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An employee's intention to leave the organisation is a critical issue to be catered to in the hospitality
industry. In fact, worldwide, this is a major issue that brings huge losses to organisations. Every
growing company, irrespective of any sector, makes every possible effort to maintain its productive
employees to lead and succeed in the market and thrive in the business world. This research paper
intends to define the determinants of the rising turnover rate of employees' turnover intentions
in the hospitality sector. To date, the hospitality industry is still fighting against the increased rate
of employee turnover intentions which proves to be the catalyst in the smooth functioning of the
companies. The paper intends to address the issues related to human resource practices and their
impact on the employees' intentions to leave or stay in the hospitality industry. The methodology
adopted by the paper is to review the literature available on employee turnover intentions and
human resource practices and use the narrative review approach for the qualitative analysis of the
existing literature. A systematic analysis of the published research work is conducted to analyse
the correlation between H.R. practices and employee turnover intentions with the objective of

getting a more clear and systematic understanding of the correlation.

Keywords: Hospitality Industry, Employee Turnover Intentions, Human Resource Practices,
Recruitment and Selection, Training and Development, Performance Evaluation, Compensation
Benefits.

How to cite: Khilnani, L., & Nair, M. (2022). Employee turnover intentions and human resource practices
in the hospitality industry. Journal of Management & Entrepreneurship, 16(1), 55-68
DOI 10.70906/20221601055068

* Assistant Professor, Taxila Business School, Jaipur
*k Professor, International School of Informatics and Management, Jaipur

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



56/ Lavina Khilnani and Manju Nair

1. Introduction

1.1 Employee Turnover intentions

The relationship is both important and delicate
between an organisation and its workers. It is an
exchange arrangement in several respects, where
both sides give what the other wants or needs on
the table. Even then, factors such as organisational
culture and social satisfaction have an effect on long-
term employer-employee relationships, which will
eventually impact if an employee wants to continue
with the organisation or quit. Since the turnover
intention of high-performing workers is highly crucial
to the overall success (Kwon and Rupp, 2013), itis vital
to recognise and value potential triggers and predict
the causes of employee turnover. Turnover intention
refers to the "final cognitive decision-making process
of voluntary turnover" (Steel and Ovalle, 1984; as
cited in Lambert et al., 2001, p. 234). The voluntary
turnover of employees is described as "individual
movements across the membership boundary of
a social system which the individual initiates- "
(Price, 1997, as cited in Gaertner, 1999, p. 479).
The turnover intention is defined as people leaving
or quitting a company on their own and with their
own desire (Mobley, 1997). Price (1981) has defined
'Professional turnover intent' and 'Occupational
turnover intent', which are used synonymously
where professional turnover intention applies to the
employees' voluntary intention to quit one's career
or occupation to work in another company. To clarify,
it is the cognitive phase of employees' withdrawal
where they have thoughts of leaving the workplace
and intent to look for a job (Carmeli and Weisberg,
2006).

Scholars have given considerable attention to
employee turnover (e.g. Blau, 1993; Campion,
1991; Cohen, 1993; Cotton and Tuttle, 1986; Hom
and Griffeth, 1995; Sjoberg and Sverke, 2000). Since
employee turnover can be both negative and costly
for a company when a worker willingly enforces it,
several studies have emphasised voluntary turnover
(e.g. Hom and Griffeth, 1995, Lee and Mitchell,
1994). Scholars have attached great importance to
employee turnover intention because it is associated
with actual voluntary turnover (Lambert et al., 2001).
In various studies on employee turnover, turnover
intent has been used as the dependent variable (e.g.
Lambert et al., 2001).

1.2 Employee Turnover Intentions and

Hospitality Industry

As described by Worland and Wilson in 1988, the
hospitality industry is a company or an organisation
providing services that contribute towards the
hospitality functions and includes the major sectors
such as hotels, restaurants, licensed clubs and motels.
The hospitality industry majorly capitalises on human
resources, and this industry has also become one of
the largest generators of employment, according to
Singh,1997.

Accordingto Chand and Katou, in 2007, the hospitality
sector was labour intensive and effectively used the
human capital available in the organisation to gain
a competitive advantage. The hospitality sector is a
customer service business and generally builds on
its human capital to gain a competitive advantage.
According to Choi and Dickson in 2009, the
hospitality industry, it is a business that is strongly
geared towards guest support. It is very important to
have proper communication between the employees
and the guest, which determines the success of any
organisation.

In the success of the hospitality sector, workers
play a major role. They are in charge of the brand
and the level of service the hotel will provide. A
hotel's service is directly related to its staff members'
considerate, enthusiastic, demanding jobs, practical
and positive approach and standard of service
quality offered at the right moment. Therefore,
the key is to sustain and inspire the hotel workers.
The latest patterns ironically suggest frequent work
turnover, withdrawals and incidents of depression.
On the other hand, youth are drawn to the glitz and
glamour of the hospitality industry. Though a good
number of studies focused on employee attrition,
the problem of high turnover still persists as a major
problem in the hotel industry. As per the Global H.R.
Manpower Community, and as per the sixth annual
resource shortage report, India ranks second in skilled
labour scenarios. The solution, therefore, lies in the
immediate need to handle and function on human
resources as talents and abilities are responsible
for the achievement of the driving business. It
is also clear that there is an immediate need to
reflect on the variables that can lower the degree
of the desire of workers to exit the hotel industry.
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Therefore, there is an urgent need to understand
the reasons for employee turnover intentions
and find the measures to cope with the increasing
rate of employee turnover intentions. The present
study is thus focused on understanding the various
determinants of employee turnover intentions and
studying the correlation of H.R. practices on the
turnover intentions of the employees.

2. Objectives of the Study

e To determine the reasons for the high rate
of employee turnover intentions in the
hospitality industry.

e To study the correlation of H.R. practices
with employee turnover intentions in the
hospitality industry.

3. Research Methodology

This study aims to re-evaluate the published research
workonthe hospitality industry with special reference
to the various determinants responsible for the
growing rate of employee turnover intentions such
as compensation, performance appraisal, promotion,
and training & development. A theoretical framework
interpreting the psychological contract between the
employers and the employees has been examined.
The narrative review method has been used to
review the existing literature, focusing on qualitative
analysis of prior information. The study aimed to
collect and synthesise literature to illustrate the
importance of a specific point of view. This analysis
method is very useful for collecting and synthesising
a large amount of literature in a particular subject
field. The main goal is to give the reader a thorough
context for comprehending existing knowledge and
emphasising the importance of the new study.

4. Determinants of Employee Turnover
intentions

The high rate of employee turnover in the hospitality
industry is due to the low-skill requirement in most
entry-level positions (Taylor and Finley, 2010). The
low-skill requirement corresponds to low pay for
employees in entry-level positions, which are often
easily replaceable. Work-life discord has also been
linked to high employee turnover in the hospitality
industry. In general, work-life balance is a major
factor influencing employee job satisfaction in every

sector (O'Leary and Deegan, 2005). Furthermore,
the hospitality industry is much more associated
than other industries, with a weak work-life balance
(WLB). The work-life conflict has a major impact
on voluntary employee turnover in the hospitality
industry, according to Bloome, Rheede, and Tromp
(2010). The Indian hotel industry is associated with
abnormal and ever-changing long shifts, poor health
quality, and stress as major contributors to poor WLB
(Mohanty and Mohanty, 2014). While it is widely
assumed that female employees are perhaps the
most disturbed by this because of their responsibility
to raise children, particularly after birth, as found in
the study by Darcy, McCarthy, Hill, and Grady (2012).
The hospitality sector is also known for its high
volatility in job requirements, which has also been
associated with poor job satisfaction (Chiang, Birtch,
and Cal, 2014). According to Collins (2007), though
hotels provide the largest employer in the tourism
sector, it experiences a very high employee turnover
rate and mobility of employees, which is the major
challenge throughout the industry worldwide. Wood
(1997) found a few negatives, which are very common
in the hospitality industry, including the long working
hours, high staff turnover rate, low salaries, low
status, and a high degree of dissatisfaction with the
job. The National Sample Survey data on employment
for the years 2004 and 2005 reflect that the hotels
and restaurants are considered to be the second-
highest employers of the service workers, which
includes .1% of technical workers, 1.4 % of clerical
workers, 20% of administrative staff, executive staff
and managerial workers and 7.6 % of the sales force.

It was found that workers working in the hospitality
sector easily get similar jobs in the other companies,
as concluded by Solnet and Hood (2008). According
to Getz (1994), who has majorly focused that
jobs in tourism and hospitality are considered
undesirable, and the major characteristics which
bring down the reputation of the hospitality sector
include desperately poor working conditions, lack of
promotion opportunities, job security, low wages,
timings of the jobs in terms of shift, have a major
impact on the employee turnover intention rate.

Poulston (2009) stated in a study of hospitality
workplaces that perhaps the morale of workers in the
hospitality sector to serve was much more likely to be
seriously affected by discontent with compensation,
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their managers, and general workplace conditions.
Employee tension in the hospitality sector is also
a normal phenomenon. Technological failure and
organisational, interpersonal tensions have been
listed as the primary causes of workplace stress
and may cause workers to reconsider leaving their
job (O'Neill and Davis, 2011).In addition, temporary
employment is also one of the characteristics for
which the hospitality industry is known and which is
correlated with negative effects, such as tension, the
tension between work and life, and minimal control
over working schedules (McNamara, Bohle, and
Quinlan, 2011).

5. H.R. Practices

The impact of human resource practices on employee
turnover is not a new subject, and there have been
numerous studies conducted in this field at the
global level. H.R. practices are the ways to enhance
the employees' leadership by human capital of the
organisation. It undergoes the process of designing
rigorous development programs and motivational
strategies, such as establishing methods for guiding
and assisting management in conducting continuous
performance  assessments. Human resource
management ( HRM) functions as a facilitator within
companies or industries amid HRM approaches
and consequences of HRM. Sheppeck and Militello
(2000) emphasised HRM techniques in four different
groups: Job skills and job practices, nurturing climate,
performance evaluation and business organisation,
while guest (1997) groups into three groups: product
differentiation based oninnovation, quality focus, and
reduced cost. In previous research on HRM strategy,
however, several concepts and approaches are used
to attain the organisational objectives and goals via
HRM methods and approaches. Sivasubramanian
and Kroeck (1995) validate the broader perspective
of human resources management as a match or
inclusion. Guest in 1997 focused that the different
forms of management of human resources can be
divided into two internal fit elements. HRM defines
external fit as a strategic integration and internal
fit as a functional ideal. Many academicians have
conducted studies to analyse which fit is acceptable.
Youndt et al . ( 1996) analysed the external match,
and the outcome suggests a more precise fit
among highly efficient HRM activities and quality
strategy. Stavrou-Costea (2005) even suggested

that the key reason for a company's performance
may be the successful management of human
capital. As confirmed by Lee and Lee ( 2007), human
resource practices significantly impact a company's
performance, namely training and development,
coordination, remuneration / economic benefit,
H.R.  management, performance evaluation,
and employee security, thereby enhancing the
performance of the firm, including the productivity
of workers, product performance and quality.

5.1. H.R. practices and Hospitality Industry

According to Baum et al. 1997, the hospitality and
tourism sector has hardly considered any plans,
policies, and proactive approaches to determine the
impact of human resource development practices
on organisation development and employee
performance and intention to leave. Davidson et
al. (2010) highlighted this through the research.
However,the hospitalitysectorincreasesemployment
opportunities in the country. Still, it was found that
the labour market of the hospitality industry faces
two major challenges of attracting suitable labour
and retaining its employees by decreasing employee
turnover intentions. As lots of investment is made in
upskilling and training the organisation's employees
to build a quality and competent workforce, this
investment in human resources is being squandered
due to the high turnover rate of the employees. The
paper attempts to illustrate a few of the H.R. activities
that considerably impact the hospitality industry's
employee turnover intentions. The study highlights
the major contributions made by scholars and
practitioners in the domain of employee turnover
intentions and the conclusions made regarding
the various determinants for the growing speed of
turnover intentions of the employees who work in
the hospitality industry.

For long, human resource approaches and
practices have played an important role in
changing employees' perspectives, ideologies and
behaviour. Therefore, turnover intention measured
is subjective, which indicates the probability of an
individual to leave or stay in the organisation as the
reflection of his own attitude and behaviour towards
the organisation. In the case of voluntary employee
turnover, as concluded by (Redman and Mathews,
1997), it is primarily a reflection of the outflow of
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expertise and talent, which has a crucial effect on
the output and quality of companies. Huselid (1995)
stated that certain H.R. practices that focus on high
performance, including the labour management
participation teams and promotions, have made a
great contribution in employee development as they
help not only in enhancing the employees' retention
but also in the practices that bear a detrimental
association with the employee turnover intentions.
The high-performance practices invest in improving
the service capacity, quality, and capabilities through
various practices such as training practices, selection
policies, rewards, performance appraisal, employee
participation in decision-making, and many more
of its kind. It would provide enough support to the
human capital of any organisation to satisfy the
consumers and successfully perform their tasks and
duties as per Tang and Tang (2011). According to
Becker and Gerhart (1996), the H.R. practices are
majorly dependent on the optimum path selection,
which would bring competitive advantage to an
organisation and would increase the chances of
survival and sustainability for any organisation. Such
practices are company-specific and difficult to imitate
and cannot be a cup of tea for all organisations.
Numerous studies have shown that the management
of human resources activities adds to organisational
performances (Gerhart and Milkovich, 1990; Becker
and Gerhart, 1996).

Therefore this research has focused on the
antecedents of employee turnover intentions from
H.R. perspective. The hospitality industry has the
unique feature of it being highly labour-intensive,
according to Nolan in 2002. Still, only a few studies
have been done to highlight the impact of human
resource management practices on the firm's overall
results, according to Namasivayam et al. 2007.
Studies conducted so far in the hospitality sector
found the effect of human resources approaches
on organisational productivity and well-being. But
it has not considered many factors, and therefore
the result is not concrete and has not given any
conclusive evidence for the studies to be relied on
(Cho et al. 2006). According to Ghebregiorgis and
Karsten, in 2007, there have not been different
kinds of research on the employee's reaction and
behaviour to the different kinds of Human Resource
approaches, which have a deep impact on the
employees' turnover intentions. Therefore, it is very

conclusive that there are not enough researches
conducted in the hospitality sector to understand
the correlation of human resource practices with
employee turnover intentions. There are plenty of
studies conducted on human resource practices, but
similar studies in the hospitality industry are scarce.
The major HR practices which have a correlation with
the turnover intentions are discussed below.

5.1.1 Recruitment and selection and

Employee Turnover intentions

Recruitment is the fundamental platform for the
employer’s connection with the employee, according
to Rousseau (1994). The sources of recruitment
also play a very important role and have a strong
connection with the employee's performance,
attitude and absenteeism. The individuals recruited
from the professional bodies and applied to the
organisation through the self-initiated contact
have more detailed and complete details about the
work being performed and about the organisation's
culture. This category of employees tends to have a
long association and sense of connection with the
organisation. But the individuals who are recruited
through the newspapers, employment agencies
or through college placements, do not have a very
long tenure with the organisation because of the
lack of understanding of the job and about the
organisation culture, as stated by (Breaugh 1981).
Bonn and Forbringer (1992). Sims (1994) stated that
practical previews of jobs should be included during
recruitment and selection to improve the probability
of effective relationships at the entry-level of the
employees. Behavioural interviews and bio-data
testing are performed during the hiring process,
according to Paraskevas (2000), but credentials
are not reviewed like they are carried out in other
industries.

Cho et al. (2006) stated that internal hiring and
inadequate training for newly promoted employees
lead to increased employees' turnover intentions.
Ghebregiorgis and Karsten (2007) emphasised that
to keep employee morale high, organisations must
have proper staffing. The hospitality industry is
known for itsill-defined practices during recruitment,
and it has also been observed that the hotels'
requirement is not met as per expectations because
the hiring specifications are unclear. (Collins,

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



60 / Lavina Khilnani and Manju Nair

2007). In the present scenario, the organisations
generally try to get the job fit candidates rather
than the organisational fit candidates (Paraskevas,
2000). Dawson and Abbott (2011) stated that if the
organisations select the employees according to the
organisation fit, it would definitely result in his long-
term association with the organisation and intention
to perform better. Ghebregiorgis and Karsten stressed
that proper staffing would help boost and retain
employee morale because, in addition, to finding
the right candidates, recruitment has a symbolic
significance.

5.1.2 Training and Development and
Employee Turnover Intentions

Training has significance to those businesses looking
forward to achieving a competitive edge. There is a
considerable discussion among the practitioners and
academicians about the effect of training on both
employees and the company's objectives. There is,
on the one hand, a claim that training contributes
to increased turnover, while the other claims that
training is a mechanism that can contribute to
retaining the workers (Becker, 1993; Colarelli &
Montei, 1996). Professionals believe that training
is a dynamic human resource activity that can
have a remarkable impact on the success of the
organisation. Allen et al. (2003) have concluded that
if the employees are provided with the development
opportunities and if the right amount of investment
is made on employees, it will have a major impact on
reducing the employee turnover rate. Chang et al.,
2007; Sherman et al., 1998 concluded in the research
that employees were getting an opportunity to
manage their career successfully and upscaling their
skills helped increase the retention value of the
employees. The American Psychological Association
conducted a survey on 130 staff of a medical care
company in 2001. Given the value of understanding
the conditions in which high-performing employees
are more likely or less likely to leave an organisation
voluntarily, the study discovered that the nature of
the relationship between job success and voluntary
turnover has been uncertain. In order to highlight the
relevance of training for entrants, research by Lam et
al. ( 2002) confirmed that the hotel industry in Hong
Kong was afflicted by high turnover, especially among
those under a year of experience from 1985-1999,
which ranges from 44% to 66%. A survey conducted

on 249 participants demonstrated that training and
career development initiatives are directly related
to turnover intentions in addition to other HRM
activities.

According to Davidson et al. (2010), upskilling the
employees and training them to meet the challenges
of the hospitality industry has been a major problem.
Therefore, considering the major global expansionsin
the industry, both formal and informal training plays
a very important role. This would help in reducing
the employee turnover intentions, help in enhancing
the career paths to its employees and increase the
quality of services to be delivered to the consumers,
which ultimately depends on the level of employees
employed in the hospitality industry. Getz (1994)
identified one of the main causes of high employee
turnover as the lack of well-trained and skilled
personnel. Solnet and Hood (2008) expressed that
the hospitality industry is considered a highly people-
intensive industry where the people lack career
growth opportunities, resulting in high turnover
intentions. (Barrows 2000; Nolan, 2002) highlighted
that on the job training methods are primarily used
in the hotels, but according to (Poulston 2007), the
employers' failure to give training to their employees
from the trained professionals has a strong adverse
effect on the quality of training and the intellectual
manpower available with industry. Therefore non-
availability of proper training methods and trained
professionals ultimately brings down the career
opportunities to the people working in hotels and,
as a result making them quit their job (Bagri et al.
2010). Hai-Yan and Baum (2006 ) found that the
hospitality industry needs qualified professionals, so
its employers must be provided with the requisite
training and professional development to improve
the expertise of front-office employees and gain a
competitive advantage over other competitors.

Baum (2008) advised that generally, the hospitality
and tourism sector has to focus on including
its staff in training and development programs
and increasing its investment in training and
development programs. It is very important to
develop the relationship between the employees
and the employer and state clearly the expectations
of both the parties, i.e. employers and employees,
in terms of giving and take relationship which can be
discovered and specified clearly through the training
relationships(Sims, 1994).
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5.1.3 Performance Evaluation and Employee
Turnover Intentions

(Nankervis and Debrah, 1995) highlighted the fact
that the upper level of management is making
increasing use of performance management
programs which has not taken their roots in the
lower level of management in the hospitality
industry. Approaches of performance management
and appraisals should be performed on a continuous
basis and to receive regular feedback and rewards
(Sims, 1994). Rousseau and Greller (1994) laid down
that it is important to consider the factors like proper
understanding of job roles, unbiased evaluation of
performance, and rewarding the fairand just rewards,
both monetary and non-monetary, based on the
employees' performance evaluation. Redman and
Mathews (1998) stated that performance standards
of the employees should be realistic, measurable and
achievable. Customer service policies should guide
performance expectations, which should be used as
a benchmark for appraisals.

Poon (2004) found that the ratings are given based
on performance appraisal help the management
make decisions on promotions, increments, and
pay rise. Therefore, it would be right to say that
an unbiased rating would reduce the employees'
level of morale and satisfaction positive association
with the organisations. Browing (2006) stressed
that recognition from the boss and superiors
during the performance appraisal process would
affect the service behaviour of the employees.
Performance evaluations must always be backed
up with fair justification of compensation and
employee development. Aggarwal and Bhargava
(2008) insisted that developmental evaluations
and assessments associated with long-term and
performance assessments, career growth, and skills-
based training would lead to better employment ties.

5.1.4 Compensation and Employee Turnover
Intentions

HRM must also take notice that compensation is the
main factor, as it provides the workers with monetary
incentives for their work and is a source of recognition
and livelihood. The research conducted on 666 Thai
workers concluded that rewards are among the main
factors for employee job satisfaction and turnover
intentions besides equity and growth opportunity.

Owing to low qualifications and a lack of union
support, hotel employees have long been considered
as the lowest-paid amongst staff in the other
sectors (Nankervis and Debrah, 1995). Employees
in the hospitality industry will benefit from financial
and educational benefits, according to Bonn and
Forbringer (1992). Low morale, work dissatisfaction,
high turnover rate, and customer dissatisfaction
result from chronically poorly paid and poorly
trained workers. According to Hai-Yan and Baum
(2006), the hospitality industry lacks good-quality
human capital because workers do not like to work
at the front desk for long periods of time due to
the stressful work, low pay, and unclear prospects
for advancement. According to Namasivayam et al.
(2007), the connection between compensation and
employee engagement and performance is stronger
for employees at the management level. It has also
been observed that basic and incentives motivate
them to perform much better, and the connection
between personal benefit and organisational
effectiveness and performance is greater for
employees at the non-managerial level. They are
encouraged to improve with a blend of basic pay
and benefits. Workers are more willing to meet
different customer requirements if they believe their
contributions are valued and recognised, according
to Tsuar and Lin (2004). According to Baum (2008),
managers should concentrate on improving the
workplace culture and environment, particularly in
terms of basic pay and benefits, in attracting and
retaining skilled workers at all levels. Staff turnover in
the hospitality industry is primarily driven by wages
and decent benefits provided in other industries,
according to Chan and Kuok (2011). Workers are less
likely to consider quitting a company if the company
offers career advancement opportunities and fair
wages, according to Blomme et al. (2010). Breaugh
(1981 ) employees concluded that they would be
less likely to leave if they were given monetary and
educational benefits. Employees in the hospitality
industry are underpaid and poorly trained, resulting
in low morale, work dissatisfaction, high employee
turnover, and ultimately unhappy customers.
Employees do not want to stay long in the hotel front
office because of the exhausting jobs, low pay, and
unpredictable prospects for advancement H.J. Kong
and T.G. Baum 2006. Blau's social exchange theory is
based on the principle of reciprocity, which can either
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be positive or negative, meaning that if one group
makes a positive commitment, the other group will
also make a positive commitment, and if one group
makes a negative commitment, the other group will
also make a negative commitment (Cropanzano &
Mitchell, 2005). The research has emphasised the
compensation benefits, which positively increase the
employee’s morale. The expectations between both
the company and the individual employee, as per
Schein (1978), include not only on how much work
will be performed for the compensation, but also on
the complete set of duties, benefits and privileges.

Proposed Conceptual Model of HRM Practices

Recruitment and Selection

\

Training and Development

\

Performance Evaluation

\

Compensation Benefits

Low Rate of

Employee

Positive Turnaver

Fifect [ntentions

ﬂ

|

Negative High Rate of
Effect — Employee
Turnover

U Y

Intentions

Fig: 1.1 Proposed conceptual model of HRM
Practices

The proposed model on the human resource
management practices has majorly addressed human
resource practices such as recruitment and selection,
performance appraisal, training and development
and compensation and benefits. The model has
clearly depicted the correlation of H.R. practices
with employee turnover intentions. Human resource
practices of an organisation are the mode through
which the organisation's communication takes place
in a transactional and relational manner which also
shapes the relationship between the employee and
the employer. Therefore the proposed model focuses
on the correlation of H.R. practices with employee
turnover intentions.

6. Findings._

Through the studies conducted so far, it was clear
that employee turnover is an inevitable part of
the hospitality industry. It is important to focus
on the employees perspective, mindset and
expectations and their connection with the human
resource management practices and policies. The
hospitality industry is known for low entry-level skill
requirements, which directly corresponds to low
pay. It was also found that low pay is present not
only at the lower levels but also at the managerial
levels. Thereby, affecting the employee’s connection
significantly with the organisation, morale and
satisfaction. So far, it has been concluded that various
factors such as long working hours, ever-changing
shifts, poor health quality considerations, high
levels of stress, and highly volatile job requirements
considerably affect the work-life balance of the
employees working in the hospitality industry. It was
also found that women working in the hotels are not
able to balance their personal and professional lives
effectively, as they have to give reasonable time to
their families and raise kids, which does not let them
match with the industry expectations. Therefore,
the variables mentioned above result in stress and
organisational, interpersonal tensions. In taking the
study ahead to emphasise the working environment
of the hotel industry, it was quite evidently found
that the workplace conditions are not friendly. The
managers and supervisors do not hold good relations
with the employees and fail to understand their
requirements and expectations. The industry also
faces the problems of technological failures and
temporary employment, which again contributes to
building up the tensions and adversely affects the
work-life balance.

There should be effective recruitment and selection
procedures to select the right potential, which
will increase the chances of employee's long term
association with the company. As one of the H.R.
practices, recruitment and selection is given due
consideration as the employees selected from the
sources such as placement agencies and campus
recruitmentgenerallyarefoundnottostaylongerwith
the company compared to the employees selected
through self-initiated contracts and professional
bodies. It was also found that the employees should
be the perfect fit for the companies to increase the
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duration of their stay with the company. Therefore,
it was found that there exists a negative correlation
between recruitment and selection and employee
turnover intentions. It was also found that to get
a positive performance from the employee, the
principle of reciprocity plays a crucial role. It was also
found that workers can get similar kinds of jobs in
other industries. Therefore, it is very important to
give the requisite and quality training to the workers
from the trained professionals to increase their
competencies, thus assuring career opportunities
to the human capital. Employee development and
systematic training opportunities should be offered
on a regular basis to the employees to enhance
the skills, abilities, knowledge, and capabilities
that directly impact the motivation level of the
employees and their turnover intentions. Therefore
it was found that there exists a negative correlation
between training and development and employee
turnover intentions. Since the monetary and non-
monetary benefits have a considerable impact on the
motivation and morale of the employees, therefore
performance appraisals should be conducted on a
regular basis, and the employees should be awarded
in accordance with the results. The findings of
the study stress that if the organisation performs
regular and unbiased performance appraisals, that
would certainly help the employees to stay with the
company for a longer tenure. Therefore it was found
that there exists a negative correlation between
performance appraisal and employee turnover
intentions. The employees are known as the human
capital, and therefore there should be increased
participation of the employees in the decision
making wherever it is found to be relevant. Salaries
and incentives are the key reasons for high employee
turnover in the hospitality industry; therefore, the
organisations should take the necessary measures to
improve the standard of compensation compared to
the other service industries. Since low work morale,
dissatisfaction, and employee turnover intentions
are majorly dependent on the wages and benefits,
and the organisations have to take effective steps
to match the compensation benefits with the
other industries to bring down the rate of turnover
intentions. Therefore, there is a negative correlation
between compensation and employee turnover
intentions.

7. Limitations of the Research

The research has been conducted only in the
hospitality industry; other industries can also
be considered for analysing the effect of Human
Resource practices on employee turnover intentions.
Since the current study has taken limited variables
such as recruitment and selection, compensation,
performance appraisal, and training & development
affecting the employees intention to stay or leave
the organisation, future studies can consider
other important variables such as employee
empowerment, teamwork, employment security,
information sharing, and job description.

8. Managerial Implications

As the research indicates, there is a dire need for
the management to understand the employees'
perspectives through constant supervision and
direct meetings. Organisations policies should be
flexible enough to be changed during difficult and
changing times to ensure a strong psychological
contract between employer and employees. It is
also advised to the management for the inclusion
of different H.R. practices such as behavioural
training and soft skills development which will help
in developing employees and should be a major
area of concern for management to keep them
motivated and committed. The H.R. practices should
be reviewed on a timely basis to have the real-time
inclusions stay updated. This would not let the
companies go out of the latest trends. The existing
employee's performance is advised to be reviewed
on a regular basis, and results should be correlated
to the financial and non-financial incentives. It is also
advised to the management to also provide regular
performance feedback to help employees understand
the performance gaps. This would definitely help
the employees to stay motivated and connected
with the company. To take it further, the study has
identified the major determinants of employee
turnover intentions in the hospitality industry, such
as low skill requirements, low compensation, work-
life conflict, long working hours, poor health quality,
high volatility in the job, poor job satisfaction, low
morale, interpersonal tensions, work overload and
minimum control over work schedules out of which
the low compensation is regarded as the critical
factor contributing towards employee turnover
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intentions. Therefore, the management should
look into these factors to reduce the increased
intentions of the employees to quit the company.
Undoubtedly, major HR practices would definitely
affect the overall functioning of employees, security,
and employees' well-being. Managers should initiate
imparting training and development programs based
on the unbiased evaluation of performance, which
should also become the basis for identifying the skill
gaps. But on the other note, it is also advised to set
realistic,c, measurable and achievable performance
standards in order to avoid any false impressions
about the employee’s performance. For the same,
the company can set the customer service policies to
guide the performance expectations, which can be
used as a benchmark.

Management should opt for the effective mediums
of recruitment and selection, which have fetched
the company committed and loyal employees
in the past and have increased the duration of
the employees' stay longer. Management should
give due emphasis on maintaining effective
communication with employees on a regular basis,
for evaluating and appraising the performance,
giving incentives and awards accordingly and making
performance corrections on time. The management
should understand the relevance of the principle of
reciprocity to get the desired performance, as there
is always a two-way relation in any contract or bond
between two parties in question. The employee’s
participation should be increased in the decision
making to make the system more effective through
brainstorming of new ideas.

9. Conclusion

In the hospitality industry, employee turnover
is widely accepted as unavoidable. The paper
concludes that there are various determinants of
employee turnover intentions: work-life imbalance
due to long working hours, ever-changing shifts,
poor health quality considerations, high level of
stress, low morale, poor job satisfaction, and highly
volatile job requirements. The other determinants
being; low skills recruitment at entry-level, low
compensation plan, abnormal and ever-changing
work shifts, poor health quality, work-life stress,
women’s incompatibility to balance personal with
professional life, highly volatile job requirements,

relations between the employees and managers,
organisational, interpersonal tensions, workplace
conditions, technological failures, and temporary
employment. The employees in the hotel industry
perceive the pay to be amongst the main factors for
staff turnover; therefore, important changes should
be incorporated to enhance salary levels compared
to other service-oriented businesses. These
determinants have been seen seriously affecting the
employee’s intentions to quit the company. Besides
understanding the reasons for turnover intentions, it
becomesrelevanttofocusonthe hospitalityindustry's
major HR practices, which will help bring down the
rate of employee turnover intentions if given due
consideration. The human resource management
practices and policies critically affect the employee's
turnover intentions. Therefore itis concluded that the
hospitality industry must develop human resource
management strategies such as: appropriate
methods of recruitment and selection, continuous
performance evaluation methods, developing job
skills through training and development programs,
compensation plans, employee security, workplace
climate, manager-employee relationship and
management of human capital. In order to hire
potential applicants, good recruitment and selection
practices are necessary. It was also observed that
to improve the employee’s expertise, talents, and
abilities, structured preparation and career growth
opportunities must be provided to workers, inspiring
employees to stay committed to the company for
a longer period of time. Performance assessments
must be done frequently, and evaluation outcomes
must be connected to financial and non-financial
incentives that will boost the potential performance
of employees. Human resource practices also have
a significant effect on an employee's psychological
contract. Therefore, these should be reviewed on
a regular basis to keep up with changing employee
standards. Based on the conceptual framework
developed in the current study, it is recommended
that training and development practices and
strong communication between employees and
employers can help in lowering down the employee’s
dissatisfaction and ultimately their intentions to
leave.

The model's framework provides a mechanism by
which organisations human resource departments
could evaluate the system objectively, and human
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resource experts could promote the management
practices that reduce employee turnover costs.
Employee retention and motivation are influenced by
the organisation's H.R. policies, which demonstrate
to employees how much the company values their
employees and the employment relationship.
No doubt, the organisations in the hospitality
industry face the critical issue of the increased rate
of employee turnover, but there are several H.R.
practices that would help the industry to deal with
the problem and stay competitive with the other
industries.

10. References

A.R. Nankervis, and Y. Debrah, “Human resource
management in hotels: a comparative study”,
Tourism Management, (1995), 16(7), 507-513.

Aggarwal. U and S. Bhargava (2008) “Reviewing
the relationship between human resource
practices and psychological contract and their
impact on employee attitude and behaviours:
A conceptual model”, Journal of European
Industrial Training, 33 (1), 4-31.

Allen, D. G., LY. Shore and R. W. Griffeth (2003) "The
role of perceived organisational support and
supportive human resource practices in the
turnover process", Journal of Management, 29
(1), 99 118.

Argyris, C "Understanding organisational behaviour,
Homewood”, IL: Dorsey, 1960.

Arthur, J. B. 1994, Effects of human resource systems
on manufacturing performance and turnover.
The Academy of Manufacturing Performance,
37(3): 670-687.

Bagri, S. C., S. Babu and M. Kukreti (2010) “Human
Resource Practices in Hotels: A Study from
the Tourist State of Uttrakhand, India”, Journal
Human Resources in Hospitality & Tourism, 9
(3), 286-299.

Barrows, C. W. (2000) “An exploratory study of food and
beverage training in private clubs, International
Journal  of  Contemporary  Hospitality
Management”, 12 (3), 190-197.

T. (2008) “Implications of hospitality and
tourism labour markets for talent management
strategies”, International Journal of
Contemporary Hospitality Management, 20 (7),
720-729.

Baum,

Baum, T, V. Amoah and S. Spivack (1997) “Policy
dimensions of human resource management
in the tourism and hospitality industries”,
International  Journal of Contemporary
Hospitality Management, 9/5/6, 221-229.

Becker, B and B. Gerhart (1996) "The impact of human
resource management on organisational
performance: progress and prospects”, The
Academy of Management Journal, 39 (4), 779-
801.

Becker, G. S. 1993. “Human capital: A theoretical and
empirical analysis with special reference to
education” (3rd ed.).Chicago, IL: University of
Chicago Press.

Blau, G. (1993), “Further exploring the relationship
between job search and voluntary individual
turnover”, Personnel Psychology, Vol. 46 No. 2,
pp. 313-330.

Blomme, J., Rheede, A. and Tromp, D. (2010) ‘Work-
Family Conflict as a Cause for Turnover
Intentions in the Hospitality’. Tourism and
Hospitality Research, 10(4): pp. 269-285.

Blomme, R. J., A. V. Rheede and D. M. Tromp (2010)
the use of the psychological contract to explain
turnover intentions in the hospitality industry:
a research study on the impact of gender on
the turnover intentions of highly educated
employees, The International Journal of Human
Resource Management, 21(1), 144-162.

Bonn, M. A.and L. Forbringer (1992) “Reducing turnover

in the hospitality industry: an overview
of recruitment, selection and retention”,
International  Journal of Contemporary

Hospitality Management, 11(1), 47-63.

Breaugh, J. A. (1981) “Relationships between
recruiting sources and employee performance,
absenteeism, and work attitudes”, The Academy
of Management Journal, 24 (1), 142-147.

Browning, V. (2006) “The relationship between HRM
practices and service behaviour in South African
service organisations”, The International
Journal of Human Resource Management, 17
(7), 1321-1338.

Campion, M.A. (1991), “Meaning and measurement of
turnover: comparison of alternative measures
and recommendations for research”, Journal of
Applied Psychology, Vol. 76 No. 2, pp. 199-212.

Carmeli, A. and Weisberg, J. (2006), “Exploring turnover
intentions among three professional groups of

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



66 / Lavina Khilnani and Manju Nair

employees”, Human Resource Development
International, Vol. 9 No. 2, pp. 191-206.

Chan, S. H. and O. M. Kuok (2011) “A study of Human
resources recruitment, selection, and retention
issues in the Hospitality and tourism industry in
Macau, Journal Human Resources in Hospitality
& Tourism”, 10(4), 421-441.

Chand, M. and A. A. Katou (2007) "The impact of HRM
practices on organisational performance in the
Indian hotel industry, Employee Relations", 29
(6), 576-594.

Chiang, T., Birtch, A., and Cai, Z., (2014) ‘Front-line
Service Employees’ Job Satisfaction in the
Hospitality Industry: The Influence of Job
Demand Variability and the Moderating Roles
of Job Content and Job Context Factors’, Cornell
Hospitality Quarterly, 55(4): pp398-407.

Cho, S., R. H. Woods, S. Jang and M. Erden (2006)
“Measuring the impact of human resource
management practices on hospitality firms’
performances”, International Journal  of
Hospitality Management, 262, 277.

Choi, Y. and D. R. Dickson (2009) “A Case Study into the
Benefits of Management Training Programs:
Impacts on Hotel Employee Turnover and
Satisfaction Level”, Journal of Human Resources
in Hospitality & Tourism, 9(1), 103-116.

Cohen, A. (1993), “Organisational commitment and
turnover: a meta-analysis”, The Academy of
Management Journal, Vol. 36 No. 5, pp. 1140-
1157

Colarelli, S. M., & Montei, M. S. 1996. "Some contextual
influences on training utilisation."The Journal
of Applied Behavioral Science, 32(3): 306-322

Collins A. B. (2007) “Human resources: a hidden
advantage?”, International  Journal  of
Contemporary Hospitality Management, 19(1)
78-84.

Cotton, J.L. and Tuttle, J.M. (1986), “Employee turnover:
a meta-analysis and review with implications
for research”, The Academy of Management
Review, Vol. 11 No. 1, pp. 55-70.

Coyle-Shapiro, J. and I. Kessler (2000) “Consequences of
the psychological contract for the employment
relationship: a large scale survey”. Journal of
management Studies, 37, 903-930.

Darcy, C., McCarthy, A., Hill, J. and Grady, G. (2012)
‘Work-life Balance: One Size Fits All? An
Exploratory Analysis of the Differential Effects

of Career Stage’. European Management
Journal, 30(2):pp111-120.

Davidson C.G.M., N. Timo and Y. Wang (2010) “How
much does labor turnover cost? A case study
of Australian four- and five-star Hotels”,
International  Journal of Contemporary
Hospitality Management, 22 (4), 451-466.

Davidson C.G.M., R. Mc Phail and S. Barry (2010)
“Hospitality HRM: past, present and the
future”, International Journal of Contemporary
Hospitality Management, 23(4), 498-516.

Dawson, M. and J. Abbott (2011) “Hospitality Culture
and Climate: A Proposed Model for Retaining
Employees  and Creating  Competitive
Advantage”, International Journal of Hospitality
& Tourism Administration, 12 (4), 289-304.

Deery, S.J., R. D. lverson and J. T. Walsh (2006) “Towards
a better understanding of psychological
contract breech: A study of customer service
employees”, Journal of Applied Psychology,
91(1), 166-175.

Delaney, J. T. and M. A. Huselid (1996) "The impact of
human resource management practices on
perceptions of organisational performance",
The Academy of Management Journal, 39 (4),
949-969.

Delery, J. E. and D. H. Doty (1996) "Modes of theorising
in strategic human resource management:
Tests of universalistic, contingency, and
configurational performance predictions”, The
Academy of Management Journal, 39 (4), 802-
835.

Frith, L., D. J. Mellor, K. A. Moore and C. Loquet(2004)
“How can managers reduce employee intention
to quit?” , Journal of Managerial Psychology,
19 (2), 170-187.

Gerhart, B and G. T. Milkovich (1990) "Organisational
differences in managerial compensation and
financial performance", The Academy of
Management Journal, 33 (4), 663-691.

Gerstner, C.R. and Day, D.V. (1997), “Meta-analytic
review of leader-member exchange theory:
correlates and construct issues”, Journal of
Applied Psychology, Vol. 82 No. 6, pp. 827-844.

Getz, D. (1994) “Residents' attitudes toward tourism:
A longitudinal study in Spey Valley, Scotland.”
Tourism Management, 15(4), 247-258.

Ghebregiorgis, F and L. Karsten (2007) “Employee
reactions to human resource management and

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



Employee Turnover Intentions and Human Resource Practices in Hospitality Industry / 67

performance in a developing country: Evidence
from Eritrea”, Personnel Review, 36 (5), 722 —
738.

Griffeth, R. W., P. W. Hom and S. Gaertner (2000) “A
Meta-Analysis of Antecedents and Correlates
of Employee Turnover: Update, Moderator
Tests, and Research Implications for the Next
Millennium”, Journal of Management, 26 (3),
463-488.

Guest, D. E. (1997). Human resource management and
performance: a review and research agenda.
The International Journal of Human Resource
Management, 8(3), 263-276.

Guest, D. E. (2004) “The psychology of the employment
relationship: An analysis based on the
psychological contract”, Applied Psychology: An
International Review, 53 (4), 541-555.

H.J. Kong, and T.G. Baum, “Skills and work in the
hospitality sector: the case of hotel front office
employees in China”, International Journal
of Contemporary Hospitality Management,
(2006), 18(6), 509-518.

Hom, PW. and Griffeth, R.W. (1995), Employee Turnover,
South Western, Cincinnati, OH.

http://mospi.nic.in/sites/default/files/publication_
reports/515partl_final.pdf

http://www.businessworld.in/article/Hospitality-
Industry-In-India-A-Big-Contributor-To-
Economy-s-Growth-/16-05-2017-118291/

https://www.ibef.org/industry/indian-tourism-and-
hospitality-industry-analysis presentation

Huselid, M. A. (1995) “The impact of human
resource management practices on turnover,
productivity, and corporate financial
performance”, The Academy of Management
Journal, 38 (3), 635-672.

J.A. Breaugh, “Relationships between recruiting sources
and employee performance, absenteeism, and
work attitudes”, Academy of Management
Journal, (1981), 24(1), 142-147.

K. and Rupp, D.E. (2013), “High-performer
turnover and firm  performance: the
moderating role of human capital investment
and firm reputation”, Journal of Organizational
Behavior, Vol. 34 No. 1, pp. 129-150.

Lambert, E.G., Lynne Hogan, N. and Barton, S.M. (2001),
“The impact of job satisfaction on turnover
intent: a test of a structural measurement
model using a national sample of workers”,

Kwon,

Social Science Journal, Vol. 38 No. 2, pp. 233-
250.

Lee, F-H. & Lee, F-Z. (2007). The relationships between
HRM practices, Leadership style, competitive
strategy and business performance in
Taiwanese steel industry, Proceedings of the
13th Asia Pacific Management Conference,
Melbourne, Australia, 2007, 953-971.

Lee, TW. and Mitchell, T.R. (1994), “An alternative
approach: the unfolding model of voluntary
employee turnover”, The Academy of
Management Review, Vol. 19 No. 1, pp. 51-89.

Levinson, H., Price, C.R., Munden, K.J. and Solley, C.M.
(1962). Men, Management and Mental Health.
Cambridge, MA: Harvard University Press.

Mobley, W. H, (1977), "Intermediate linkages in the
relationship between job satisfaction and
employee turnover”, Journal of Applied
Psychology, Vol 62(2), pp 237-240.

Mohanty, K. and Mohanty, S. (2014), “An empirical
study on the employee perception on work-life
balance in hotel industry with special reference
to Odisha”, Journal of Tourism and Hospitality
Management, 2(2):pp.65-81.

Namasivayam, K., L. Miao and X. Zhao (2007) "An
investigation of the relationships between
compensation practices and firm performance
in the U.S. hotel industry", Hospitality
Management, 26, 574-586.

Namasivayam, K., L. Miao and X. Zhao (2007) An
investigation of the relationships between
compensation practices and firm performance
in the U.S. hotel industry, Hospitality
Management, 26, 574-586.

Nankervis, A. and Y. Debrah (1995) “Human resource
management in hotels: A comparative study”,
Tourism Management, 16 (7), 507-513.

Nolan, C. (2002) “Human resource development in the
Irish hotel industry: the case of the small firm”,
Journal of European Industrial Training, 26, 88-
99.

O’Leary, S. and Deegan, J. (2005) “Career Progression
of Irish Tourism and Hospitality Management

Graduates”. International ~ Journal of
Contemporary Hospitality Management, 17(5):
pp. 421-432.

O’Neill, W. and Davis, K. (2011) “Work Stress and Well-
being in the Hotel Industry”. International

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



68 / Lavina Khilnani and Manju Nair

Journal of Hospitality Management, 30(2):pp.
385-390.

Paraskevas, A. J. (2000) Management selection
practices in Greece: are hospitality recruiters
any different? Hospitality Management, 19,
241-259.

Poon, J.M.L. (2004) Effects of performance appraisal
politics on job satisfaction and turnover
intention, Personnel Review, 33 (3), 322 —334.

Poulston, J. (2009) Working Conditions in Hospitality:
Employees’ Views of the Dissatisfactory
Hygiene Factors. Journal of Quality Assurance
in Hospitality and Tourism, 10(1): pp. 23-43.

Price, J. (1997), “Handbook of organisational
measurement”,  International Journal  of
Manpower, Vol. 18 Nos 4/5/6, pp. 303-558.

Price, J. L. & Mueller, C. W, (1981), Professional turnover:
The case of nurses. NewYork: S.P. Medical and
Scientific.

Redman, T. and B. P. Mathews (1998) Service quality
and human resource management: A review

and research agenda, Personnel Review, 27 (1),
57-77.

Rousseau, D.M. and M.M. Greller(1994) Human
resource practices: administrative contract
makers, Human Resource Management, 33

(3),372-82.

Scandinavian Journal of Psychology, Vol. 41 No. 3, pp.
247-252

Schein, E.H. (1965). Organisational Psychology.
Englewood Cliffs, NJ: Prentice Hall.

Schein, E.H. (1978). Career Dynamics: Matching

Individual and Organisational Needs. Reading,
MA: Addison-Wesley.

Scholl, RW. (2003) http://www.uri.edu/research/Irc/
scholl/Notes/Commitment_Control.html

Sheppeck, M. A. & Militello, J. (2000). Strategic H.R.
configurations and organisational performance.
Human Resource Management, 39(1), 5-16.

Sims, R.(1994)Human resource management’s role
in clarifying the new psychological contract,
Human Resource Management, 33 (3),373-83.

Sivasubramaniam, N. & Kroeck, K. G. (1995). The
concept of fit in strategic human resource
management. Paper presented to the Academy
of Management Conference, Vancouver, 6-9
August.

Sjoberg, A. and Sverke, M. (2000), “The interactive
effect of job involvement and organisational
commitment on job turnover revisited: a note
on the mediating role of turnover intention”,

Stavrou-Costea, E. (2005). The challenges of human
resource management towards organisational
effectiveness. Journal of European Industrial
Training, 29(2), 112 — 134.

Taylor, M., and Finley, D. (2010) “Acculturation,
assimilation, and retention of international
workers in resorts”. International Journal of
Contemporary Hospitality Management, 22(5):
pp. 681-692.

Tsaur, S. and Y. Lin (2004) Promoting service quality in
tourist hotels: the role of HRM practices and
service behaviour, Tourism Management, 25,
471-481.

UNDERSTANDING ORGANISATIONALBEHAVIOR.
By Chris Argyris. Homewood, lllinois: The
Dorsey Press, 1960. 179 pp

Yadav, Arvind Kumar. Tourism : A Growing Industry of
India. Journal of Commerce and Trade, April
2017;12:1; Pp. 77-83.

Youndt, M., Snell, S. A., Dean, J. W. & Lepak, D. P. (1996).
Human resource management, Manufacturing
Strategy, and Firm Performance. Academy of
Management Journal, 39(4), 836-66.

Journal of Management & Entrepreneurship, 16 (1), 2022: 55-68



