do we have time to spare for our family ... I too plan to quit this job 

and join any airlines, hospital or software industry as catering supervisor ..." 
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Hypothesis H16: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other profession 

based on gender 

Table 4.16: Influence of gap (p-e) score on turnover intention to other profession 

based on gender 

Variable B SE 13 T 
value 

P value 

Female (n = 29) 
Workload -.212 .064 -.494 -3.324 .003 ** 
Salary and compensation -.148 .058 -.364 -2.558 .017 * 
R-squared .261 
Adjusted R-squared .209 

Male (n= 139) 
Customer behaviour -.198 .043 -.412 -3.804 .030 * 
Workload -.187 .039 -.398 -3.789 .000 ** 
Time for family life -.168 .037 -.356 -2.475 .000 ** 
Salary and compensation -.147 .030 -.311 -2.828 .000 ** 
R-squared .097 
Adjusted R-squared .090 
*p<.05, **p‹.01 

From table 4.16 it is observed that in unmet expectation with respect to work load, 

salary/compensation falls prompt the female employees to look out for a change in their 

profession. In case of male employees it is seen that having to spare less time for 

family life, dealing with heavy workload, facing customers who disrespect them, 

drawing salary/compensation that is below their expectation builds tendency in them to 

leave the hotel profession and venture into other profession. 

Hypothesis H17: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other profession 

based on age 
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Table 4.17 Influence of gap (p-e) score on turnover intention to other profession 

based on age 

Variable B SE r• T 
value 

P value 

Age <30 (n=123) 
Salary and compensation -.102 .032 -.134 -2.134 *.032 * 
Customer behaviour -.056 .013 -.102 -1.272 .041 * 
R-squared .081 
Adjusted R-squared .074 

Age >30 (n = 45 ) 
Salary and compensation -.137 .043 -.285 -3.272 .001 ** 
R-squared .071 
Adjusted R-squared .064 
*p<.05, **p<.01 
From table 4.17, it is observed that for employees below 30 years of age, when 

salary/compensation and customer behaviour falls below their expectation then they think 

of changing their profession. For employees above 30 years of age it is observed that 

when salary/compensation received is below their expectation then there is a tendency in 

them to change their profession. 

Hypothesis H 18: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other profession based 

on tenure 

Table 4.18: Influence of gap (p-e) score on turnover intention to other profession 

based on tenure 

Variable B SE 13 T 
value 

P value 

Tenure<5 (n = 124) 
Salary and compensation -.265 .034 -.326 -2.673 .000 ** 
R-squared .062 
Adjusted R-squared .108 

Tenure >5 (n = 44) 



91 

Opportunity for training and development -.136 .045 I -.265 -3.030 .003 ** 
R-squared .070 
Adjusted R-squared .062 
*p<.05, **p<.01 

From table 4.18, it is observed that when employees with less than 5 years of industry 

tenure refer to salary/compensation offered by the hospitality industry then they tend to 

change their profession. For employees who are in the industry for more than 5 years, 

opportunities for training and development contributes to their tendency to change to 

some other profession. 

An explanation to this was provided by the HR manager from hotel 1 that ; 

"... as employees join the industry, they don't mind the workload and prolonged 

work hours, but after few months they expect the hotel to compensate them fairly for 

their work and once they have mastered their skills, they look forward to working in a 

supervisory position. When they find that this do not happen irrespective of changing 

from one hotel to another hotel then they shift to other profession. But I have encountered 

very minimal number of our employees changing their profession ..." 

Hypothesis H 19: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other profession 

based on department 

Table 4.19 : Influence of gap (p-e) score on turnover intention to other profession 

based on department 

Variable B SE R T 
value 

P value 

Front office (n= 35) 
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Salary and compensation -.167 .046 -.345 -2.542 .000 ** 
Customer behaviour -.134 .034 -.150 -1.427 .001** 
R-squared .053 
Adjusted R-squared .028 

House keeping (n= 38) 
Workload -.134 .035 -.214 -1.321 .000 ** 
Salary and compensation -.112 .026 -.165 -1.312 .000 ** 
R-squared .06 
Adjusted R-squared .049 

Service (n= 50) 
Time for family life -.278 .069 -.579 -4.010 .000 ** 
Long and unpredictable work hours -.209 .047 -.635 -4.460 .000 ** 
R-squared .069 
Adjusted R-squared .063 

Production (n= 45) 
Workload -.179 .044 -.260 -3.101 .000 ** 
Salary and compensation -.126 .031 -.252 -3.069 .000 ** 
Time for family life -.104 .020 -.213 -2.576 .000 ** 
R-squared .038 
Adjusted R-squared .035 
*p<.05, **r.01 

From table 4.19, it is seen that when front office employees find that customer disrespects 

them and also find the salary offered is below their expectation then they feel like 

changing to some other profession. In case of housekeeping employees heavy work load 

and salary/compensation that is below their expectation, contributes to their intention to 

change to some other profession. Service department employees finds that less time to 

spare for their family life, having to work for long and unpredictable hours seems to 

evoke a tendency in them to leave the hospitality profession. For employees in the 

production department factors like low salary/compensation, heavy workload, time for 

family life are reasons for them to think of changing their profession. 

An explanation for the varying attributes as reasons projected for change in profession 

by various departmental staff was given by the HR manager from hotel 1 
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" Front office employees do get annoyed when they have to face customer 

wrath and tolerate their misbehavior. Female employees who most often work in 

the front office prefer to take up some administrative post in other industry. The 

house keeping employees usually complain about workload as guest check-in and 

check-outs cannot always be predicted and there are instances of employees from 

these department working in stores/inventory department of some other industry, 

since they have the knowledge of inventory and accounts. 

The service department employees generally would not complain about salary, since they 

get extra tips, but then it also depends on where he is working for eg. an employee in a 5 

star hotel would get much higher tips that a person in 3 star hotel. But, this department 

has to work overtime during weekends and holidays and the service department 

employees rarely gets an off during these times and they feel a sense of loosing out on 

their family life. Employees from service department, if at all they change their 

profession, end up setting up a travel and tourism agency or start some food outlets. 

Instances of employees from the production department leaving the profession are very 

rare, but there are cases where they leave the profession altogether and revert back to 

family business .....I know of 2 cases where the F&B production department employees 

left the job to become share agent, but these are just isolated cases ..." 

Hypothesis H20: The gap score between perception and expectation (p-e) of qwl 

attributes has an effect on turnover intention to other profession 

based on organization 
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Table 4.20: Influence of gap score on turnover intention to other profession based on 

organization 

Variable B SE 13 T 
value 

P value 

Organization = 1 (n= 73) 
Retirement benefits -.183 .055 -.376 -3.344 .040 * 
R-squared .026 
Adjusted R-squared .014 

Organization = 2 (n= 53) 
Salary and compensation .194 .064 .368 1 3.013 .004 ** 
R-squared .028 
Adjusted R-squared .023 

Organization = 3 (n= 42) 
Salary and compensation -.214 .101 -.217 -2.126 .000 ** 
Work load -.179 .209 -.099 -2.087 .000 ** 
Customer behaviour -.143 .057 -.119 -1.753 .003 ** 
R-squared .102 
Adjusted R-squared .079 

*p<.05, **p<.01 

From table 4.20 it is observed that employees from organization 1 has attributed only one 

factor i.e. retirement benefits as a reason for changing the profession. Also, this factor 

contributes to less that 2 % of the explanation for this model. Employees from 

organization 2 feel that lesser pay incites their intention to seek employment in some 

other profession, also it is seen that the contribution of this factor is less that 3 % 

towards this model. Employees from organization 3 attributes factors like 

salary/compensation, heavy workload, customer disrespect towards the hotel employees 

are some reasons for them to think of leaving the hotel industry and taking up some other 

profession. 

An explanation towards this findings were explained by the HR manager from hotel 1. 

HR manager from hotel 2 and a service department employee from hotel 3. 
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Excerpts from HR manager (hotel 1) 

"... our organization has the reputation of being the best employer and we 

are working out strategies to help our employees financially even after they 

retire... our employee turnover has drastically reduced since the past subsequent 

years ... we provide a conducive environment for our employees to build their 

career, build their workplace relationship, grow with us and also we have 

drastically cut down on the shift timing so that the employee can go back home at 

specific time ... apart from this we arrange family get-togethers, family picnics, 

wedding anniversary celebration and this way we take care not only of our 

employees but also the extended family ... we have upgraded the relaxation 

facilities for our staff ... so that they can relax during break and return fully 

energized to their workstation ... also our cafeteria is the best ..." 

Excerpts from HR manager (hotel 2) 

"... I acknowledge that our employees are unhappy with pay and not having 

enough time to spare for their personal life ... in fact employees keep hopping 

from one organization to another and when they find that the situation is the same 

every where then they get frustrated and some even change their profession ... but 

again employees should realize that long working hours and low pay will be only 

for the initial years, later on if they are capable and dedicated they can very well 

get promoted and get well paid ... one should realize that this industry is paying 
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better to their employees as compared to some years back ... as we are recruiting 

hotel management graduates who have really put in 4 years of their life to 

specializing in skills required by this industry ..." 

Service department employee from hotel 3 

"... we have been working here for the past 4 years, neither are we are exposed to 

training nor are we promoted and since we have not upgraded our skills, getting 

into another hotel is also difficult ... so looking at the workload and salary that we 

get, some of my colleagues have left this profession and has started working in 

BPO's and in private banks ..." 

4.3 Summary 

This chapter dealt with the analysis of the relationship between the gap score of qwl 

attributes and the dependent variables ecsq and turnover intention to — other hotel/ other 

service industry/ other profession. The findings of this study was substantiated by 

carrying out a qualitative phase of interpretation by the HR managers/ employees from 

the hotel organisation. In summary, the above findings, apart from testing the 

hypotheses, attempted to contribute to the literature on qwl, ECSQ and turnover 

intentions for the hospitality work place. The findings and limitations of this study along 

with suggestions for future research area is discussed in the succeeding chapter. 
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CHAPTER 5 

CONCLUSIONS 

5.1 Introduction 

In the previous chapter, the research results of the quantitative phase of the study have 

been discussed. This chapter briefly summarizes the research findings. 

Recommendations are presented based on the findings from the study. The limitations of 

this research work is listed followed by suggestions for future research as the final part 

of this study. The objective of this chapter is to draw conclusions from Phase I study 

regarding expected qwl attributes of the hotel employees and to bring forth observations 

and recommendations from the Phase II quantitative study relating the independent 

variables with the outcome variables. The sections that follow discusses the implications, 

limitations and scope for future research. 

5.2 Observations and conclusions from Phase I study 

a. The objective of this phase was to answer the question, "what are the expected 

dimensions of QWL for the hotel employees?" To uncover the pertinent attributes of 

expected QWL, this study adhered to Portes's (1998) recommendation that HRD scholars 

and practitioners take a measured approach to incorporate social capital into the research 

and practice of HRD. Thus drawing upon the essence of grounded theory, this study 

investigated the expected attributes that were indicative of a good work life quality from 

the stakeholders (i.e. the present and potential employees). The content analysis yielded 

42 sub dimensions under eight dimensions of QWL. The dimensions being job 
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characteristics, person-job fit, company image, HR policies, work group relationship, 

physical working conditions, work-life balance, and interaction with customers. It was 

observed that there was no pronounced deviation in responses between the hotel 

management students and the hotel employees, considered in this study. This could be 

attributed to the students' experience of the ground reality of the hotel work place and 

their profound interaction with other employees during their industrial training, which 

might have influenced their views. 

b. A striking observation in the first phase of the study is that 'job security' barely found 

any mention as an impediment to the QWL for the respondents. This perhaps pronounces 

the observation envisioned by Lawler (2005), that we have entered a new era in the 

relationship between organizations and their employees in terms of loyalty. Some 

dimensions captured in this study resonate in parts with prior definitions (Walton, 1975; 

Cunningham and Eberle, 1990; Lau and Bruce, 1998), rather than in entirety. 

Specifically, job security as an attribute of QWL, found in prior studies was largely 

absent in the responses gathered in this study. Whereas, dimensions like 'company 

image' and 'interaction with customers' emerged as dimensions of QWL in this study. 

Thus it can be concluded that QWL being a subjective phenomenon, incongruence of the 

observed dimensions of this study with prior definitions may not simply be an error, 

rather a reflection of systematic contextual differences. 

5.3 Observations and recommendations from Phase II study : 

Retaining hotel employees and obtaining their commitment to service quality initiatives is 

always important, as they are the people who are going to perform the day to day hotel 
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operations. Therefore, this section presents the relationship between gap score of the qwl 

attributes and ecsq, turnover intentions. 

a. Past studies have found that autonomy allows employees to respond promptly to the 

needs of individual customers (Hartline & Ferrell, 1999) and would be particularly 

appropriate while performing complex tasks as service delivery (Houlihan, 2002). But 

the result of this study concerning female employees contradicts this finding. A practical 

explanation to this being that female employees generally work in front office and prefer 

to have good social relation with co-workers and avoid taking financial risk following 

any independent or wrong decisions (HR manager from org 3). This findings resonate 

with the findings of Konrad et. al. (2000) that, women may have stronger preferences for 

social relationships and network resources at work But, given the disproportionate 

gender ratio in this study, it may not be appropriate to use the results of this study to 

support differential treatment for women and men in the hotel workplace, rather a study 

based on proportional gender ratio may do justice to the findings. 

b. Findings from this study indicate that transportation facility, accommodation facility, 

relaxation facility, 	ergonomically designed work station contributed to ECSQ, 

concurring with prior findings that when employees perceive themselves as treated well 

by the organization, they tend to respond with extra-effort, positively contributing to 

their job performance (Organ, 1988), and results in quality services from the employees 

(Roadhes and Eisenberger, 2002). 



100 

c. The results of the study show that employees regardless of 

gender/age/tenure/department/organization attributed co-worker relationship and qualities 

to positively contribute towards CSQ, supporting evidences that good relationship within 

a work-group contributes to better service efforts at the workplace (Odden and Sias 

1997), enhancing their performance, which means that events such as family picnics and 

get-togethers are recommended to allow employees of the hotel and their families to 

come together paving way for better relationship among all. It was found that 

organization 1 held events meant for social interactions and hosted get together for 

family members of the employees (HR manager from hotel coded as 1). 

d. A comparison of ECSQ among the 3 organizations revealed that employees from 

organization 1 experienced QWL attributes conducive for highest commitment in 

providing service quality whereas this was least in case of organization 3 with 

organization 2 offering satisfactory work life for their employees. It is proposed that 

managers may reorient and establish training and development programs while offering 

employees challenging task, autonomy and provide workstation and equipments that are 

convenient to handle and work with, since concern for employees by the leadership 

strongly influences their performance and the level of service quality, as found by 

Zeithami et al. (1990). 

e. It is observed that salary/compensation and workload did not figure as an attribute 

affecting ECSQ, probably since hospitality professionals are groomed to unconditionally 
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provide excellent services through the exercise of their professional knowledge and 

training. Also, the prevalence of the practice to treat the hospitality guest as god, could be 

a reason for the commitment observed by the employees. These findings support the 

contention that, an excellent service that delights a guest provides a sense of satisfaction 

that takes precedence over economic imperatives (Friedson 2001) as the employees are 

being professionally trained to provide the best services and hence their focus is more on 

co-worker and technical support to perform their task to the best possible extent. Whereas 

salary/compensation figured as an attribute affecting turnover intention. It means that the 

turnover intention among employees begins with their comparing salaries with those 

offered in other hotels, first as a reason to quit the present hotel that they work for. Also 

the employees evaluate the salary offered by organization in other service industry that 

motivates them to leave the hotel industry, as low salaries promotes dissatisfaction and 

frustration (Morrison, 1993:126). This is a challenge for the hospitality industry, since it 

generally pays less than other industries for comparable jobs. Hotel managers of these 

organizations may draft a compensation plan that is comparable with other hotels in 

order to retain their employees who ultimately provides the competitive edge. Also the 

practice by the hotel industry to pay comparably less compared to other service industry 

may need some rethinking and possible ways to improve the compensation offered. 

f. The attribute performance appraisal frequently figured as contributing to ECSQ and 

turnover intention to other hotel. Constructive appraisal feedback promotes positive 

employee attitude and commitment (Bannister & Balkin, 1990). As one of the employee 

from hotel 3 mentioned that, "... we look forward to an effective PA system, which 
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would identify our weakness and strengths ... we expect this to be communicated to us 

along with appropriate measures to train and support us to do our best ..." 

It may thus be contended that performance appraisal should have a focus on employee 

development aimed at imparting skills and offering training programs, which would 

improve employee performance (Milliman et al. 2002), as effective appraisal system 

increases employee's productivity (Rodgers & Hunter, 1991; Schay, 1988; Taylor & 

Pierce, 1999). Thus this study adds to Chang's (2005) finding of a significant positive 

influence of performance appraisal on employees' commitment level, reiterating that 

effective use of performance appraisal can make employees more committed. Ineffective 

performance appraisal contributes to employees' perceptions of unfairness and they were 

more likely to consider leaving the organization (Dailey and Kirk, 1992), which is 

reinforced in the findings of this study. 

g. It is observed that safety and hygiene standards, appears as an attribute affecting 

employee's commitment to service quality and turnover intention to other hotel. In 

general, hotels are expected to comply with strict safety and hygiene standards. 

According to Walcsak and Reuter (2004), kitchen managers and supervisors sometimes 

make decisions out of negligence, quest for profit, or commit willful violations of food 

safety standards placing customers' health at risk. When a hotel constantly violates these 

regulations, employees feel frustrated and guilty of not providing quality services and 

believe that they are cheating their customers and hence look out for employment in other 

hotels that follow standardized practices. This calls for retrospection into the safety and 
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hygiene practices followed by the hotels and a need to adequately monitor it and abide by 

the prescribed safety and hygiene standards for the hotel industry. 

h. It is observed that new employees attributed orientation as a factor affecting their CSQ 

and turnover intention to other hotel. It was found that the reason for newly hired 

employees resigning within 30 days is because they just got off to a poor start and 

orientation process can help employers and employees to establish trust in one another 

(Kavanaugh and Ninemeier 2001), by providing important information about the 

organization and their roles in it (Young and Lundberg 1996). Hence it is recommended 

that hotel organization carry out a formal orientation program to relieve the employees of 

the initial anxiety. This would lay the foundation for the new recruits to familiarize 

themselves with the workplace and the organization, thereby reducing stress and allowing 

them to gain a foothold in their new job environment (Waters 2003). 

i. Cafeteria facility featured as a prominent attribute affecting ECSQ and in some cases of 

turnover intention to other hotel. In many hospitality operations, employees receive one 

free/subsidized meal/tea/coffee/snack on duty and employees regard spending their break 

time in canteen as a central activity of their workday and foodservice is regarded as 

part of the incentives offered by companies (Mikkelsen ,2004), as expressed by HR 

manager from hotel 1 : 
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"... our employee cafeteria is the best with light music being played, so that 

employees can de-stress themselves while having their food and this is 

particularly vital for hotel employees as their job is very strenuous ..." 

These observations highlight the importance of providing high quality cafeteria by the 

organization's as suggested by Kirketerp(2000) to retain the employees. 

j. Most participants in this study perceived the importance of training and development 

relating it to ECSQ and turnover intention to other hotel. In fact, providing employees 

with opportunities to develop their skills and knowledge shows that the organization is 

willing to invest in the employee (Allen et al., 2003), and training being an important 

activity for any hospitality organization (Powers and Barrows 1999), an employee gains 

confidence of producing high quality output (Burke, 1995; Saks, 1996) that influences 

an employees' commitment (Mowday, Porter, & Steers, 1982). As employees continue to 

be the most important asset, training and development remains an imperative, for the 

hotel employees, as lifelong learning and training is a significant part of the work life at 

all levels (Cetron et al. 2006). However, these practices are not taken up by organization 

3 as the management fail to see the benefits of training, as elucidated by an employee 

from this organization. This translates into limited expenditure on training and 

development, lower employee commitment and higher turnover intention, affecting the 

competitive advantage for the hotel organization (Gassenheimer & Ingram, 1999). Hotel 

proprietors of organization 3 need to understand the benefits of training and, importantly, 

the outcomes of not training. 
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k. The models predicting turnover intention to other profession identifies attributes like 

workload and customer disrespect that has significant influence on the employee's 

turnover intention. Workers who are overloaded are more likely to feel that they lack 

control over their working conditions and in turn may be less likely to develop and use 

new skills (Holman & Wall, 2002) that may subsequently force the employee to leave the 

hotel industry, where the shift hours are long and weekends are the busiest period. Shift-

work has been labeled as a major occupational stress factor affecting motivation at work 

(Cartwright & Cooper, 1997). Further, the hotel employees faces frequent customer 

hostility that requires constant regulation of emotions (Harris & Reynolds, 2003) having 

its impact on employee performance and turnover intentions. Research suggests training 

employees in behavioral skills to improve their capability in dealing with varying 

customer needs (Bettencourt and Gwinner 1996; Hart et al. 1990). Thus organizations 

need to provide training to employees as a means to provide them with greater control 

over customer interactions and handle the unfair treatment they receive (Schat & 

Kelloway, 2000). But the low value of the model predicting turnover intention to other 

profession indicates that there may be many other cues that can influence the relationship, 

which probably may not have been captured in this study or perhaps may be factors 

unrelated to QWL attributes. Similar research on a large scale would enhance clarity in 

this aspect. 

1. Turnover is one of the most prevalent, longstanding concerns in the hotel industry, 

which has been characterized as having a "turnover culture" (Deery & Shaw, 1997, p. 
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377; Wasmuth & Davis, 1983a, 1983b, 1983c). In this regard, employers need to 

understand that employees' being primarily responsible for providing a sustainable 

competitive advantage for the organization, success in the hospitality industry depends on 

managing and retaining their employees (Woods, 1992). And it is in the best interest of 

employer and employees to improve the work life for the employees. 

The findings of this study are consistent with the notion that qwl attributes has an impact 

on employee commitment to service quality and turnover intentions. Given that research 

is a gradual process, and can be taken as 'half full or half empty' depending on the 

epistemological standpoint (Spini, 2003), the researcher concludes the study at current 

state of being and discusses implications, limitations and scope for future research based 

on this study. 

The results of the study identified a number of implications for theory and practice. 

5.4 Implications for theory 

1. Results of the study confirm the existence of significant relationship between EC SQ, 

turnover intentions and QWL. 

2. This study complements the existing QWL literature by contributing an empirical 

study on the hotel employees' expectation of QWL. 
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3. More specifically, it is hoped that the QWL attributes/dimensions identified in this 

study would provide the researchers some more insights for theoretical development in 

the area of turnover and ECSQ particularly for the hospitality industry. 

4. As it is important to ensure that lessons learned with respect to the research method are 

shared with future researcher, it may be noted that this study could not emerge with 

empirically meaningful clustering of qwl attributes gathered from the phase I study. 

5.5 Practical implications 

The future success of the hospitality industry may rest in part on its ability to improve 

the image of service employment (Waryszak & King, 2001), while this study provides 

information about quality of work life attributes, which could benefit the human 

resources department and those in leadership or supervisory role to pay attention to the :- 

1. QWL attributes that impact ECSQ and turnover intentions. For example, service 

managers may consider the efficacy of having a transparent and effective performance 

appraisal system, scheduling the shift as per employee's convenience as being done in 

organization 1, providing training and development opportunities etc. In knowing these 

variables, managers can implement the planning process in order to retain and improve 

the performance of the employees. 
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2. It is recommended that organizations take action to reduce and eliminate the gap 

between perceived and expected qwl attributes by carrying out a systematic and 

continuous assessment of employee's perception and expectation of QWL offered by the 

organization in order to provide employees with a work life that is conducive for the 

employees' performance and retention. 

3. Service quality being an important criterion that differentiates one hotel from the other, 

efforts should be directed at understanding how employees perceive the QWL attributes, 

since enhanced perception of quality of working life lead to better performance (Katz et 

al., 1983). 

4. As workers are quick to move on to more attractive employment situations, when they 

are dissatisfied with any aspect in the present organization (Lawler 111,2005), it is 

important that policy makers understand the existing gap (p-e) with respect to qwl 

attributes and set strategies to minimize it in order to retain their employees. 

5. This research found that behaviour of the customer affects the quality of the work life 

of the hotel employees, entailing a need to map out techniques to train employees to 

interact confidently and intelligently in order to draw positive outcome for the employees 

during the customer-employee interaction. 

6.Managers need to understand the importance of providing relaxation facilities for their 

employees in order to rejuvenate them and to endure the strain of the hotel workplace. 
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7. Finally, one of the key finding from the current research is the increased desire by 

some employees to have access to the decision-making processes by endowing 

employees with the required autonomy. This is understandable in the context of a busy 

and demanding worklife which translates to encountering and resolving unpredictable 

customer demands. 

8. It is further suggested that training and development is a significant area for developing 

employee commitment and retention, which creates competitive advantage for hospitality 

organizations (Ingram, 1999). 

9. Employees from organization 3 felt that managers do not understand the relationship 

between employee retention and company profitability, and accept turnover as a 

necessary evil (Hinkin and Tracey, 2000). This study reinforces the need for training the 

employees in order to reduce attrition and produce motivated and satisfied employees 

(Carey and Franklin, 1991), which holds significance for organization 3. 

10.From a practical standpoint, the findings suggest that organizational climate does 

matter. In this respect, organizations need to pay great attention to their policies and 

practices like performance appraisal, training and development opportunities etc. , as 

these have an important bearing on the level of QWL 
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5.6 Limitations and suggestions for future research 

It should be noted that although this study contributes to our knowledge base, it has 

limitations and viable prospects for further research. 

First, it is not clear whether employee responses to the expectations of QWL in the 

present study represented more, 'the level of QWL the employee hopes to receive', 'the 

level of QWL the employee will accept', or 'the level of QWL employees believe they 

are likely to get'. Second, participants in this study were drawn from institutes and 

hospitality organization located in Mangalore city in India. This may delimit 

generalizations. Substantial research needs to be carried out in order to fully develop a 

complete understanding of this important QWL construct. Additionally, potential 

applications of the findings to other service contexts require testing. Third, qualitative 

data such as emerged from this study is only one contribution and research could be 

pursued further, for instance relating and understanding this study from data gathered 

across all categories of hotels. As more and more hospitality organizations consider how 

to augment employee commitment to service quality and counter turnover, future 

research can dwell into similar research based on socio-cultural background, which could 

provide a holistic picture of the relationship between the study variables. Further, the 

results of this study must be interpreted with caution due to the small number of study 

participants and disproportionate ratios among groups during comparison, especially in 

case of gender comparison. Future researchers may consider broadening this study to 

congregate proportionate ratios across various categories, in order to improve its 

statistical validity of findings among different categories. Five, additional research is 
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needed to substantiate the validity and reliability of the instrument used in the phase II 

study. Six, an in-depth research considering only the relevant independent variables with 

dependent variable involving the departments would refine the results further. Finally, 

another avenue for research would be to develop empirical research designed to link the 

outcomes of this study to firm-level performance. 

5.7 Summary 

The study was exploratory in that the expected qwl attributes and its impact on ecsq and 

turnover intentions for the hotel employees is a relatively under-researched area and this 

research endeavored to gain new insights into this research problem besides various 

limitations. The main objective of this study was to explore the hotel employees' 

expected QWL attributes and examine its relationship with ECSQ and turnover intentions 

in terms of the gap between perception and expectation (p-e). This study was taken up in 

2 phases. The first phase being a qualitative study to investigate the QWL attributes. 

Phase II study was carried out to examine the relationship between the qwl attributes 

identified in Phase I with ECSQ and turnover intentions. This relationship was examined 

based on step wise regression and explanation sought on the empirical results from HR 

managers and employees. The findings, contributions, implications and limitations were 

discussed as a means to extend research in this field by researchers from the related field 

and for practical applications by policy makers in the hospitality industry. It is hoped that 

other researchers deem it fit to include the qwl variables identified in this study for the 

hotel employees so as to develop a greater understanding of its effects on ecsq and 

turnover intentions. 
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ANNEXURE I 



OPEN-ENDED QUESTIONNAIRE FOR PHASE I STUDY 

Please note that your views will have an impact on the outcome of this study. 
Kindly note that the data collected will not carry your identity. 

Respondents were requested to complete the following sentence 

• I may 'enioy my work'  if, 	  

• I may 'dislike my work'  if 	  

• Following according to me are the requirements for an 'Ideal work place' 

a 	  

b 	 d 	 

Thank you for taking time out to complete this form. 
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DATA COLLECTION INSTRUCTIONS FOR PARTICIPANTS 
(Phase II study) 

I am a Doctoral candidate under the direction of Dr. Sreekumar Ancheri 

(sreeancheri@yahoo.uk) in the Faculty of Management studies at Goa University. I am 

conducting this survey in conjunction with my dissertation, to study the impact of work 

life quality on employee's commitment to service quality and turnover intention. I 

request your participation, which will involve completing a short survey. It will take you 

about twenty-five minutes to fill out this questionnaire. 

Your participation is purely voluntary. The questionnaire is confidential. The results of 

the research study may be published, but neither your name, nor that of your employer, 

will be released. Information obtained during the course of the study will remain 

confidential, and will be used for pure academic purpose. 

If you have any questions concerning the research study, please contact thought the email 

(indira k s(iqahoo.co.in).  If you would like a copy of the summary, please contact me 

via e-mail. 

Thank you 

Sincerely, 

Indira K Shreedaran 

ANNEXURE III 
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QUESTIONNAIRE FOR PHASE 2 SURVEY 

Section I : 

Kindly put down the score, that you feel, based on your expectation and perception 
regarding each statement pertaining to the Hotel work workplace . The scores are 
classified as 
1- Strongly Disagree 2- Disagree 	3- Can't say/Neutral 
4- Agree 
	

5- Strongly agree 

EXPECTATIONS 
Kindly indicate the extent to 
which you think that a hotel 
should posses the following 
features according to you 

PERCEPTIONS 
Please show the extent to which 
you believe that your 
organization has the following 
features. 

Statements Score Statements Score 

Hotel jobs should involve 
challenging task 

Employees here have 
opportunity to take up 
challenging task 

Hotels should place 
employees in jobs, matching 
their qualification/skill 

Employees here are placed in 
jobs, matching their 
qualification/skill 

Excellent hotels should have 
growth 

My organization is known for its 
growth 

Excellent hotels should 
perform well 

My organization is known for its 
good performance 

Hotels should provide 
adequate and fair 
compensation for their 
employees 

My hotel provides adequate and 
fair compensation for the 
employees 

Employees in hotels should 
be provided good working 
space, better lighting and 
ventilation 

We are provided with enough 
working space, good lighting 
and ventilation 

Hotels should have regular 
performance appraisal 
followed by prompt 
feedback for their employees 

Our performances are regularly 
appraised and we are provided 
with prompt feedback 

Employees should be 
assigned task that is 
interesting and satisfying 

This hotel offers interesting and 
satisfying task for the employees 

Employees should be 
assigned work load that is 

Employees in this hotel have 
manageable workload 



manageable 
Employees should have 
autonomy in performing 
their job 

Employees here have autonomy 
in performing their job 

Employees should have spare 
time for their social life 

Employees here have sufficient 
time from work to spare for 
their social life 

Hotels should look into the 
interest of the employee 
while assigning a job 

Our interest are taken into 
consideration before assigning a 
job 

Hotels 	are 	expected 	to 
maintain 	strict safety 	and 
hygiene standards 

My organization follows strict 
safety and hygiene standards 

Hotels 	need 	to 	provide 
opportunities for training and 
development for their 
employees 

Our organization offers training 
and development opportunities 
for the employees 

Customer should praise the 
service provider for a good 
service 

Customers here, praises the 
service provider when good 
services are offered 

Hotels should provide 
orientation to their new 
recruits 

This organization provides 
orientation to newly appointed 
employees 

It is necessary for hotels to 
maintain a good image of 
itself in the society 

My hotel has a good image in 
the society 

Hotel employees should be 
provided the following 
facilities 

Employees 	here 	have 	the 
facilities like 

i. 	good staff cafeteria i. 	good staff cafeteria 
ii. recreation facility ii. recreation facility 
iii. staff accommodation iii. staff accommodation 
iv. transportation iv. transportation 
v. 	retirement benefits v. 	retirement benefits 
vi. medical coverage vi. medical coverage 
Hotel employees should be 
provided with ergonomically 
designed workstation and 
equipments 

Employees here are provided 
with ergonomically designed 
workstation and equipments 

I expect the following from 
my co-workers 

My co-worker has the following 
characteristics 

i. 	team spirit i. team spirit 
ii.co-operation and support ii. co-operation and support 
iii.friendly relation iii.friendly relation 
iv. trust iv. trust 
v. responsibility v. responsibility 
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vi. good communication vi. good communication 
vii.respect vii.respect 

Hotels should install the latest 
technology to assist 
employees in carrying out 
their work efficiently 

Employees here are provided 
with the latest technology to 
help them with their work 

I expect the following from 
my supervisor/manager 

My supervisor/manager has the 
following characteristics 

i. team spirit i. 	team spirit 
ii.co-operation and support ii. co-operation and support 
iii. friendly relation iii. friendly relation 
iv. 	trust iv. trust 
v. responsibility v. 	responsibility 
vi. good communication vi. 	good communication 
vii. respect vii. respect 
Hotel customers should 
behave well with the 
employees 

Customers behave well with the 
employees 

Hotel employees should have 
time-off from work for their 
family life 

Employees here have time-off 
from work for their family life 

Employees have to work for 
long and unpredictable hours 

Employees do not have to work 
for long and unpredictable hours 

Kindly tick the appropriate option 

Section II 

No Statement Strongly 
Disagree 

Dis- 
agree 

Can't 
Say 

Agre 
e 

Strongly 
Agree 

1 I feel strongly about improving the quality 
of the services/products provided to the 
customers 

2 I feel a sense of personal accomplishment 
in providing quality service/product to my 
customers 

3 I am willing to put in a great deal of effort 
to help my organization deliver high-
quality service/product to the customers 

4 I really care about the quality of my 
hotel's services/products 

5 I 	involve 	in 	discussing 	quality-related 
issues with other employees in my hotel 
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6 I completely understand the importance of 
providing high quality services/products 
to our customers 

7 I often discuss quality-related issues with 
people outside of my hotel 

8 Providing high quality services/products 
to our customers should be the number 
one priority of my hotel 

9 The way I feel about quality is very 
similar to the way my hotel feels about 
quality 

Section III : Turnover Intention in the next 1 year 

Strongly 
Disagree 

Disagree Can't 
say 

Agree Strongly 
Agree 

a. To other hotel (Organizational Turnover Intention) 
I intend to leave this hotel and join 
another hotel next year 

b. To other industry (Industry Turnover Intention) 
I intend to leave the hotel industry and join 
some other service industry next year 

c. To other profession (Professional Turnover Intention) 
I intend to leave this profession and enter 
into some other profession next year 

Section IV : Employee Information 

1. Please indicate your gender : (1) Female 	(2) Male 

2. How long have you been working in this industry 
(1) less than 1 year 	(2) >1 and <5 years 
(3) >5 and <10 years 	(4) more than 10 years 

3. How long have you been working in the present organization : 
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(1) less than 1 year 	(2) >1 and <5 years 
(3) >5 and <10 years 	(4) more than 10 years 

4. What is your present job position ? 
(1) Manager 	(2) Non-managerial 

5. Which of the following best describes your marital status? 
(1) Single 	 (2) Married 

If married, 
5a. Is your spouse .... 

(1) Not working 
	(2) Working 

5b. No. of children : 

6. Please indicate the age group you approximately belong to : 
(1) under 30 	(2) > 30 and < 40 
(3) > 40 and <50 	(4) above 50 

7. Highest qualification attained so far 

(1) Pre-degree 	(2) Diploma 
(3) Degree 	 (4) Postgraduate 

8. Kindly tick the department that you work for : 
(1) Front office 	 (2) House keeping 
(3) F & B Service 	 (4) F & B Production 

Once again, thank you for taking the time to participate in this survey. 
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