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Abstract 

 

High turnover in the hotel industry is an ongoing and important issue for the hotel industry. 

Turnover costs accrue to hotels from a variety of sources. Loss of experienced employees lowers 

the level of organizational knowledge among the staff thereby increasing the risk of not 

providing a consistent and high quality customer experience. This may result in decreasing brand 

image and brand loyalty. Thus, an understanding of the antecedents of turnover, both individual 

and organizational, in the hotel industry is important to reduce turnover with respect to the 

organization as well the intent to leave the hospitality industry. This exploratory study 

investigates an individual antecedent of turnover intention, employee service orientation, to 

empirically test a model linking service orientation to the traditional constructs commonly 

studied in relation to turnover intention including the employee job satisfaction, employee 

commitment to the organization and employee intention to leave the organization or leave the 

hotel industry. Partial Least Squares analysis was performed on a turnover model using 

responses from 63 hotel employees located in the United States. Service orientation was shown 

to ultimately explain up to 30% of the variability in employee's intention to turnover either their 

position in a hotel or to leave the hotel industry. Service orientation level was also directly 

related to intent to leave the hospitality industry but not intent to leave the organization. We 

discuss the implications of these findings for the hotel industry as well as hotel managers. 

 

Summary 

 

The hospitality industry has a well-document problem with turnover. The results of the test of this 

model found that service orientation has a role to play in determining employee's intention to 

turnover both directly and indirectly. Service orientation directly impacts job satisfaction and 

organizational commitment among non-managerial hotel workers. These workers are most likely 

to have a direct impact on customer satisfaction and loyalty which is an important contributor to 
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profitability in the hospitality industry. As the U.S. economy becomes increasingly service 

oriented it is important that we identify barriers to productivity and profitability, particularly in 

high service industries such as hospitality. 
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