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CHAPTER 1

INTRODUCTION

Backeround and Significance of the Study

The many desires and needs of today’s workforce are as dissimilar as the labor
pool itself (Grindy. 1998). Differences emerging between employees and their needs
have led to several unsettling outcomes. One dominant outcome in the hospitality
industry, and the focus topic of this study is employee turnover.

Turnover is a critical problem facing the hospitality industry. Companies no
longer have the security of knowing there are twenty willing candidates for any onc job
position (McDaniel, 1998). Roger Herman explains his point-of-view on the subject to
McDaniel (1998. p. 36), “Back in the “80s, companies could be “lean and mean.” We
never had to worry about labor shortages or burning people out. because all we had to do
was open the door and they were lined up begging to work lor us.”

Unlike the 1970s and 1980s where there was a plentiful supply of available
workers. today that supply 1s almost non-existent (Woods. Heek. & Sciarini. [998). A
leading derivative of a tight labor market 1s the inevitable increase in cmplovee turnover
rates (Grindy. 1998). Due to the high demand for employees in this industry. Grindy
(1998 says that good employees have the ability to accept the best offers and jump from
job to job. as the offers become more profitable. When employees choose to quit a job.,

no matter the reason. the deteriorating labor pool makes it much more difficult 1o replace



them (Grindy. 1998). In areas such as transiently populated college towns. employee
pools tend to be even more limiting. Maynard (1997) concludes in his research that the
additional strain on labor pools has caused employee turnover to be an issue of grave
importance for college-towns. Turnover rates skyrocket in June, when college students
leave for summer vacation (Maynard. 1997).

Employee turnover is not the only problem threatening the college-town
hospitality industry. Customer service levels within businesses are causing large amounts
of problems as well. This industry, in particular, relies on providing quality customer
service (Grindy. 1998). Meshing the customer service requirements of all customers. into
properly executed employee customer service training programs. is imperative o ensure
both a longer retention level of customers and more efficient employees. However. it is
important to understand that meshing the service requirements is not enough. Areas
associated with turnover and customer service in college-town hotels need (o be heavily
rescarched in order to tame high turnover rates. The relationship between customer
service training issues and work environment opinions are merely two factors compared
to turnover issues within this study. The topic specified for this study deals with
customer service training and employvee turnover in franchise hotels located in college
towns. This study will attempt to take the hospitality industry one step further to
researching the turnover problem.

Statement of the Problem

Hotels in college-towns struggle with retention of both eniployees and satisfied
customers. The limited labor pool that college-town hospitality industries have been

suffering from has led to a constant threat of turnover. Hotel managers are



simultaneously struggling to understand which factors lead to high turnover levels. and
are trying to assess their customer service levels. Many hotels have not implemented
adequate amounts of or enough emphasis on customer service training. Assessing and
delving into the attitudes and perceptions of both hotel managers and emplovees. on
turnover issues and customer service issues, provided a wealth of insight into two areas
necessitating much research.

Statement of the Purpose

The purpose of this study was to determine the relationships between customer
service training and employee turnover issues in college town franchise hotels.

Objectives of the Study

The objectives of this study were:
. To research and analyze information from hotel management. and hotel
employees (ranging in various job positions) to determine specitically how

often customer service training programs are provided lor employees.

19

To identify employee opinions of training programs currently i place.

3. To identify the relationship between work environment opinions and hotel
employee - hotel supervisor relationships.

4. To identify the relationship between work environment opimnions and

employee — co-worker relationships.

h

To identify the relationship between hotel employees and their co-workers in
relation (o turnover issues.

6. To identify employee opinions on WINOVEE 1SsUCS.



7. To identify employee viewpoints and opinions on customer satistaction /
service levels in relation to turnover issues.
8. To identify the relationship between age of employees and their attitudes on
their work environment.
Y. To identify the relationship between the age of employees and turnover issues.
Hypotheses

Based on both the purpose and the objectives of this study. three hypotheses were

researched. The three research hypotheses were:

Hol: A significant relationship exists between the age of employees in

characteristics of a) customer service training issues and b) turnover

1ssues.

Ho2: Employees at college town franchise hotels with good employee-

management and employee—employee relationships exhibit positive

attitudes toward their jobs.

Ho3: Gender does not affect the perception of training programs.

Assumptions/

/

/
Throughout the course of this study, the researcher assumed:

12

Participants answered the questionnaires honestly.
Participants were familiar enough with the industry terms to understand the
meaning of the questions.

Participants were fluent in the English language.



Definitions of Terms and Acronvms

For the purpose of this study. the following terms were operationally defined as:

Chain: At least two operations that function under the same name (Lane and
Dupre’, 1996).

College Towns: College towns, for the purpose of this study. will be defined as
towns which are directly affected by the college located in it: i.e. the college generates
the major source of revenue in the town.

Corporate Owned Hotel Chain: All the operations are owned by one parent
company (Lane and Dupre’, 1996).

Corporate Hotel Manager: Corporate hotel managers are usually stationed and
work within the corporate office. Also, they typically are involved in the developing
process of policies; further. they normally implement the policies for the entire
organization. In addition, corporate hotel managers delve into the areas ol marketing
research. public relations, as well as strategic development tor the organization (Lewis.
Beggs, Shaw and Crofoot. 1986).

Customer Satisfaction: Customer satisfaction measures how well a customer’'s
expectations are met by a given transaction (Bowen and Shoemaker. 1998).

Empowerment: Empowerment is a state ol being in which employees are
provided appropriate boundaries applicable to their experience and maturity. in which
they are free to work (Dew. 1997).

Entry Level Position: “That group ol tasks. duties or performances selected as the
basis for a job filled by one individual: entry level implies minimum performance

standards for a beginner in that job™ (Morris. 1973. p. 7).

i



Franchise: A right, license or privilege granted by one entity to another. The
term franchise is derived from “Franc™, and old French word for free™ (Kerr. 1993, p. 4).

Franchise Agreement: “A contract between the franchiser and the franchisee
granting a franchise and setting forth the mutual obligations of both parties. The
franchise agreement, more than any other element of the franchise. defines the
relationship between the franchiser and the franchisee and sets the stage for their jomt
success” (Kerr, 1993, p. 4).

Franchise Hotels: Franchise hotels are hotels that hold a hotel franchise
agreement with the owner (or franchise) (Rutes & Penner. 1985, p. 234).

Hospitality Industry: The hospitality industry is a subsection of the travel and
tourism industry. (Steadmon and Kasavana, 1988). See travel and tourism industry
definition.

Hotel: A hotel for the purpose of this study is defined as an establishment whose
primary business is providing lodging facilities for the general public. Further. it
furnishes one or more of the following services: food and beverage service. laundering of
linens. uniformed service, room attendant service. and use of furniture and lixtures
(Steadmon and Kasavana. 1988).

Hotel General Manager: “the person responsible for defining and interpreting the
policies established by top management™ (Gray & Liguori. 1980, p. 50).

Intensiry: the focus of the induction-orientation and training program that is
administered to new nonprofessional. non-supervisory personnel. The intensity of these

programs vary from less intensive (programs that are one day to one week in duration and



do not include in-depth explanations of job responsibilities and requirements). to a more
intensive program (conducted for more than one week in duration) (Maize. 1977).

Job Competency: “Those activities, skills. or performances deemed essential to
assume the duties of a specific employment position™ (Morris. 1973, p. 7).

Job Satisfaction: Job Satisfaction pertains to the degree to which employees like
their jobs - simply how individuals feel about their jobs as a whole as well as the different
aspects of their jobs (Spector, 1997). The feelings associated with perceived differences
between what is experienced and what is expected as a reasonable return (Maize. 1977).

Mystery Shopping: Mystery shopping is defined by Wilson (1998, p. 148) as.
form of participant observation. that uses researchers to act as customers or potential
customers to monitor the processes and procedures used in the delivery of a service.™

Research: Assiduous investigation or research delving into principles and or facts:
the arduous or lasting search after truth (Webster. 1993).

Reservations: An agreement (verbal or in some written fashion) between the
hotel and a guest stating that the hotel will hold a particular type of room for a specilic
time period (Steadmon and Kasavana, 1988).

Rooms Division: The rooms division is comprised of both departments and
functions which are essential in providing the services guests expect and require during a
hotel stay (Steadmon and Kasavana. 1988).

Stakeholder: Some person or group that can determine the future ol an
organization (Mckeown and Watson. 1997).

Training: as defined by Forrest (1990). is the transter of work-related skills,

information. and knowledge. It is any organized activity designed to chunge employee’s



on-the-job skills, attitudes toward meeting a specific organization need. or know ledge
(Cluskey and Messersmith, 1991). Training may be offered either on-site or at another
location during work hours or other times; it may be paid for entirely by an employer or
the cost may be shared among others (Forrest. 1990).

Training Program: a process to aid both new and old employees in performing
the skills necessary for their new positions to the satisfaction of management: includes
organized individual and/or group training to meet needs: teaching something new
(Maize, 1977).

Travel and Tourism Industry: represents a multitude of businesses with the
common goal of providing required. necessary. or desired services and or products to the
traveler (Steadmon and Kasavana, 1988).

Turnover: Turnover is defined as the replacement cycle that occurs every tme a
position is vacated, either voluntarily or involuntarily. and a new employee must be both
hired and trained (Woods. 1997). The total amount of employees who lett during the
course of a year divided by the number of employces who did not leave plus the number
of employees who did (the total number of people employed during a year time period)
(Maize, 1977).

Limitations

This study was limited to soliciting participation Irom twelve franchise hotel
establishments. within two separate college towns. From the twelve possible franchise
hotels. four were selected as the sumple population ol this study. The size ol each hotel.
the number of employees at each hotel. and the timeframe in which cach hotel was

surveyed were other limitations. The results of this study cannot be generalized further



than the population surveyed, because the individuals® perceptions and opinions analyzed
merely are confined to the two states studied: Oklahoma and Texas.

Another limitation is the fact that there may be biases in the answers provided
from some of the participants. Employees may have been biased in answering the
questions for fear of being fired or chastised by their employers because of answers
provided in this questionnaire — even with the agreement that the questionnatres would
remain confidential. All participants may have been biased additionally. because they did
not believe the questionnaire warranted the amount of time it would take to fill it out. If
respondents quickly filled out the questionnaire and did not provide details the survey
required, the data collected could be inaccurate.

The college towns surveyed were researched primarily because they were
conveniently accessible. Having implemented a convenient representation for the
population may have caused the data garnered to be another limitation. A final limitation
deals with the reliability of the questions that form the questionnaire.

Outline of Work Structure

This research study is organized into four separate components. The lirst chapter
includes: a brief background of the subject matter. an introduction. the statement of the
problem. purpose of and objective of the study. the definitions of terms and acronyins,
the imitations. the assumptions. and a brief statement outlining the other chapters in this
study. The second chapter is a detailed review of literature relevant to this topic. The
third chapter is formed of a methodology section. a detatled synopsis of the subjects to be

surveyed, instrumentation. and the study design as well as the procedures. The fourth



chapter analyzes the data. The fifth chapter summarizes all of the findings throughout the

entirety of this study.
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CHAPTER II

REVIEW OF THE LITERATURE
Antroduction
Throughout this chapter an overview of relevant literature. pertinent to the
multitude of variables associated with this topic will be summarized. By analyzing the
literature, an understanding of the history on this topic was attained. The review consists
of topics such as, attitudes and impacts, turnover issues, training issues. links between
customer service and employee turnover rates, and finally research and development
1ssues.

Attitudes and Impacts of Customer Service

Service failures are unavoidable in any type of service atmosphere (Chung and
Hoftman. 1998). The challenge of service oriented businesses is determining what a
customer perceives a service failure to be (Chung and Hoffman, 1998). According to
Chung and Hoffman (1998). the first step in assessing a customer’s outlook on service
failures 1s by understanding their perception of reality in different situations. Chung and
Hoffman (1998) believe that by analyzing service failures from the customer’s point of
view. it would allow managers the opportunity to minimize the occurrence of future
service failures. Adjustments in operations and human-resource procedures according to
Chung and Hoffman (1998) would aid in the ability of minimizing failures (i.e.. selection.

training. performance appraisals. and rewards).



Within hotels there is no one specific ‘customer satistaction measurement tool’
(Bowen and Shoemaker. 1998). A few methods implemented are total quality
management checks (Callan and Moore, 1998). the service orientation index (Petrillose.
Shanklin. and Downey, 1998), spying (Taylor, 1996). and mystery shopping. Although
the tools that measure customer service may differ, customer service repetitively is
defined as measuring how well a customer’s expectations are met by a given transaction
(Bowen and Shoemaker, 1998).

Customer satisfaction that exceeds expectations is a requirement for loyalty
(Bowen and Shoemaker, 1998). To attain those exceeded expectations. Bowen and
Shoemaker (1998) determined that if a hotel guest receives a larger amount of service or
the hotel exceeds this particular guest’s expectations, the guest would be extremely
satisfied (Bowen and Shoemaker, 1998). Hotel guests that attain their expected service
level throughout the duration of their hotel stay have a greater tendency of being
satisfied. than guests who do not attain that level (Bowen and Shoemaker. 1998).

However. it is important to realize that a satisfied customer does not always
become a loyal customer (Bowen and Shoemaker. 1998). Ensuring that a company
satisfies customers is a very important goal (Bowen and Shoemaker, 1998). While
managers work hard to control all service failures, Chung and Holtman (1998) believe
that a sensible course of action would be o focus specifically on the service errors that
are most likely to drive away customers.

Keeping your customers satisfied is important. but much more needs to be
accomplished. Bowen and Shoemaker's (1998) research hus proven that producing loval

customers 1s far more valuable than reproducing or producing satisfied customers. A



customer, who fails to return or says nothing favorably about the hotel to others. even
though he may be satisfied, has no net present value for the hotel (Bowen and
Shoemaker, 1998). Chung and Hoffman (1998, p. 67) emphasize that “the importance of
repeat customers for profitability in all businesses has long been established.” Bowen
and Shoemaker (1998) determined that a loyal customer who both revisits a luxury hotel
as well as spreads beneficial word of mouth about it could produce a set present value
exceeding $100,000. Conversely, a service failure consequently represents a well-known
way to damage potential business - negative word-of-mouth. Unsatisfied customers
typically tell several people about the negative service provided (Chung and Hoffman.
1998).

Hotel chains have recognized the fact that a customer does not want to enter a
‘relationship” if no value will be gained from it (Bowen and Shoemaker. 1998). Sheraton
is a prime example of a hotel chain that has worked with this way of thinking. Bowen and
Shoemaker (1998) provide one example of how Sheraton implemented this construct into
their company. Sheraton Hotels reworked their housekeeping systems allowing Sheraton
Club International members the option to check out as late as 4:00 p.m. (Bowen and
Shoemaker, 1998).

Feldman (1995) states that an important concept. which helps individuals to
understand their social world. is an attitude. He continues to detal attitudes as coneepts
that assist in defining how people both perceive and think about others: further, how
people act toward other individuals and situations — for example. service Lailures or
critical incidents. Chung and Hoffman (1998, p. 67) define a critical incident as “an event

that can be described in detail and that deviates significantly. cither positively or



negatively. from what the customer expects or considers normal in the service
encounter.” Having trained employees to handle these critical incidents will greatly
determine the outcome of the service failure.

Poor customer service in the lodging industry has a tendency of producing lower
sales, poor reputations, and dissatisfied clients (Woods. 1997). Chung and Hoffman
(1998) concluded that only a mere 7 percent (by one estimate) of unhappy customers will
complain or report to an employee that they are leaving dissatisfied. or explain the reason
for switching to a competitor. Due to the estimate reported by Chung and Hoffman
(1998). companies are unable to determine and track the amount of customers that have
left dissatisfied and for what reasons.

Bowen and Shoemaker (1998) found that customer loyalty is particularly essential
to the hotel industry. They determined most hotel-industry segments are mature and
competition is strong: thus, customer loyalty i1s a matter of survival for hotels. Customers
support hotels when they feel loyalty. Bowen and Shoemaker (1998) indicate that when a
guest feels loyal to a hotel. the guest will spread positive word of mouth about that hotel
property to an average of 10 people. Loyal customers will also spend more money al
hotel properties they feel loyal toward (Bowen and Shoemaker. 1998).

Emplovee Job Satisfaction and Dissatisfaction

Job satisfaction is an important factor to consider with regard to the turnover
process. Carsten and Spector (1987) specify that throughout good cconomic periods.
dissatisfaction in a job causes an employee to seek another position: however. satisfaction
leads them to remain at their job. Poor economic periods tend to cause both dissatistied

and satisfied employees to quit in equal numbers (Carsten and Spector. 1987). Joh



satisfaction is generally considered the factor that leads an employees™ thoughts to
quitting and final decisions about staying at a job or quitting (LaLopa. 1997).

Interestingly enough, it is the economic factors, which moderate the forbearing
effect of job dissatisfaction (Carsten and Spector, 1998). Grindy (1998. p. 27) states that
“when the economy is booming and unemployment rates are low, employees know that
they can probably get other jobs easily. which can lead to both absenteeism and employee
turnover.” Economic and demographic trends have combined to cause unparalleled labor
shortages (McDaniel, 1998). In the last 14 months, “the national unemployment rate has
remained below 5 percent, a trend rarely seen in peacetime economies™ (Grindy. 1998. p.
22). Carsten and Spector (1987) found that both national and local unemployment
economic opportunity factors were determined to have the most significant impact on
turnover.

Without resolving problems experienced by dissatisfied employees. many
complications can follow (Woods. 1997). Maynard (1997, p. 35) said. “when employees
dislike their jobs or are indifferent toward them. their attitudes can lead to high wrnover
rates, theft. poor customer service. and low productivity.” Woods (1997) agreed: a
possible complication with dissatisfied employees is their tendency to exhibit poor
service levels. The revolving door syndrome is another example of a comphcation thi
could arise (Woods, 1997). The revolving door syndrome starts when employees begin o
leave their unsatisfying jobs for other emiployment opportunitics. Taking preemptive
measures to reduce the amount of dissatisfied employees 1s essential (Woods, 1997),

There is a high correlation between work satisfaction tor emplovees and

prosperous companies that do not suffer from recruiting problems (Blohowiak. 199%).



McDaniel (1998, p. 37) states that “you don’t need to be a major player to make your
workplace meaningful and attract top employees.” According to Blohowiak (1998). the
correlation between the two variables (work satisfaction of employees and prosperous
companies) is a happy cycle. Satistied. happy workers make employers more profitable
(Blohowiak, 1998).

Employee Turnover Rates

In the hotel industry according to LaLopa (1997) and Johnson (1986). turnover
has become synonymous with being a fact of life by many employers. Even businesses
whose turnover rates have not increased still express that turnover has become a more
consequential obstacle because of the strained labor market (Grindy. 1998). Eisen (1993)
reports that turnover in the hotel and resort industry exceeds 80% annually. Not only are
the turnover percentages high, but so are the turnover costs associated with the
employment changes (Woods, 1997; Eisen. 1993).

According to LaLopa (1997). the cost of turnover can be significant. Estimates on
the actual monetary costs of turnover range in various levels (Woods, 1997, Eisen, 1993,
Cascio. 1991). Cascio (1991) states that it may cost a company as much as $500 to
replace an hourly employee and up to $5,000 to replace a manager. Turnover costs for
lodging managers can average $50,000 or more (Woods and Macaulay. 1998). Many
companies associate the cost of losing one trained manager with approximately one
year's annual salary because that is how long it takes for a new manager to become fully
productive (Woods and Macaulay. [998). Woods and Macaulay (1998) state that
turnover costs. on average. are between 53.000 and 510.000 per hourly employee.

Research has proven that these estimates are o high because it takes approximately three
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months for a new employee to reach the level of productivity of a trained employee

(Woods, Macaulay. 81).

Woods (1997) states that there are three cost categories associated with turnover

(each section has both tangible [the payment is given from the operator directly from the

bottom line] and intangible costs [soft costs which do not directly lessen the bottom

line]). The three categories, as outlined by Woods (1997). are separation costs.
replacement costs, and training costs.

= Separation costs are those costs directly related to the loss of a current employee.
Examples of separation costs range from separation payment. unemployment tiaxes.
termination of benefits, conducting exit interviews, the maintenance of applicuble
files. and removal from payroll (Woods, 1997).

= Replacement costs consist of costs associated with recruiting new employees
(inclusive of advertising, managertal, and staff time). medical examinations. and pre-
employment screenings (Woods. 1997).

* Training costs are inclusive of orientations (and all costs associated with producing
orientations), the cost of having reduced productivity until an employee can perform
at the desired level, the cost of printing information and literature for new employees.,
and training costs (trainers. materials, training facility charges, etc.) (Woods. 19971

Since cost estimates associated with turnover are as high as they are. it s

necessary to understand what causes turnover. Muchinsky and Morrow (1950

hvpothesized three sets of turnover causes: individual factors. work-related factors. and

economic opportunity factors. The relationship between voluntary emiployee turnover



and job satisfaction has been heavily researched (Carsten and Spector. 1998: Muchinsky
and Tuttle, 1979; Porter and Steers, 1973: Price. 1977).

Woods (1997) states that two of the compounding factors the hospitality industry
faces in regard to turnover are baby boomer issues and temporary employee 1ssues. Baby
boomers were former hourly employees at hotels., Now, they are customers at these
hotels. Woods (1997) states that the ‘temporary employee issue’ i1s a view that an
employee is just ‘passing through’ one position on the way to a ‘real job.” Prior to now.
these issues were never addressed and now are effecting the turnover rates within the
lodging industry (Woods. 1997).

Management is another factor that creates turnover issues in the hospitality
industry. Woods (1997) states that poor management, which weakens morale. 1s among
one of the three largest causes of turnover in the hospitality industry. The other two
causes are low compensation and faulty or inadequate hiring practices (Woods, 1997).
Research has indicated that more employees leave their jobs because they are unsatisticd
with the quality of supervision than for any other reason (Woods and Macaulay. 1998).
Poor quality of supervision has been stated by both employees and managers as being the
leading cause of turnover in the hospitality industry (Woods and Macaulay. 1998). This
finding not only hurts some companies more than others. but Woods and Macaulay
(1998. p. 83) determined that it also “impacts the stock prices industry wide.™

Solutions to Solving the Turnover Problem

Blohowiak (1998) points out that employees who are satisfied at their jobs, stay
with their current employers. However. it you conclude that an employee of vours is not

satistied. implementing retention programs or further rescarch in the area are two




beneficial steps to aid in combating a potential turnover problem (Blohowiak. 1998:
Woods, 1997: Woods and Macaulay, 1998).

McDaniel (1998, p. 38) states that “we’ve always had competitive benetits and
competitive pay, but we have to go one step further now.” Several studies have sought
out the most productive methods of reducing turnover (Woods. 1997: Woods and
Macaulay, 1998: Blohowiak, 1998). Most companies refer to the methods of reducing
turnover as employee retention programs (Woods and Macaulay. 1998). Emplovee
retention and recognition programs do not have to be expensive or elaborate in order to
be effective (McDaniel. 1998). McDaniel (1998, p. 38) continues by sayving that
“although benefits and recognition programs can vary from simple to sophisticated. the
ultimate goal of those programs is the same: to retain good employees. Of course. that 1s
anything but simple in an industry troubled by high turnover rates.”

Woods and Macaulay (1998) outline several examples of both short and long term
prescriptions for solving turnover problems. It is necessary (o understand that with the
benefit of research managers have the ability to better understand both long and short-
term changes within the market.

Short-Term

* Determine why employees are leaving. Are they going to other lodging industry
companies. and if so why (Woods and Macaulay. 1998%).

* Determine why employees are staving. Investigate and find out what these

employees like about your company (Woods and Macaulay. 1998).



» Question employees about what they want from their job and the company. Asking
what employees want is much better and much more etfective than guessing (Woods
and Macaulay, 1998).

= Allow employees to have a voice, a chance to express their opinions and points of
views (Woods and Macaulay. 1998).

* Stay away from the recruiting to recruit theory. Don’t just recruit to recruit.
Implement recruiting programs that meet the company’s needs and goals (Woods and
Macaulay. 1998).

= Make the interviewing process a serious step (Woods and Macaulay. 1998).

Long-Term

In contrast to the short-term prescriptions (focusing on collecting and using
information). Woods and Macaulay (1998) define long term prescriptions as focusing on
changes to the company essentially trying to make it a place where employees want to
work. Long term prescriptions take both time and money.

= One example would be to develop better socialization programs. which could assist
employees in getting accustomed to the workplace (Woods and Macaulay. 1998).

= Another example would be to develop training programs in the employee’s native
language (Woods and Macaulay, 1998).

* Offering career-path development is another option. where the company would olfer
assistance to help employees plan careers with the company (Woods and Macaulay.

1998).
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= Implementing quality circles is a prescription characteristic. Having teams of
managers and employees solving problems together is another prescriptive
characteristic (Woods and Macaulay, 1998).

= Having partner and profit sharing programs to get employees involved in the bottom
line is another long-term prescription technique (Woods and Macaulay, 1998).

» To motivate the employees, you could offer Incentive programs (Woods and
Macaulay, 1998).

= One final example would be to determine alternative employees. by recruiting
employees from unusual sources (Woods and Macaulay, 1998).

Recruitment and Hiring Practices

More important now than ever, is the recruitment process companies implement
(Grindy, 1998). Interviewing is “a key component of hiring quality workers™ (Grindy.
1998, p. 25). Training employees and placing capable people in managerial positions and
training employees” needs to be accomplished. Businesses are beginning to recognize that
employee training is essential for their success. both to increase the efficiency of their
operation and as a means to retain employees (Grindy, 1998). Good recruiting leads to
retention, thus eliminating the need for recruiting (Blohowiak, 1998).

Most operations are finding that gaining referrals about possible employee
candidates from current employees is one of the most effective recruiting methods in
practice (Grindy, 1998). Businesses have found that these referrals. especially when
from good employees. tend to mean that the new worker will it in with the other
employees (Grindy, 1998). The new workers also tend to be more reliable. so that they

will not cause the employee who referred them to look poorly (Grindy. 199%). These

—
—



employee referrals are such a practical recruiting technique that many businesses have
begun to offer financial rewards to employees who do provide successtul employee
referrals (Grindy, 1998). Having the necessary hiring practices in place to elicit the type
of employees a business strives to employ is only part of the solution. Once a company
succeeds in attaining the ‘desired’” employee, they again face the dreaded urnover
obstacle.

Training

Ongoing training within the hospitality industry is essential due to the high
turnover rates (Krout, 1994). Training not only battles the turnover problem: it also
battles the service problem. To achieve higher levels of customer service. plenty of
training should be provided (Doherty, 1998). The key to better service is training
(Wildes, 1997).

The enactment of education and training policies has contributed to improving the
quantity and quality of services (Wildes, 1997). Martin (1989, p. 130) states that service
quality standards must posses “a continuous linking of standards., staff performance.
training and reward mechanisms,™ in order to be effective. Heyes and Stewart (1996)
maintain that employees have better attitudes toward their employers and jobs alter they
have had training.

There are several problems associated with training. One miain problen is that
employees are less likely to seek additional training when it is not believed o benefit joh
security or future advancement (Heyes and Stewart. 1996). Krout (1994) determined that
when trainees perceived training to be related to either the possibility of gaining future

advancement. or being directly related 1o their performance in their current job. they had
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a higher tendency of being more motivated to learn. According to Heyes and Stewart
(1996), another problem is that receptiveness toward training tends to be dependent on
the monetary aspects associated with it. When there is no monetary reward for training
sessions, the likelihood of having a favorable attitude toward future training tends to be
minimal (Heyes and Stewart, 1996). The major problem facing training. according to
Spitzer (1982), is transferring the knowledge an employee gained in the training sessions
to their job.

Empowerment

More training will assist in employing personnel that consistently provide service
requirements in an efficient method. This will keep customers returning and spreading
positive referrals (Dew, 1997). To attain this level of service. many things need to be
accomplished. Empowering employees with necessary customer service training and a
range of freedom to implement those service skills, is one attempt at simultancously
increasing service levels and lessening turnovers rate within hotels (Dew. 1997).

Dew (1997) indicates that empowered personnel have the necessary [eedback.
knowledge, and training to successfully perform their jobs. Many businesses have
indicated that they have been able to retain more employees by providing them with
empowerment abilities and a sense of respect. as well as by creating a caring “family
atmosphere’ workplace environment (Grindy. 1998). Dew (1997, p. 3) believes that “in a
state of empowerment. people feel a sense of ownership and pride in their work, and are
rewarded for the successful role they play in making their overall organization
successful.”

Research and Development
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Research and Development 1s an area in the hospitality industry that has been
either ignored or neglected (Chon and Olsen. 1998). Performing further research in the
areas of turnover and customer service training will benefit the hospitality industry
(Woods, Heck, and Sciarini, 1998). Chung and Hoffman (1998) believe that at the
foundation of good service includes three things: good data. an understanding of what
customers want, and understanding the extent to which a company is meeting those
expectations.

The need for academic research within the hospitality industry continues to
escalate (Chon and Olsen, 1988). Woods, Heck. and Sciarini (1998) have found that
corporate offices are willing to assist in the collection of data. due to their interest in the
results. Further, Woods. Heck. and Sciarini (1998) state that greater amounts of research
projects are needed in order to obtain longitudinal information. which has the potential of
being able to help the lodging industry measure turnover rates.

Conclusion

Survival in the increasingly competitive and uncertain hospitality industry
requires that operators reconsider the neglected area ol research and development (on
issues such as turnover and customer service training programs) and plan to allocate more
dollars toward it (Chon and Olsen. 1998). LaLopa (1997) finds it peculiar that there is so
little research in the area of turnover. for the hospitality industry. especially due to the
much anticipated increase in hospitality related jobs.

The capability to predict both organizational commitment and turnover
hospitality related jobs would become a worthwhile tool for managers (Lalopa. 1997).

McDaniel (1998. p. 36) explains that “hy studving why people leave a job. yvou can turn it



around to deduce reasons why people stay with a job.” With that knowledge. managers
would have the ability to focus more of their resources on satistving customers needs.

expectations and motivations instead of hiring and training employees (LaLopa. 1997).



CHAPTER III

METHODOLOGY

The many aspects of research design are covered within chapter three. for
example, methodology related to areas including subjects applicable to this study.
instrumentation (the instrument utilized to measure the intended variables). rescarch
design, and necessary procedures implemented into this study. The analysis of the data
collected and the statistical tests used will be further discussed in chapter four.

Research Design

The descriptive research design. based on an experimental foundation. was
implemented into this study and isolated the use of a questionnaire. The questionnaire
was distributed in person after mailing copies of pertinent information and forms to the
twelve hotel managers. Unfortunately throughout the duration of this study the rescarcher
was unable to control selection interaction. The purpose of this study was to determine
relationships between customer service training and employee turnover rates in college
town franchise hotels.

The specific objectives were as follows:

1. To research and analvze information from hotel management. and hotel

emplovees (ranging 1n various job positions) to identily emplovee opinions ol
ploy (ranging job posit ) to identily ploy I |



training programs currently in place.

™

To identify the relationship between work environment issues and hotel

employee / supervisor relationships.

3. To identify the relationship between work environment issues and employee /
co-worker relationships.

4. To identify the relationship between hotel employvees and their co-workers in
relation to turnover issues.

5. To identify employee opinions on turnover issues.

6. To identify the relationship between age of employees and their attitudes on
their work environment.

7. To identify the relationship between the age of employees and turnover issues.

Population and Sample

The population in this study comprised of twelve different franchise hotels.
located within two college towns. The two college towns used in this study were Denton.
Texas and Stillwater. Oklahoma. These two college towns provided a combined total of
twenty hotels to choose from. Twelve of the twenty hotels were franchise hotels
applicable to the study population. A population size of twelve hotels (all the franchise
hotels in both cities) was selected. The population sample size was limited to four
franchise hotels (two hotels in each town). Selection of the four hotels was based on the
response timeframe in relation to participation letters. Two franchise hotels i both
Stillwater and Denton responded in time to participate in the study. No similar franchise
hotel chains (i.e. Days Inn in Stillwater and Days Inn in Denton) were studied for the

purpose of this research.



Stillwater is located approximately 60 miles from both Oklahoma City and Tulsa.
Oklahoma State University is located in Sullwater. north central Oklahoma. OKlahoma
State University has grown from it's one building *Old Central™ housing merely 144
students, in 1894, to its now more than 26,000 students in four different campuses
(http://osu.okstate.edu/directory). It has a community population consisting of more than
42,000 people (http://osu.okstate.edu/directory). Information from Lodging.com details
Stillwater. Oklahoma as possessing six hotels. Five the six are franchise hotels.
acceptable for the hotel population for this study.

The University of North Texas, in Denton, Texas has an enrollment of
approximately 25,000 students on its 500 acre, 734 structure campus
(http://www .unt.edu/catalogs/98-99/uuniversity.html#hist). Denton has nine hotels. eight
of which are franchise hotels (http://search.travelbase.com). Denton is located 35 miles
northeast of Fort Worth, 37 miles northwest of Dallas. and 27 miles from the Dallas/ Fort
Worth International Airport. Denton is comprised of a community ol approximately
70.000 people (http:/www.unt.edu/catalogs/98-99/uuniversity. humi#hist). The National
Decision Systems Report for Denton County stated that for May of 1999, 51.9 ol the
Denton County population were males, 50.4% were females. More spectfically. in the
city of Denton, 48.1% were male and 49.6% were female.

Data Collection

The questionnaire created for this study was based on a questionnaire designed by
Woods and Sciarini. It was designed to targel perceptions on turnover and service [rom
hotel employees. The participants were asked to answer questions provided in the

questionnaire relating to areas of service levels. training issues. turnover issues. and



perceptions and attitudes. The questionnaire consisted of two sections. Section one
pertained to different issues and questions related to areas such as turnover and customer
service training programs. This section used a Likert-type scale ranking attitudes and
opinions (with 1 being strongly disagree. 2 being disagree, 3 being neutral. 4 being agree.
and 5 being strongly agree). Vogt (1999, p. 160) describes Likert-scales and Likert-like
scales as “the most widely used attitude scale type in the social sciences. They are
comparatively easy to construct, can deal with attitudes of more than one dimension. and
tend to have high reliabilities.”

The Likert-scale is a very common questionnaire format that was created by
Rensis Likert (Vogt, 1999). It was implemented into this study for a multitude of reasons.
One main reason was to ascertain percelved attitudes on customer service. The wording
used in each questionnaire varies as applicable to the question (Vogt. 1999). Survey
participants were provided with various statements and asked to answer questions with a
range of responses from “strongly disagree™ 1o “strongly agree.” [n these survey
instruments, the participants were asked to answer by indicating their feclings from a
range of strongly disagree to strongly agree.

Section two dealt with the demographic questions: age. gender. income.
education. marital status. job position. and length of employment in the current joh
position. This section of the questionnaire employed both open-ended and close-ended
questions. The researcher. various committee and faculty members as well as students
continually reviewed the questionnaire for clarity and bias.

Procedure

All twelve of the franchise hotels in the population were initially contacted via
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mail. Each of the Denton franchise hotels were given a copy of the Denton Cover Letter
(see Appendix C) printed on Oklahoma State University (OSU) letterhead.
Accompanying this cover letter was (1) a pre-paid self-addressed envelope. (2) an
appointment request card (see Appendix D), and (3) a copy of the questionnaire. Each of
the Stillwater franchise hotels were sent a copy of the Stillwater Cover Letter (see
Appendix B) printed on (OSU) letterhead, and a copy of the questionnaire. Personal
solicitation of the Stillwater franchise hotels was possible as the researcher lived in
Stillwater, discarding the necessity of sending the additional contents enclosed in the
packages sent to the Denton hotel managers.

The data for this study was garnered from hotel employees ranging in various job
positions in the states of: Texas and Oklahoma. Questionnaires were distributed to all
employees working a shift during the applicable two-day time frame in which the
researcher was surveying a particular hotel. The researcher was the sole distributor of
questionnaire forms and the on-site contact person. All employees available were
solicited to participate in the study. No employee was denied participation from the study
with the exception of any employee under the age 20. Employees under the age ol 20
were considered exempt for the purpose of this research. Questionnaires were distributed
to employees as time allowed and were distributed in person and obtained in person
during the two-day time period. In some instances. participants requested additional time
to complete the questionnaire. In such scenarios. pre-paid self-addressed business reply
envelopes were provided. All 55 employees that were solictted to participate in the study

completed a questionnaire. providing a 100% response level.



The specified procedures and guidelines of the Oklahoma State University
Institutional Review Board (IRB) were adhered to at all time throughout the duration of
this research. See Appendix A for the IRB approval form. This was a convenience
sample that involved voluntary participation. The intent and purpose of the survey

instruments and study were explained in the cover letter preceding the survevs. At all

times confidentiality of participants was strictly enforced.

Analysis of Data

All questionnaires were coded and manually compiled onto hardcopies of data
sheets prior to entering the data into the computer system. The data was then transferred
into SPSS (a statistical computer software package). Data was analyzed according to
standard statistical procedures. It was necessary in certain areas to collapse data pools
(compiling “strongly agree™ and “agree” responses into one section. “neutral™ choice s
its own section, and compiling “disagree™ and “strongly disagree™ choices into another
section).

The questionnaire asked about a wide variety of issues and attitudes. The data
gained from the questionnaires were statistically analyzed using SPSS software by the
researcher, committee members, and some graduate students. Frequencies. percentages,

standard deviations. means. and ANOVA’s were calculated and compiled into tables.



CHAPTER 1V

RESULTS AND DISCUSSION
Methodology

Data was obtained from the questionnaire instrument described in Chapter 111
The questionnaire was distributed to employees of four franchise hotels. Responses
gained from the questionnaire were measured by associating a quantitative value with
each of the 5 choices on the 5-point Likert-scale. For example. Strongly Agree
ascertained the value of 5 and options decreased in value down to the value of | for
Strongly Disagree. The answers from each of the 55 participants were evaluated and
analyzed in relation to all subjects involved and questions asked.

SPSS software was utilized to analyze the S5 completed questionnaires. Oneway
analysis as well as frequency tables and charts were used o understand the results and
data gathered. More relevant information was discovered. regarding the statistical
significance of questions, through oneway analysis. Frequency charts and tubles assisted
in understanding the demographic characteristics of the population sample.

As a way to more accurately understand the significance of the responses. the
five-point Likert-scale was collapsed into a three-point scale for mju!_}_'h_éh, The Likert -
scale was initially setup with the following meuanings: | equaling strongly disagree. 2

equaling disagree. 3 equaling neutral. 4 equaling agree. and 5 cqualing strongly agree.

-
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The original scale was collapsed into three sections consisting of: strongly disagree and
disagree both equaling 1, neutral equaling 2 and 3 equaling both agree and strongly agree.

Respondent Characteristics

45.5 percent of the participants surveyed had a high school degree as their highest
level of education. 27. 3 percent of the respondents had some college education as their
highest level of education. Only 1.8 percent of the sample population had graduate
degrees, while 10.9 percent of the population had a bachelor degree. Of those people

surveyed, 5.5 percent had vocational school training as their highest level of education.

TABLE IV: WHAT IS YOUR HIGHEST LEVEL OF EDUCATION (g51)?

Cumulative
Frequency Percent Valid Percent Percent

Vahd High School 25 45.5 50.0 S0.0
Some College 15 i e 30.0 INTAY
Bachelor Degree 6 109 12.0 920
;z:l;;;‘t::lnnnl 3 <5 & QD
Graduate Degree 1 1.8 20 100.0
Total S0 00,9 100.0

Missing  No Response S 9.1

Total Rk 1000

A larger percentage of the 55 participants surveyed were female (54.5 pereent)

than male.

TABLE II: WHAT IS YOUR GENDER (q49)?

Cumulative
Freguency Percent Vilid Percent Percent
Vahid Male 23 418 434 434
Female 10 545 S6.0 [0 0
Total 53 96 4 100003
Missing No Response 2 3.0
Total 5% 1000
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The majority of respondents were between the ages ot 20 and 29 vears old (52.7

percent).

TABLE III: INDICATE YOUR AGE BRACKET (IN YEARS) (q50).

Cumulative
Frequency Percent Valid Percent Percent

Valid 20-29 29 52.7 54.7 547
30-39 14 25:5 26.4 81.1
40 - 49 7 12.7 132 94.3
50 - 59 3 55 557 100.0
Total 53 96.4 100.0

Missing  No Response ) 3.6

Total 55 100.0

In relation to marital status, a relatively close split exists between the population
sample. Of the 55 participants surveyed. 43.6 percent were married. while 49.1 percent of

those surveyed were single.

FIGURE V: MARITAL STATUS (g53)
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33 What is vour maital stutus”

Married




65.5 percent earn less than $20,000 a year. 21.8 percent of the respondents earn

between $20.000 and $29,000. Only 5.5 percent of the respondents earn between

$30,000 and $39.000. No higher levels of income were indicated by those surveyed.

TABLE V: INDICATE YOUR INCOME BRACKET (q52).

Cumulauve
Freaquency Percent Valid Percent Percent
Vahd iess than 320.000 36 65.5 70.6 70.6
£20.000 - $29.000 12 21.8 23.5 94.1
$30.000 - $39.000 3 5.5 59 100.0
Total 51 92.7 100.0
Missing  No Response 4 7.3
Total 55 100.0
FIGURE IV: INCCME LEVELS (q52)
801—
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=
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Less than $20.000 S20.0C0 - $29,000 S30,000 - $39,000

q52 Indicate your income bracket.
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The actual length of employment (within a participants current job position)
varied dramatically throughout the population sample. 16.4 percent of those surveved
had less than one month of employment. and 49.3 percent of those surveved worked at
the location for six months or less. This number illustrates the transitory population for
the hospitality industry specifically located with-in college towns. Of the remaining 50.7

percent of the population sample, their lengths of employment were widespread and

ranged from seven months (3.6 percent) to nine years ( 108 months at1.8%).

FIGURE VI: LENGTH OF EMPLOYMENT (g54)

Perecent

g54 What is your length of employment for your current position?



Correlation Analysis

The one way analysis option in SPSS software clearly illustrated the significance

of various questions when they were compared to different employee opinions.

Of the population sample surveyed 45.5 percent agree that they had received

customer service training within the last six months.

I'ereent

service

Percem

FIGURE VII: TRAINED WITHIN THE LAST SIX MONTHS
50

30 4

30 4

Disagree Neutral Agree
46 1 have had customer service training within the Tast six months

21. 8 percent of those surveved indicated that they had only received customer

training at the start of employment.

FIGURE VI TRAINED ONLY AT JOB START (q7)
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Of those employees surveyed. 21. 8 percent said they had never received any
form of customer service training; the converse of this statement being that 54.5 percent

of those people surveyed disagreed (saying they had received customer service training).

FIGURE IX: NEVER TRAINED (g9)

70

60 4

50 4

40 A

30 4

20) 4

1) 4

Percent

Disagree Neutral Agree

q9 I have never had customer service training on this job,

Question 8 is significant — [ have had no customer service training on this job.
People aged 50-59 years of age strongly agreed with this statement. Employees in these
four hotels, aged 50-59. feel they have had no form of customer service training while
employed in their present position. Whereas. the majority of the respondents between the
ages 20 to 39 years of age strongly disagree to question number eight. The employees in
the two age brackets of 20 1029 and 30 to 39 feel that they have had some form of

customer service training. Age effects perception of customer service traimning.
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Age was not the only demographic compared to customer service training issues.
When comparing employee training issues against gender (Table XII. parts A-C). the
analysis showed that gender does play a significant role in the employment experience.

Throughout the correlation analysis, both male and female employees indicated
strong responses, but different genders responded strongly to different questions. For
example. more male respondents indicated that they believe customer service training
programs are not effective (male mean score: 1.8636). Female respondents presented
neutral responses to that same question (female mean score: 2.3348). The significance of
question 2 -our employee training programs are effective- versus genders wus .027,

However, in question 44 - [ have many interactions with customers — female
respondents indicated that they had more interactions with customers (with a mean score
of 2.8). Male respondents were more neutral on this question. indicating only a 2.3478

mean score on the three-point collapsed scale. The significance of question number 44

e S —

was .021.

B

In question 47 - I feel I am effective at making my customers satisfied - wonmen |
ol

responded with a mean rating of 2.7667, indicating that they strongly agree with the
question. Male respondents indicated neutrality on the subject. with a mean rating of
2.3636. The oneway analysis of question 47 versus gender garnered a significance rating

of .045.

ASHAUMMO e

While gender does effect other areas of the work environment in the hospitality
industry, the survey instrument and respondent answers garncred only three responses
with significance levels greater than .05. Four additional questions which were close to

holding a .05 significance rating on gender in relation to employee issues were questions:
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5, 18, 24, and 39. These four other survey questions were close, but below the
significance level. They ranged in proximity from .0649 to .097 significance ratings.
These questions included the following:

Question 5: My organization stresses customer service training.

Significance: .069; Male Mean: 2.0435: Female Mean: 2.4667: women agree with this
statement. Men are neutral.

Question 18: My supervisor shows too little interest in the feelings of
subordinates. Significance: .064; Male Mean: 1.6087; Female Mean: 2.0345: men
disagree with this statement. Women are neutral.

Question 24: When I do a good job. I receive recognition for it.

Significance: .087: Male Mean: 1.7727; Female Mean: 2.1724: men disagree with this
statement; women are neutral.

Question 39: We are constantly under-staffed.

Significance: .097; Male Mean: 2.4348: Female Mean: 2.0667: men tend to agree with
this statement: women tend to be neutral.

While employee gender holds significance on the work experience. gender is not
the only factor that impacts the work experience. The relationships between an
employee’s opinions on their work environment and their relationship with co-workers
also has significance. As Tables XV indicates. employees that said they hike their co-
workers (q19) indicate they also have more confidence in their supervisor’s job
competency. The mean rating for this comparison s 2.7436 (¢ 15). The signiticance of

this question was rated at .004. very significant.
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Confidence in a supervisor corresponds to an employee’s feelings toward
approachability levels associated with said supervisor. When an employee has questions
and that employee likes his co-workers, the employee feels his supervisor is
approachable. This is indicated in Table XV, Part C, question 16 with significance rating
of .048. These employees agreed that their supervisor is approachable as indicated with a
mean rating of 2.7436 for this question.

Question 17 — My supervisor is fair to me — further indicated a significance in
relation to how an employee feels in regard to parity issues associated with their
supervisor (Tables XV, q17). Employees who like their co-workers (76 percent) agreed
at a rate of 2.6905 that their supervisor is fair. This link between the feelings of co-
workers and parity issues related to supervisors indicated a significance rating of .016.

highly significant.

Employees were asked a negatively phrased question. number 18 — my supervisor
shows too little interest in the feelings of subordinates. As the statement was phrased. i
significant number of employees disagreed that their supervisor does not show interest in
their feelings. 74 percent of the employees surveyed disagreed. giving a mean rating of

1.6829. This information has proven that employees believe the supervisors care.
Employees who indicated that they liked their co-workers (in question 19 — T like my co-
workers) also indicated that their supervisor showed interest in the feelings of his/her
subordinates. Employees indicated a .043 significance rating for this issuc.

Employees with a positive opinion of their work environment also express a
signiticant level of empowerment. As Tables XV shows. employees who like ther work

environment also express a strong (2.7073 mean) beliel that they are empowered to
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interact with customers (q44). If the employee did not express competency and
approachability about their supervisor, it was doubtful that the employee would feel that
the work experience was positive when dealing with customers.

The majority of employees, 70 percent, agreed in question 9 that they were
empowered. Question 9 - We are empowered - was just short of being significant.
Question 9 had a .059 significance rating — just below the .05 standard.

One of the most significant questions on the Employee Questionnaire dealt with
employee turnover and job satisfaction. Question 35 — 1 have contemplated quitting my
job here — had significant ripple effects throughout many of the survey issues. Thirteen
questions are significant when paired with this question: this represents approximately 27

percent of the total survey. Which means, of all the questions on the survey. this question

triggered significant responses that employers in the hotel industry should pay close

attention (o.

It becomes very clear that if an employee has contemplated quitting his or her job.

then the employee has definite opinions about the work environment. Employees who

have thought about leaving their current place of employment expressed a distinet lack ol

faith in their co-workers™ work ethics and their co-workers™ skills. These emiployees also

said they are overworked and spend too much time dealing with paperwork while on the
job.

The cluster of significant questions dealing specilically about co-workers™ skills.

3,32, 34 and are included in Table

attitudes and competency include questions 1. 12, [3. 32,

XVI. Part D.

-
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These same employees who have contemplated quitting their jobs also believe
that their supervisors are not competent and are unapproachable in the workplace.
Questions 15 and 16 indicate .050 and .025 levels of significance respectively. The
employees expressed, with a mean rating of 2.833 that the supervisor is not competent.
and, further, the supervisor is unapproachable — as indicated with the mean rating of
2.913.

Respondents who answered in agreement to the "I have contemplated quitting my
job™ question also have strong opinions about their relationships with their co-workers.
The question cluster (questions 33, 38. 39, and 42) showed significance ratings ranging
from .000 to .042.

Pay (question 22), pride in the employee’s job (question 28) and opinions about
the employee’s supervisors (questions 15 and 16) are also significant when compared to

the responses of employees who have contemplated quitting.
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CHAPTER V

SUMMARY, RECOMMENDATIONS. AND CONCLUSIONS

Purpose and Objectives

The purpose of this study was to determine the relationships between customer
service training and employee turnover issues in college town franchise hotels. The
objectives of this study were: 1) To research and analyze information trom hotel
management, and hotel employees (ranging in various job positions) to determine
specifically how often customer service training programs are provided for employees.
2) To identify employee opinions of training programs currently in place. 3) To idenuty
the relationship between work environment opinions and hotel employee - hotel
supervisor. 4) To identify the relationship between work environment opinions and
employee — co-worker relationships. 5) To identify the relationship between hotel
employees and their co-workers in relation to turnover issues. 6) To wdentty employee
opinions on turnover issues. 7) To identify employee viewpoints and opinions on
customer satisfaction / service levels in relation to turnover issues. 8) To identify the
relationship between age of employees and their attitudes on the work environment. 9)
To identify the relationship between the age of emplovees and turnover issues. Based on
both the purpose of the study and the specitic objectives set for this research. three

hypotheses were postulated. Each of the hypotheses set out to investigate how particula



variables and issues related (o issues ranging from turnover, customer service training.
work environment, co-workers, and supervision.

Sample and Population

The population in this study comprised of twelve different franchise hotels.
located within two college towns. The two college towns used in this study were Denton.
Texas and Stillwater, Oklahoma. The two towns provided a combined total of twenty
hotels to choose from. Twelve of the twenty hotels were franchise hotels that were
applicable to the population. A population size of twelve hotels (all the franchise hotels in
both cities) was selected. The population sample size was limited to four franchise hotels
(two hotels in each town). Selection of the four hotels was based on the response
timeframe to the participation letters. No similar franchise hotel chain (i.e. Days Inn in

Stillwater and Days Inn in Denton) were studied for the purpose of this research.

Instrumentation

The questionnaire consisted of two sections. Section one pertained to ditferent
issues and questions related to areas such as turnover and customer service training
programs. This section used a Likert-type scale ranking attitudes and opintons (with |
being strongly disagree. 2 being disagree, 3 being neutral. 4 being agree, and S bemng
strongly agree). The Likert-scale was implemented into this study for a multitude of
reasons. One main reason was to ascertain perceived attitudes toward customer service
levels. In this survey instrument. participants were asked to answer by indicating ther
feelings from a range of strongly disagree to strongly agree.

Section two dealt with the demographic questions: age. gender. income.

education, marital status. job position. and length of employment in current job position.



This section of the questionnaire employed both open-ended and close-ended questions.
The questionnaires that were created were continually reviewed for clarity and bias by
the researcher, some committee members, faculty members. and students.

Data Collection and Analysis

The employee questionnaire (Appendix E) was sent out to hotel managers with a
cover letter on Oklahoma State University (OSU) letterhead (Appendixes B and C) which
described the research project and provided contact information of both the researcher
and the committee chairman and an appointment request card (Appendix D). The
Institutional Review Board (IRB) approved the questionnaire at Oklahoma State
University (Appendix A) prior to contacting or surveying of any participants. Participants
were reassured during the entirety of the surveying process that confidentiality standards
would be upheld at all times.

Participants were provided with instructions to the questionnaires at the top of the
first page. Instructions to this questionnaire indicated the purpose for the research. and
why it was being conducted. The instructions briefly described how to use the Likert-
scale. Questionnaires were distributed and picked up in person during the months of
March and April 2000 in each of the four franchise hotels. In some instances completed
questionnaires were mailed to the researcher via a pre-paid business reply envelope.
Results compiled trom the data collected were analyzed in Chapter IV and listed in
various tables and charts. The 55 questionnaires returned were analyzed using the
statistical software package SPSS to determine standard deviations, meuans. percentages,

oneway analysis. and frequencies.
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Findings and Conclusions

Of the 55 respondents, 45.5 percent of the participants surveyed had a high school
degree as their highest level of education. 27. 3 percent of the respondents had some
college education as their highest level of education, 1.8 percent of the sample population
had graduate degrees, and 10.9 percent of the population had a bachelor degree. Of those
people surveyed, 5.5 percent had vocational school training as their highest level of
education. The majority of respondents ranged in age between 20 and 29 years old (52.7
percent). 65.5 percent earn less than $20,000 a year, 21.8 percent of the respondents camn
between $20,000 and $29,000 a year, and only 5.5 percent of the respondents earn
between $30,000 and $39,000. No higher levels of income were indicated by those
surveyed. There appears to be a relatively close split in the population sample in relation
to marital status. Of the 55 participants surveyed. 43.6 percent were married. while 49. 1
percent of those surveyed were single. The actual length of employment (within a
participants current job position) varied dramatically throughout the population sample.

16.4 percent of those surveyed had less than one month of employment. and 49.3 percent
of those surveyed worked at the location for six months or less. This number tHustrates
the transitory population for the hospitality industry specifically located with-in college
towns. Of the remaining 50.7 percent of the population sample. their lengths of
employment were widespread and ranged from seven months (3.6 percent) to nine years
(108 months at 1.8%). A larger percentage of the 55 participants surveyved were female
(54.5 percent) than male. Of the population sample surveyed 45.5 percent agreed that
they had received customer service training within the last six months. while 21. 8

percent of those surveyed indicated that they had only received customer service traning
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at the start of employment. Of those employees surveyed. 21. 8 percent said they had
never received any form of customer service training: the converse of this statement
being that 54.5 percent of those people surveyed disagreed (saving they had received
customer service training).

The one way analysis option in SPSS software clearly illustrated the signmificance
of various questions when they were compared to different employee opinions. Question
8 1s significant — [ have had no customer service training on this job. People aged 50-39
years of age strongly agreed with this statement. Employees in these four hotels aged 50-
59 feel they have had no form of customer service training while employed in their
present position. Whereas, the majority of the respondents between the ages 20 to 39
years old strongly disagreed with question number eight. The employees in the two age
brackets (20 - 29 and 30 - 39) feel that they have had some form of customer service
training. Age effects perception of customer service training.

Age was not the only demographic compared 10 customer service training 1ssuces.
When comparing employee training issues against gender (Table XIL parts A-C). the
analysis showed that gender does play a significant role in the employment experience.

Throughout the correlation analysis. both male and female employees indicated
strong responses. but different genders responded strongly to ditferent questions. For
example, more male responses indicated that they believe customer service traming
programs are not effective (male mean score: 1.8636). Female respondents presented
neutral responses to the same question (female mean score: 2.3348). The signilicance of

question 2 -our employee training programs are effective- versus genders was 027,
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However, in question 44 - [ have many interactions with customers - female
respondents indicated that they had more interactions with customers (with a mean score
of 2.8), than male respondents. Male respondents were more neutral on this question.
indicating only a 2.3478 mean score on the three-point collapsed scale. The significance
of question number 44 was .021.

In question 47 - I feel I am effective at making my customers satisfied - women
responded with a mean rating of 2.7667, indicating that they strongly agree with the
question. Male respondents indicated neutrality on the subject. with a mean rating of
2.3636. The oneway analysis of question 47 versus gender garnered a significance rating
of .045.

While gender does effect other areas ot the work environment in the hospitality
industry, the survey instrument and respondent answers garnered only three responses

with significance levels greater than .05. Four additional questions which were close to

holding a .05 significance rating on gender in relation to employee issues were questions:

5. 18. 24, and 39. Four other survey questions were close. but below the signiticance
level. they ranged in proximity from .0649 to .097 significance ratings. These questions
included the following:

Question 5: My organization stresses customer service training.
Significance: .069: Male Mean: 2.0435: Female Mcan: 2.4667: women agree with this
statement. Men are neutral.

Question 18: My supervisor shows too little interest in the feelings of
subordinates. Significance: .064: Male Mean: 1.6087; Female Mean: 2.0345: mien

disagree with this statement. Women are neutral.
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Question 24: When [ do a good job. I receive recognition for it.

Significance: .087:; Male Mean: 1.7727; Female Mean: 2.1724: men disagree with this
staternent; women are neutral.

Question 39: We are constantly under-staffed.

Significance: .097; Male Mean: 2.4348: Female Mean: 2.0667: men tend to agree with
this statement; women tend to be neutral.

While employee gender has significance on the work experience, gender is not the
only factor. The relationships between an employee’s work environment opinions and
their relationship with co-workers also has significance. As Tables XV indicates,
employees that said they like their co-workers (q19) also have more confidence in their
supervisor's job competency. The mean rating for this comparison is 2.7436 (q15). The
significance of this question was rated at .004. very significant.

Confidence 1n a supervisor corresponds to an employee’s feelings toward
approachability levels associated with said supervisor. When an employee has questions
and that employee likes his co-workers, the employee feels his supervisor is
approachable. This is indicated in Table XV. Part C. question 16 with a significance
rating of .048. These employees agreed that their supervisor is approachable as indicated
with a mean rating of 2.7436.

Question 17 — My supervisor is fair to me - further indicated a significance in
relation to how an employee feels in regard to parity issues associated with therr
supervisor (Tables XV. q17). Employecs who like their co-workers (76 percent) agreed
at a rate of 2.6905 that their supervisor is fuir. This link between feehings of co-workers

and parity issues of supervisors indicated a significance rating ol 016, highly stgmificant.



Employees were asked a negatively phrased question. number I8 —my supervisor
shows too little interest in the feelings of subordinates. Employees who indicated that
they liked their co-workers (in question 19 — I like my co-workers) also indicated that
their supervisor showed interest in the feelings of his/her subordinates. Emplovees
indicated a .043 significance rating for this issue. As the statement was phrased. a
significant number of employees disagreed that their supervisor does not show interest in
their feelings. 74 percent of the employees surveyed disagreed, giving a mean rating ol
1.6829. This information has proven that employees believe the supervisors care.

Employees with a positive opinion about their work environment also express a
significant level of empowerment. As Tables XV shows. employees who like their work
environment also express a strong (2.7073 mean) belief that they are empowered to
interact with customers (q44). If the employee did not express competency and
approachability about their supervisor, it is doubtful that the employee will feel that the
work experience was positive while dealing with customers.

The majority of employees, 70 percent. agreed in question 9 that thev are
empowered. Question 9 - We are empowered - was just short of being significant.
Question 9 had a .059 significance rating - just below the .03 standard.

One of the most significant questions on the Employee Questionnaire deals with
employee turnover and job satisfaction. Question 35. - | have contemplated quitting my
Job here - has significant ripple effects throughout many of survey issues. Thirteen
questions are significant when paired with this question. representing approximately 27

percent of the question base.
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It becomes very clear that if an employee has contemplated quitting his or her job
then the employee has definite opinions about the work environment and how the
employee is effected by it. Employees who have thought about leaving their current
place of employment express a distinct lack of faith in their co-workers® work ethics and
their co-workers’ skills. These employees also feel they are overworked and spend too
much time dealing with paperwork while on the job.

These same employees also believe that their supervisors are not competent and
are unapproachable in the workplace. Questions 15 and 16 indicate .050 and .025 levels
of significance respectively. The employees expressed with a mean rating of 2.833 that
the supervisor is not competent, and that the supervisor is unapproachable — as indicated
with the mean rating of 2.913.

An employee who likes his/ her work environment is an assent to an organization.
Employees who have positive opinions of their work environment find their supervisors
competent. approachable. and fair. They also believe their supervisor reciprocates and
cares about the employees. When an employee thinks of their supervisor in this positive
light. the entire job experience tends to reflect a positive experience.

Because such a large group of those surveyed had six months or [ess time
employed at each of the four hotels. it is easy to understand how essential it is for
employers to provide customer service training as close to a hiring date for new
employees as possible. Employee understanding of a particular hotels customer service
goals and ideals should be clearly indicated to ensure customer satistaction. This should

be presented to employees at the start of employment. or within the first six months (o
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give the employee an idea of how they should interact with customers on a day to day.
customer to customer basis.

Based on the information garnered in this study, the researcher has determined
that each of the three hypotheses should be rejected. due to gaps in the survey instrument.
Although the survey instrument led to clear directions on future research topics and goals.
it inhibited the researcher from being able to accept any of the three hypotheses By
implementing the recommendations (see the recommendation section) stated below.
future research will be able to conclude on a more conclusive base whether or not the
hypotheses should be accepted or rejected and why.

Implicatitns

The data from this study led the researcher to determine the following statements:

~ 1. The information gained could be used to provide specific areas to focus on for

future research regarding these and many related employee issues.

(]

The survey process with more time and a larger population base would garner
mare responses.

3. Industry personnel or educators for future use should develop training and
fJ educational programs dealing with these issues.

4. Implementing a Spanish version of this survey would allow Spanish speaking
employees to express their views.

Recommendations
L%

The intent of this study was to determine what fuctors have led to the high
turnover rates in college town franchise hotels. The study was also attemipting to

determine viewpoints of customer service training programs. SUPCrVision 1ssues. co-
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worker-related issues. and work environment issues. The researcher used demographic

characteristics. and the answers garnered from the Likert scale to analvze employee

opinions, viewpoints, and attitudes. The recommendations for future research on these

topics and some suggestions for revisions of this research study are:

l. , It is recommended that more states be surveyed.
\/

I’../II is recommended that a larger sample size be surveyed to determine a more

3

valid response level.

It is recommended that the research study the relationship between geographic
locations and significance levels on different issues.

It is recommended that research be continued to identity changes of emplovee
opinions in the hospitality industry.

[t is recommended that additional questions and topics be researched in
relation to turnover in the hospitality industry.

It is recommended that the income brackets not leave out the income between
brackets on the questionnaire utilized (i.e. 20.000 to 29.000 should be 20.000
to 30.000).

[t 1s recommended that the age split be more detailed especially in the 20-39
age range.

It is recommended that the level of education section should include an option

for currently in college.

9./ It is recommended that there be a question specifying if an cmployee was

full-time or part-time employee.
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OKLAHOMA STATE UNIVERSITY
INSTITUTIONAL REVIEW BOARD

Date: Misesh 2. 2000 IRB # HBDO0-153

Proposal Title: ~FHE RELATIONSHIP BETWEEN CUSTOMER. SATISFACTION LEVELS
AND EMPLOYEE TURNOVER RATES AT COLLEGE TOWN FRANCHISE

HOTELS"
Principal Jervetd Leong
[nvesngator(s): Sheeri Carr
Reviewed and .
Processed as: Exempt

Approval Status Recommended by Reviewer(s): Approved

Signature:

(.' it Lacsy,, March 2. 7000
Carol Olson. Director of University Research Compiiance Date

Approvals are valid for one caiendar vear, after which nme a request for connnuanon must be submurted. Anv
modificanon to the research project approved by the [RB must be submutted for approval with the advisar's signanure.
The IRB office MUST be nouficed in wriung wien a project is complete.  Approved projects are subject to momitormg
by the [RB. Expedited and exempt projects may be reviewed by the full Instmunonai Review Board.
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APPENDIX B

COVER LETTER FOR STILLWATER, OK FRANCHISE HOTELS
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OKLAHOMA

OSU T

Shiweter. (k:anoma 740784173
Marcn 10. 2000 A0STHATIY; Fox 4057444299

Dear Hotel Manager:

From current literature [ have found that the emplovee turnover rate in hotel positions.
specifically college town hotels. is a senous concern. [n an effor to determune ways to
battie high tumnover rates. [ will be conducting research at eleven college town hotels.
This research will examune the relationship between prnmanly tumover rates and

customer service levels.

Your notel meets the critena appiicabie to my research requirements: nence. [ am wnting
to seex vour much-needed parucipauon in this stuay. Your parucipauon would
necessitate a two-day ume pernod (or once | have gained at least 25 parucipant surveys)
dunng the next month to survey both approximately 25 members of vour staff (varving in
posiuons and departments) and some select customers. Data coilected are highly
confidential and NO names of employvees or customers will be menuioned in the
completed research preject. [n addition. should vou desire a summary of the findings, [
shail be happy to fulfill your request.

Both the survey intended for your empioyees, and the survey intended for vour customers
wiil take no more than ten munutes to fill out. And. are enclosed for vou to peruse at vour
leisure.

Should vou have any questicns regarding this research. please feel free to contact either
me. Shem M. Carr at 405-372-9406. or Dr. Jerrold Leong at 405-744-6713. You may
also contact Sharon Bacher. [RB Executive Secretary. 203 Whitenurst. Oklahoma State
Universuy. Sullwater. OK 74078: (405) 744-5700. Thank vou for vour cooperation.
Your participaton ana cooperation are sincerely appreciated.

Sherm M. Carr Dr. Jerroid Leong

Hotel. Restaurant Administrauon Dept. Hotel. Restaurant Admunistrauion Dept.
929 W. Pkwyv Dr. 2I0HES W

Stillwater. QK 74075 Oklahoma State Universuty
405-372-9406 Sullwater. OK 74074

carrs99 @aol.com 405-744-6713

leong @okstate.edu

Enclosure (2) Questionnatres
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APPENDIX C

COVER LETTER FOR DENTON. TX FRANCHISE HOTELS



OKLAHOMA STATE UNIVERSITY

(ollege of fumon crvronmental Soences
School of Horel ana Restouront Admunrsiranon
210 HES West

Marcn 10. 2000 Stillwates, Okichomo 740788171
A05-T44-6713; Fox 4057446259

Dear Hotel Manager:

From current literature [ have found that the emplovee tumover rate 1n hotel posiuons.
specifically college town hotels. is a senous concern. In an effort to determine ways 1o
bartle high tumover rates. I will be conducting research at eleven college town hotels.
This research will examune the refationship between primanly tumover rates and
customer service levels.

Your notel meets the cntena applicable to my research requirements: hence. | am wnung
to seex vour much-needed parucipauon 1n this study. Your partucipation would
necessitate a two-day ume penod (or once | have gained at least 13 paruicipant survevs)
dunng the next month to survey botn approximately 25 memoers or vour staff (varving in
positions and departments) and some select customers. Data collected are highly
confidenual and NO names of emplovees or customers will be menuoned in the
compieted research project. In addiucn. should you desire a summary of the findings, [
shall be happy to fulfill your request.

Please indicate your willingness to participate in the study on the enclosed acceptance /
denial letter and return it as scon as possible. In addition, please indicate 10 whom all
future correspondence should be addressed. as well as a telephone number or e-maul
address by which this individual may be contacted. Both the survey intended for vour
employees. and the survey intended for vour customers will take no more than ten
rmunutes to fill out. And. are enciosed for vou to peruse at vour leisure.

Should vou have any questons regarding this research. please feel free 10 contact either
me. Shem M. Cuwrr at 405-372-9406. or Dr. Jerroid Leong at 405-744-6713. You mav
aiso contact Sharon Bacher. [RB Execuuve Secretary. 203 Whitenurst. Oklahoma State
University. Stillwater. OK 74078: (405) 744-5700. Thank vou for vour cooperation,
Your parucipation and cooperation are sincerety appreciated.

Shern M. Carr Dr. Jerrold Leong

Hotel. Restaurant Admimistration Dept Hotel. Restaurant Administration Dept
929 W. Pkwy Dr. 2I0HES W

Stllwater. OK 74075 Oklahoma State University
405-372-9406 Stillwater. OK 74074

carrs99 @aol.com 405-744-6713

leong@okstate.edu

Encicsure (2) Quesuonnaires
(1) Acceptance Letter / Pre-paid Enveiope
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APPENDIX D

APPOINTMENT REQUEST CARD
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APPOINTMENT REQUEST CARD

Yes, my hotel will participate in your study.

No, my hotel declines participation in your study.

Hotel Property Name:

Hotel Property Address:

Person to contact:

Phone( ) E-mail:

Employee Turnover & Customer Service Research Contact:

Sherri M. Carr

Oklahoma State University

Hotel and Restaurant Administration Department
Human Environmental Sciences, West 210
Stillwater. OK 74078

O8



APPENDIX E

EMPLOYEE SURVEY
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Empioyee Turnover and Customer Service Questionnaire

This survey 1s being administered for the School of Hotel and Restaurant Administrauon at Oklahoma
State Universitv. The information in this survey wiil assist in gaining perspective on empiovee turnover
and customer service. Your opinion is invaluable. please take the few moments necessarv (o complete it.
Your responses are not personally identifiable. and will remain strictly confidential.

g :

- v - =] 4

For each question, please circle the most appropriate S 3|%|ol2

- - -~ r— = = @

response: Strongly Disagree = 1: Disagree = 2: Neutral =3: | g3 5 2

- = 2 4 c

Agree = 4; Strongly Agree = 5. g| 8 §
@
1
1| This companv has helpful emplovee training. 1
2|Our emplovee training programs are etfecuve. 1
3| We need more emplovee training implemented. 1
i You have to complete a certain amount of training nours before you are atlowed to 1

perform a 10b on vour own.

5|My organization stresses customer service training.. 1
6|1 have had customer service training in the past six months. 1
7|1 have onlv had customer service training when | began my job here. 1
8|[ have never had customer service training at this job. 1
9| We are empowered. 1
10{When hiring. the interview process for this companv 1s not thorough enough. 1
111 have 100 many things to accomplish at work and not enough time to do them all. 1

-

I have too much paperwork.

13

Many of the rules and procedures make doing a good 10b difficult.

14

[ often teel that | do not know what 1s going on with the oregamzation.

15

My supervisor 1s compelent in pertorming his / her 10b.

16

When | have questions. [ feel my supervisor 1s approachable.

17

My supervisor is [air (o me.

18

My supervisor shows too hitle interest in the teelings or subordinates.

19

| like mv co-workers.

20

Qur company provides rewards 10 empiovees. based on length of employment.

21

Our company sinves to keep 1ts emplovees happy.

—mlam ] ==

22

The benetits and salary we receive are as good as most other competitors in the
area.

23

There are benetits we do not have which we should

UE W L el AW AL W Ema e

24

When | do a good job. | recerve recognition tor it

25

Individuals who perform well at their job stand a good chance ol being promoted.

26

| am saustied with mv chances tor salarv increases.

LI R —

27

In reiation to salary. | feel appreciated by the oreanization.

28

I feel pnde in mv j0b

29

I someumes teel mv 10b 1s pointless.

30

[ like doine this 10b.

31

| feel | have been worked too hard.

32

| feel that others around me are not workine hard enoueh.

—m |l

PRI (NN N AR ] f [ororofnainona il o ool oo ool
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Shemm M. Carr

Oklahoma State University

Hotel and Restaurant Admunistration Department
Human Environmenuai Sciences. West 210
Sullwater. UK 74078
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Employee Turnover and Customer Service Questionnaire

8 | &
For each question. please circle the most appropriate gl8|= g | 2
response: Strongly Disagree = 1: Disagree = 2: Neutral = 3: = g1 2153

- T =l - S
Agree = 4; Strongly Agree = 3. g[S g

& n

1 2 3 4 5
33| There 1s too much bickering ana fighting at work. 1 2 3 4 5
34|1 have to work harder at mv 10b because of the incompetence ol CO-Workers. 1 2 3 4 5
35/|1 have contemplated quitting mv 10b here. 1 2 3 4 5
36| This hotel property has low emplovee turnover rates. 1 2 3 4 5

: loyed at this hotel tor at least one
37 T::rma;onty of our employees have been employ 1 1 5 3 4 5
. A

18| Emplovee absence has altfected our level of customer sausfaction. 1 FRIER IS S
39| We are constantlv under-started. 1 2 3 4 5
40| We have a loval eroup ot stable empiovees. 1 2 3 4 5
41| We constantlv have empiovee no-show. 1 2 3 4 [
42| We are constantlv looking tor new emplovees. 1 2 3 4 5
43|Mv organizanon siresses customer saustaction. 1 2 3 4 5
44| have many interactions with customers. 1 2 3 4 5
45|Saustving a customer 1s the most imporiant aspect of my 1ob. 1 2 3 4 5
46|1 feel 1 would serve customers better 1t it were not for ali the red tape. 1 2 3 4 5
47|1 feel 1 am erfective at making mv customers saustied. 1 2 3 4 5
48|The service level at this hotel 1s constantlv exceeding expectatuons. 1 2 3 4 5

49 What is your gender? ( ) Male ( ) Female
50 What is your age? ( ) 20-29 ( ) 30-39 ( ) 4049 ( )50-59 ( ) 60+

51 What s your current level of education?

( )High School Degree ( ) Some College ( } Bachelor Deeree
{ )Vocauonal School 1« ) Graduate Degree ( ) Post Graduate Degree
52 What s vour level of income?
( ) less than 20.000 ( ) 20-29.000 ( ) 30-39.000 © ) 4049000
{ ) 50-59.000 [ )60-69.000 ( 70,000 or more
33 Whatis your marial status? ( ) Single ( ) Mamed

54 What 1s vour current job ttle?

55 How long have you been tn this current job position?

Please return the completed survey to Sherri Carr by Friday, March 24, 2000. Thank
you for your assistance, every response is invaluable.

Shem M Camr

Oklahoma Suate Universuty

Hotel and Restaurant Administration Depanment

Human Environmentai Sciences. West 210

Sullwater. UK 74078 Page 2012
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TABLE I:

DEMOGRAPHIC FREQUENCY TABLES

DEMOGRAPHIC QUESTIONS (49 - 54) STATISTICS

050 Indicate
your age

q51 What is
your highest

g52 Indicate

453 What is

q54 What is
your length of
employment in

449 What is brackel (in level of your income your maital your current job

your pender? years) education? bracket. status? position?
N Vahd 53 53 50 51 51 54
No Response 2 2 5 4 4 1
Mean 1.5660 1.0981 1.8000 1.3529 1.4706 10.4444
St Deviation 5004 9111 1.0102 5941 5041 23.1815
Varnance 2504 8302 1.0204 .3529 2541 537.3836
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DEMOGRAPHIC FREQUENCY TABLES

TABLE II: WHAT IS YOUR GENDER (g49)?

Cumujauve
Frequencv Percent Valid Percent Percent
Valid Male 23 +41.8 434 43.4
Female 30 545 56.6 100.0
Total 33 96.4 100.0
Missing  No Response 2 3.6
Total 55 100.0

TABLE III: INDICATE YOUR AGE BRACKET (IN YEARS) (g50).

Cumulauve
Freauencv Percent Valid Percent Percent

Valid 20-29 29 52.7 54.7 54.7
30-39 14 25.5 26.4 81.1
40 - 49 7 12.7 13.2 94.3
50-59 3 5.5 5.7 100.0
Total 53 96.4 100.0

Missing  No Response 2 36

Total 55 100.0

TABLE IV: WHAT IS YOUR HIGHEST LEVEL OF EDUCATION (g51)?

Cumulative
Freauency Percent Valid Percent Percent

Valid High Schooi 25 45.5 50.0 50.0
Some College 15 273 30.0 50.0
Bachelor Degres 6 10.9 12.0 92.0
& Soanon : 55 6.0 98.0
Graduale Decree I 1.8 2.0 100.0
Total 50 90.9 100.0

Missing  No Response 5 9.1

Total 100.0

74
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DEMOGRAPHIC FREQUENCY TABLES

TABLE V: INDICATE YOUR INCOME BRACKET (q52).

Cumuiauve
Frequency Percent Valid Percent Percent
Valid less than 320.000 36 65.5 70.6 70.6
$20.000 - $29.000 12 21.8 235 94.1
$30.000 - $39.000 3 55 59 100.0
Total 51 92.7 100.0
Missing  No Response 4 7.3
Total 55 100.0
TABLE VI: WHAT IS YOUR MARITAL STATUS (g33)?
l Cumulauve
Freguency Percent Valid Percent Percent
Vahd Single 27 49.1 52.9 529
Married 24 43.6 47.1 100.0
Total 51 927 100.0
Missing  No Response 3 73
Total 55 100.0 |

i
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DEMOGRAPHIC FREQUENCY TABLES

TABLE VII: WHAT IS YOUR LENGTH OF EMPLOYMENT AT YOUR

CURRENT JOB POSITION (g34)?

Vald Cumuiauve
Freauency Percent Percent Percent

Vahd iess than a month 9 16.4 16.7 16.7
| month 3 55 5.6 2.2
2 months 4 7.3 7.4 29.6
3 months 3 5.5 5.6 352
4 months S 9.1 9.3 .4
6 months 3 5.5 3.6 50.0
7 months 2 3.6 17 53:3
8 months 3 35 56 59.3
10 months l 1.8 1.9 6l1.1
i2 months (| vear) 3 35 5.6 66.7
|4 months (1.167 vears) l 1.8 1.9 68.5
18 months (1.5 years) 3 535 5.6 74.1
24 months (2 years) 4 7.3 74 81.5
30 months (2.5 years) l 1.8 1.9 833
36 months (3 years) 1 1.8 1.9 85.2
42 months (3.5 years) 1 1.8 1.9 87.0
48 months (4 years) 2 36 3.7 90.7
60 months (5 years) | 1.8 1.9 92.6
66 months (5.5 years) 1 1.8 1.9 94 4
72 months (6 vears) 2 36 3 98.1
108 months (9 vears) I 1.8 1.9 100.0
Total 54 98.2 | 100.0

Missine ™o Response 1 1.8

Toul 55 100.0 |
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CUSTOMER SERVICE TRAINING FREQUENCY TABLES

TABLE VIII: TRAINING STATEMENTS (6 - 8) STATISTICS

g6 | have had q7 I had customer g3 I have never
customer service Service Lraining oniy at had customer
training in the past 6 beginning or service traning at
months. emplovment. this job.

N Responses 53 54 51
No Response 2 1 4

Mean 2.1509 1.6481 1.6471
Std. Deviauon .8857 8278 8444
Vanance .7845 6852 7129




CUSTOMER SERVICE TRAINING FREQUENCY TABLES

TABLE IX: ]l HAVE HAD CUSTOMER SERVICE TRAINING IN THE PAST SIX

MONTHS (g6).
Frequency | Percemt | Valid Percent | Cumuiative Percent
Vahd Disagree 17 30.9 32.1 32.1
Neutral 11 20.0 208 52.8
Agree 25 45.5 47.2 100.0
Total 53 96.4 100.0
Missing  No Response 2 3.6
Total 55 100.0

TABLE X: | HAD CUSTOMER SERIVCE TRAINING ONLY AT THE
BEGINNING OF MY EMPLOYMENT (q7).

Cumuiauve
Freauency Percent Valid Percent Percent

Valid Disagree 31 56.4 57.4 57.4
Neutral 11 20.0 204 77.8
Agree 12 21.8 222 100.0
Total 54 98.2 100.0

Missing  No Response 1 1.8

Total 55 100.0

TABLE XI: 1 HAVE NEVER HAD CUSTOMER SERVICE TRAINING AT THIS JOB (g8).

| Cumulatve
Freauencvy '  Psrcent ! Valid Percent Percent

Vahd Visagree 30 34.5 58.8 3.8
Neutral 9 16.4 17.6 6.5
Agree 12 21.8 235 100.0
Total 51 92.7 100.0

Missine o Response 4| 7.3

Total 55 i 100.0
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ONEWAY ANALYSIS

EMPLOYEE TRAINING vs. GENDER (QUESTIONS 1 - 8 vs. 49)

TABLE XIL, PART A: DESCRIPTIVES

Sid. Sud. 95% Conlidence Interval for Mean

N Mean Deviation Error Lower Bound Upper Bound Minimum Maximum

b Tlas company has helplul employee  Male 23 2.3043 .7648 .1595 1.9736 2.6351 1.00 3.00
tmng Female 30 24313 7739 413 21444 2.7223 1.00 3.00
Total 53 23774 7653 1051 2.1664 2.5883 1.00 3.00

q.’._(Jtu employee training programs are. Male 22 1.8636 7743 1651 1.5203 2.2069 1.00 3.00
eliechve Female 29 23448 7209 1339 2.0706 2.6190 1.00 3.00
Total 51 2.1373 7751 1085 1.9193 2.3553 1.00 3.00

53_ We need more employee training Male 19 2.3158 .8201 1881 1.9205 27111 1.00 3.00
implemented Female 28 2.1643 7927 1498 2.1569 2.7716 1.00 3.00
haa) 47| 24083 7984 | 1165 2.1698 2.6387 1.00 3.00

;;4- You have 1o complete a certain Male 22 2.0909 9211 1964 1.6825 2.4993 1.00 3.00
amount of traiming hours before you are Femuale 29 22414 9124 1694 1.8943 2.5884 1.00 300
allowed to pertorni a job on your omn Total 51 2 1765 9101 1274 1 9205 24324 1.00 3.00
43 My organization stresses customer Male 23 20435 8779 1831 1.6638 2.4231 1.00 3.00
Sevce ranng, Femuale 30 24667 7761 417 2.1769 2.7565 1.00 3.00
Total 53 22830 .8407 1155 20513 2.5148 1.00 300

yol have had customer service iruning  Male 22 21364 .B888 .1895 1.7423 2.5305 1.00 3.00
i the last six months Female 29 | 21724 8892 [ 1651 1.8342 2.5106 1.00 3.00
Total 51 2.1569 .8803 1233 1.9093 2.4044 1.00 3.00

g7 Lonly had customer service training Male 23 1.4783 .7903 1648 1.1365 1.8200 1.00 3.00
when I'hegan my job here Female 29 17931 8610 1599 1 4656 2.1206 1.00 3.00
Total 52 16538 .8375 1161 1.4207 1.8870 1.00 3.00

48 | have had no customer service Male 23 1.7826 .9023 .1882 1.3924 2.1728 1.00 3.00
traming at this job Female 26| 15769 8086 | .1586 12503 1.9035 100 300
Toial 49 1 6735 8512 1216 14290 1.9180 100 ENLY
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EMPLOYEE TRAINING vs. GENDER (QUESTIONS 1 - 8 vs. 49)

ONEWAY ANALYSIS

TABLE XI1I, PART B: TEST OF HOMOGENEITY OF VARIANCES

Levene
Statistic drl di2 Sig.

gl This company has helplul 023 51 880
cmiployee training.

1 5 nee '
(2 Our cmployee I!I.nmn_z 02 19 960
programs are eliective.
(3 We need more employee 085 15 M
tamning miplemented.
(4 You have 1o complete 4
cerhinn amount ol tang
hours before you are allowed 012 49 913
to petforma job on your
own
q5 My ORIzt :\ll.ca.\cn. 151 50 505
Customer service training,
46 | have had customer
service tramimg i the List six 018 49 894
months
7 Lanly had customer
serviee traming when | began 884 50 352
my jub here

} o . ‘ o
(8 | have ll.n_l I Custoicy LIt v 295
service traning at this job
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TABLLE XL PART C: ANOVA

ONEWAY ANALYSIS
EMPLOYEE TRAINING vs. GENDER (QUESTIONS 1 - 8 vs. 49)

Sum ol Mean
Squares df Square F Sig.

ql This company has helplul employee Between Groups 217 | 217 .365 .548
fraining Within Groups 30236 51 593

Towal 30.453 52
qj O employce training programs are Between Groups 2.897 1 2.897 5.229 .027
ellective. Within Groups 27143 49 554

Toral 30.039 50
qu We need more employee traimng Between Groups 250 1 .250 386 537
inplemented. Within Groups 29.070 45 646

ol 20,319 46
q4 You have to complete a certam Bcl\:'ccl_l Groups 283 l 283 337 564
amount of training hours before you are Within Groups 11.129 49 8139
allowed (o petform a job on your own, Total 41412 50
(3 My organization stresses customer Between Groups 2.332 1 2332 3.454 069
service hiaming Within Groups 34423 51 675

Total 36.755 52
qi; I have had customer service training Between Groups 1.626[:-02 1 1.626E-02 .021 .887
i the last six months. Within Groups 38.729 19 790

Total 38 745 50
! | unG' had customer service lratning Between Groups 1.271 | 1.271 1.843 181
when | began my job here Within Groups 11498 50 690

Total 35769 ]!
\_|8_l_ have had no customer service Between Groups 516 l Slo 108 A04
tramning at this job. Within Groups 34259 47 129

Total 34776 48




ONEWAY ANALYSIS
EMPLOYEE TRAINING vs. AGE QUESTIONS (1 - 8 vs. 50)

TABLE X1, PART A: DESCRIPTIVES

sid. Sud. 95% Confidence Interval for Mean

N Mean Deviation Error Lower Bound Upper Bound Minimum Maximum

g1 This company has helplul 20-29 29 2.3448 8140 1512 2.0352 2.6544 1.00 3.00

employee training 30-39 14 22143 6993 1869 1.8105 2.6180 1.00 3.00

40 - 49 7 27143 7559 2857 2.0152 34134 1.00 3.00

50- 59 3 2313133 5774 3333 8991 3.7676 2.00 3.00

Total 53 2.3585 7619 1047 2.1485 2.5685 1.00 3.00

42 Our employee training 20-29 28 2.1429 8034 518 1.8313 2.4544 1.00 3.00

programs are effective. 3039 14 21429 8644 2310 1.6437 2.6420 1.00 3.00

40 - 49 6 2 0000 8944 3651 1.0614 2.9386 1.00 3.00

50 - 59 3 2.0000 .0000 .0000 2.0000 2.0000 2.00 2.00

Touwl 51 2.1176 911 1108 1.8951 2.3402 1.00 3.00

43 We need more employee 20-29 25 2.4000 8165 1633 2.0630 2.7370 1.00 3.00

taming implemented. 30 -39 13 25385 7763 2153 2.0694 3.0075 1.00 3.00

40- 49 6 2.5000 8367 3416 1.6220 3.3780 1.00 3.00

50- 59 3 1.6667 5774 3333 2324 3.1009 1.00 2.00

Total 47 24043 1984 1165 2.1698 2.6387 1.00 3.00

g4 You have 1o complete a 20-29 29 2.3 |ﬂ3_ .8906 1654 1.9716 2.649] 1.00 3.00

certain amount of training 30- 39 13 22308 9268 2571 1.6707 2.7908 1.00 3.00

hours before you are allowed =45 g 7 1.4286 7868 | 2974 7009 2.1562 1.00 3.00
1o perform a job on your own 50 59

2 1.5000 J071 5000 -4.8511 7.8531 1.00 2.00

botal 51 2.1373 9160 | 1284 1.8794 23951 1.00 3.00
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ONEWAY ANALYSIS
EMPLOYEE TRAINING vs. AGE QUESTIONS (1 - 8 vs. 50)

TABLE XL PART A: DESCRIPTIVES

Sid. Sid. 95% Confidence lnterval for Mean
N Mecan Deviation Error Lower Bound Upper Bound Minimum Maximum
4S5 My orgamization stresses 20-29 29 24138 .7800 1448 2.1171 2.7105 1.00 3.00
customer service training 30- 39 14 21429 9493 2537 1.5948 2 6909 1.00 3.00
40 - 49 1 2.0000 1.0000 3780 1.0752 2.9248 1.00 300
5059 3 2.6067 5774 3333 1.2324 4.1009 2.00 3.00
el 53 23019 84ss | .llol 2.0688 25349 1.00 3.00
q0 I have had customer service 20 - 29 28 2.2857 8545 1615 1.9544 26171 1.00 3.00
trammg in the last six months. 30 . 39 13 22308 9268 2571 16707 2.7908 1.00 3.00
40 - 49 7 14286 1868 2974 7009 2.1562 1.00 3.00
50 - 59 3 1.6667 5774 3333 2324 3.1009 1.00 2.00
Total 51 21176 .8865 1241 1.8683 2.3670 1.00 3.00
g7 L only had customer service 20 - 29 28 1.7143 .8968 1695 1.3665 2.0620 1.00 3.00
taming when | beganmy job 3¢ . 39 14 15714 7559 2020 1.1350 2.0079 1.00 3.00
e 10-49 7 15714 9759 3689 6689 2.4740 1.00 3.00
50-59 3 2.0000 .0000 .0000 2.0000 2.0000 2.00 2.00
Total 52 1.6711 8336 1156 1.4410 1.9052 100 300
o8 | have had 1o customer 0-9 | 27 14074 6939 1335 11320 16819 | 100 3.00
service traming at this job n- 39 12 1 7500 9653 2787 1.1367 2.3633 1.00 3.00
0 - 49 7 21429 8997 3401 1.3107 29750 100 3.00
50 - 59 3 2 0667 ST 3333 1.2324 4.1009 200 3.00
Total 49 1 6735 8512 1216 1.4290 1.9180 1.00 3.00




TABLE XL PART B:

CMPLOYEE TRAINING vs. AGE QUESTIONS (1 - 8 vs. 50)

ONEWAY ANALYSIS

TEST OF HOMOGENEITY OF VARIANCES

Levene
Statistic drl di Sig.

gl This company has helplul 1270 49 205
employee training

2] : i :
(12 Our cmplh yue II.IIlIlIIII_ 3 640 1 000
programs are ellective.

3 Whesnee e e
(¥ We need more employee 555 1 648
tammg implemented.
4 You have to complete o
certiin amount of aming
hours belore you we allow ed 1.112 47 354
1o perlonm e job on your
mwn
43 My vigamzation stesses | 809 I 158
Customier service training.
GO 1 lave Tad customer
service tning e the Last sia 1.324 47 278
months
7 Tonly had customer
service tamning when 1 began 5584 48 002
my job here
48 I have l."“.J 1 l,ll\!.llniL'l 1 396 45 081
SCIvice framng al this Jn!h

N




ONEWAY ANALYSIS

EMPLOYEE TRAINING vs. AGE QUESTIONS (1 - 8 vs. 50)

TABLE XL PART C: ANOVA

Sum ol
Squares df Mean Square Sig.
gl This company has helpil Between Groups 1.185 3 395 .667 576
cmiployee training. Within Groups 20004 49 592
- Total - 30 189 52
42 Our employee traming Between Groups 51 k) 5.042E-02 076 973
prograns are ellective. Within Groups 3143 47 663
Toual 31.294 50
q3 We need more employee Between Groups 1.922 3 641 1.005 400
traming implemented. Within Groups 27.397 43 637
Total 29 319 46
g4 You have to complete a Between Groups 5310 3 1.770 2.265 .093
certim amount ol traiming Within Groups 36.729 47 781
!lnlll.‘i !\L’Iur:‘ it:l are allowed Total 42039 50
43 My organization stresses Between Groups 1.754 3 .585 .809 495
CHStOMeE service tainimg Within Groups 35 415 19 123
- o o Towd 37.170 52
GO I have had customer Between Groups 4 891 3 1.630 2.227 .097
service g i the Lastsix \Wyhin Groups 14403 47 732
months Total 19 394 50
q7 Lonly had customer Between Groups 585 3 195 269 848
service traninge when Fhegan Wylin Groups 14 857 48 126
my job here Total 35 442 51
48 I have had no customes Between Groups 6483 3 2.161 3.437 .025
service tanmg al this job Within Groups 28 292 45 629
Total 34.776 48
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ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART A: DESCRIPTIVES

Sul. Sl 95% Conlidence Interval for Mean
N Meun Deviation Error Lower Bound Upper Bound Min Man.

g1 This company has helpiul employee Male 23 23043 .7648 .1595 1.9736 2.6351 1.00 3.00
training Female 10 24333 7739 413 21444 2722} 100 300
Total 513 23714 7653 1051 21664 25883 100 300

u.;.l Oui .C-l;l[_lllT)‘t.'C tralning pmgr_ums are Male 22 1.8636 7743 1651 1.5203 2.2069 1.00 3.00
ellective. Femule 19 23448 1209 1319 20706 26190 1.00 300
Total 51 2.1373 1751 1085 19193 2.3553 1.00 3.00

43 We need more employee training Male 19 | 23158 8201 1881 | 1.9205 27111 1.00 3.00
implemented Female 28| 24643 1927 1498 2.1569 27716 1.00 300
tetdl 7| 24083 7984 | 1165 21698 20387 | 100 | 300

‘g4 You have to complete a certain amount of Male 22 2.0909 9211 1964 1.6825 2.4993 1.00 3.00
traning hours before you are allowed 1o Female 29 22414 9124 1694 1.8943 2.5884 1.00 300

Rerlonm jobion your gwi Total 51| 21765 9101 [ 1274 19205 24324 | 100 3.00

45 My orgianmzation stresses customer service Male 23 2.0435 8779 1831 1.6638 2.4231 1.00 3.00

faming Femule 30 2.4667 7761 1417 21769 2.7565 1.00 3.00

Total 53 2.2830 8407 1155 20513 25148 100 300

4o 1 have had customer service tranmng i the Male 22 2.1364 R.1.1. 1895 1.7423 25305 1.00 3.00
tust six; months Femule 9| 2174 8892 | 1651 [ 8342 25106 1.00 300

Tonal 51 2.1569 8803 1233 1.9093 24044 1.00 300

o/ Lonly had customer service tramng when 1 Male 23 | 14783 2903 | 1648 11365 18200 o0 | 300

began my job here Female 2| 17931 8610 1599 1 4656 21206 100 300

Towl 52 1 6538 8375 1161 1.4207 | 8870 1 .00 3.00




ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (I - 48)

TABLE XIV, PART A: DESCRIPTIVES

95% Conlidence Interval for Mean

Sud. Sud.

I Mecan Deviation Error Lower Bound Upper Bound Min. Mux.
48 I have had no customer service training al Male 23 1.7826 9023 .1882 1.3924 2.1728 1.00 3.00
his o Female 26 15769 8086 1586 1.2503 19035 1.00 3100

- Total 49 1.6735 8512 1216 1.4290 19180 100 300

G We are empowered Male 22 2.2727 7673 1636 1.9325 26129 1.00 300
Female 27 2.0370 5871 1130 1.8048 22693 1.00 300

Total 49 2.1429 6770 | 9702 1.9484 23373 1 00 300

10 When hinng, the mterview process for this  Male 23 2.1304 6944 1448 | 1.8301 2.4307 1.00 3.00
company is not thorouph enongh. Female 10 2.0000 6433 1174 1.7598 2 2402 100 100
Total 53 2.0566 6626 | 9.11:-02 1.8740 2.2392 100 3100

G have (o many things o accomplish at Male 23 | 20000 7977 1663 1.6550 2.3450 1.00 300
work and not enough time to do them all Female 28 2.2500 8444 1596 1.9226 25774 1.00 100
Total 51 2.1373 8251 1155 1.9052 2.3693 1.00 300

g2 1 have o much paperwork. Male 23 1.7391 8643 .1802 1.3654 2.1129 1.00 3.00
Female 20 1.7586 9124 1694 1.4116 2.1057 1.00 3.00

_ _ ) Total 52 1.7500 8828 1224 1.5042 19958 1.00 3.00

g3 Many of 1he tules and procedures make Male | 23| 19130 9002 1877 1.5238 2.3023 1.00 3.00
dainga pood job ditticult Female 29 1.8621 8334 1548 1.5451 2.1791 1.00 300
Total 52 | 8846 8553 1186 1.6465 2.1227 100 3.00

14 el teed that 1o not know what is Male 23| 18696 8689 1812 1 4938 2.2453 1.00 300
poing on itk the orpamization Female 30) 1 7000 9154 1671 1.3582 20418 1.00 300
Tol 53 1.7736 8910 1224 1 5280 20192 100 300

qls f\i) MUPETVISO 18 -|||||1c-|¢:|; |;\_T)c-ll—t.1rm|l!g Male 23 2.6087 .5830 i 1216 2.3566 2.8608 1.00 300
i/ her joh Female 27 2.6667 6202 1194 24213 29120 100 300
Total 50 | 2.6400 5980 | B.5E-02 2.4701 2. 8099 1.00 3.00




N

ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (1 - 48)

TABLLE XLV, PART A: DESCRIPTIVES

Sud Sud 5% Confidence Interval for Mean

N Mean Deviation Lrror Lower Bound Upper Bound Min. Max.
g 16 When | have guestions, 1 leel my Male 23 2.6957 .5588 1165 2.4540 29373 1.00 3.00
supervisor i approachable. Female 29 26897 6038 21 2.4600 29193 1.00 3.00
Total 52 2.6923 5787 | 8.0E-02 2.5312 2.8534 1.00 3.00
q17 My supervison s Lar to me. Male 23 | 25217 7305 1523 2.2059 2.8376 1.00 3.00
Female 29 2.5517 7361 1367 2.2717 2.8317 1.00 3.00
Total 52 2.5385 7266 .1008 2.3362 2.7407 1.00 3.00
18 My supersisor shows oo little interest in Male 23 1.6087 7223 .1506 1.2963 1.9210 1.00 3.00
the Teelings of subordinates Female 20 2 0345 8653 1607 1.7053 2.3636 1.00 3.00
Total 52 1.8462 8257 1145 1.6163 2.0760 100 300
Q19 1 ke my co workers T Male 23 | 27391 4490 | 9.4E-02 2.5450 2.9333 2.00 3.00
Female L) 2.793] A913 | 9.1E02 2.6062 29800 1.00 300
_ Total 52 2.1692 4693 | 65E-02 2.6386 2.8999 100 300
420 Our company provides rewards o Male 21 [ 23333 7958 | 1737 1.9711 2.6956 1.00 3.00
employees based on lenpth of employment Female 0| 21333 9371 1711 1.7834 2.4813 1.00 3.00
Total 51 2.2157 8789 1231 1.9685 2.4629 1.00 300
G211 Our company stines to heep s employees — Male S| 24183 6653 1387 2.1905 2.7660 1.00 3.00
happy Female 28 2.2857 7127 1347 2.0094 2.5621 1.00 300
Total 51 2.3725 6917 | 9.7E-02 2.1780 2.5671 1.00 3.00
422 Lhe benetits and salary we recerve are as | Male 23 | 22609 8100 1689 1.9106 26111 1.00 3.00
good as most other competitors in the area Female 30 2.2000 BR67 1619 | 8689 25311 1.00 100
- Total 53 2.2264 8467 1163 1.9930 24598 1.00 300
423 There are benelits we do not have which Male 23 | 23043 7648 1595 1.9736 2.6351 1.00 3.00
we should Female 30| 22667 8277 1511 1.9576 2.5757 1.00 3.00
Total 53 2.2830 7937 1090 2.0643 2.5018 1.00 3.00
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ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART A: DESCRIPTIVES

Std. Sid. 95% Confidence Interval for Mean
N Mean Deviation Error Lower Bound Upper Bound Min. Max.
24 When 1do a gouod job, | receive recognition  Male 22 1.7727 8125 4732 1.4125 2.1330 1.00 300
for Female 29 | 21724 8048 1495 | 8663 2 4786 100 100
Total 51 2 0000 8246 1155 1.7681 22319 1.00 3.00
425 Indivaduals who pertorm well at their job  Male 23 | 20870 7928 1653 1.7441 2.4298 1.00 3.00
stand a pood chance of being promoted. Female 10 22000 7611 1390 1 9158 2 4842 1.00 300
Total 53 | 2.1509 7695 1057 1.9388 2.3630 1.00 3.00
420 Lam satshed with my chances for salary  Male 23 | 1.8261 am 1622 1.4898 2.1624 1.00 3.00
increases Female 29 | 20345 8230 1528 1.7214 2.3475 1.00 3.00
Total 52 1.9423 8023 113 1.7189 2.1657 1.00 3.00
427 I relation o salary, | feel appreciated by Male 22 1.9545 7854 1675 1.6063 2.3028 1.00 3.00
the orgamzation Female 30 | 1.9000 7120 1300 1 6341 2.1659 1.00 300
Total 52 19231 7369 1022 1.7179 2.1282 1.00 300
428 Lieel prde i my job Male 23 | 23478 8317 1734 1.9882 2.1075 1.00 3.00
Female 30 | 23667 7649 1396 20811 26523 1.00 3.00
Total 53| 23585 7868 1081 21416 2.5754 100 300
429 1 sometimes telh my job s pomtless. Male 23 1.9565 8779 1831 1.5769 2.3362 1.00 300
Femule 30 | 22333 8172 1492 19282 2.5385 100 300
Total 53| 21132 8472 A104 1.8797 23467 100 300
(30 1 Ike domng s job. Male 21 | 2.6087 6564 1369 23249 2.8925 1.00 3.00
Female 10 253313 7303 1133 2 2606 2 8060 1 00 Jon
Total 53 | 25660 6936 | 9.5E 02 23748 27572 1.00 300
431 1 leel | have been worked 100 hard. Male 23 | 19565 9283 1936 1.5551 2.3579 1.00 3.00
Female 30 1 7667 8584 1567 1 4461 2.0872 1.00 300
Total 53 1 8491 8857 1217 1.6049 20932 1.00 300

-



ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE NIV, PART A: DESCRIPTIVES

Sud Sud 95% Conlidence Interval for Mean
N Mean Deviation Error |ower Bound Upper Bound Min. M

32 Lieel that others around me are not Male 23 2.0000 .8528 1778 1.6312 2.3688 1.00 3.00
warking hard enough Female 30 [ 2.0000 8710 1590 1 6748 2 3252 100 300
Total 53 | 2.0000 8549 1174 1.7644 22356 1.00 300

33 Hhere i too mnich bickering and fighting at Male 23| 1.7391 8643 .1802 1.3654 2.1129 1.00 3.00
work Female 30| 193 8683 1585 1.6091 22576 1.00 100
Total 53 | 1.8491 8637 1186 1.6110 2.0871 1.00 300

Q3 Lhave o work haeder atmy job because of  Male | 23 | 21739 8341 1739 1.8132 2.5346 1.00 300
the incompetence of co-workers Female 29 | 8276 8481 1575 1.5050 2.1502 1.00 3.00
Total 52 1.9808 8515 1181 1.7437 22178 1.00 300

Qb9 hase -=||lc|npl.alc-d qliltiiug my jub here. Male 23 2.0435 9283 1936 1.6421 2.4449 1.00 3.00
Female 30 | 19313 9803 1790 1 5673 2.2994 1.00 300

_ ‘ Total 53 19811 | 9505 | .1306 1.7191 22431 1.00 300
436 This hotel property has low employee Male 23 1.5652 .6624 1381 1.2788 1.8516 1.00 3.00
tumaover rates Female 29 1.6207 8200 1523 1.3088 19326 1.00 3.00
Total 52 1.5962 7478 1037 1.3880 1 8043 1.00 300

Q37 Ihe magonty of our employees have been  Male 23 | 1.6522 8317 1734 1.2925 20118 1.00 300
employed at this hotel for at least one year Fenale 30 1.5667 6789 1240 13132 1.8202 100 300
Total s3 | 16038 7426 1020 13991 1 8085 1.00 300

438 Employee absence has altected ow levelof  Male 23| 22174 7952 | L1658 1.8735 2.5613 1.00 3.00
Customer sanstaction Female | 23667 8087 1477 20617 2 6686 100 100
Total 53| 23019 7987 1097 20817 2.5220 100 | 300

439 We are constantly under-staffed. Male 23| 2438 7278 1517 2.1201 27495 1.00 300
Female 0| 20667 8277 1511 1.7576 23057 100 100

Total 53 | 22264 8000 1099 2 0059 2.4469 1.00 300




ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (I - 48)

TABLEXIV, PART A: DESCRIPTIVES

Sul. Sul. 95% Confidence Interval for Mean

_ N Mean Deviation Erroi Lower Bound Upper Bound Min. Mux.
10 We have a loyal group of stable employees.  Male 23 2.1739 .B869 .1849 1.7904 2.5574 1.00 3.00
Female 30 | 21000 8847 1615 1 7696 24304 1.00 300
Total 53 | 21321 8779 1206 1.8901 2.3741 1.00 300
q41 We constantly have employee no shows. Male 23 | 23043 7648 1595 19736 2.6351 1.00 3.00
Fenale 29 | 2.0345 9056 1682 1.6900 2.3790 1.00 3.00
Toal 521 21538 8491 N 19175 2.3902 1.00 3.00
442 We are constantly looking for new Male 23 | 23043 7648 1595 1.9736 2.6351 1.00 3.00
employees Female 30 | 24000 8137 1486 2.0962 27038 1.00 3100
Total 53 | 23585 7868 1081 2.1416 2.5754 1.00 300
G183 My organization stresses customer Male 22 | 25909 6661 1420 2.2956 2.8863 1.00 3.00
satsfaction Female 29 | 26552 4837 | 90E-02 24712 28392 2.00 300
Total 51 26275 5643 | 79E 02 2 4687 2.7862 1.00 100
q-l-i [ have |;|.|_|-1-) Tlll.i‘l.-llll.llllh with customers. Male 23 2.3478 B317 1734 1.9882 2.7075 1.00 3.00
Female 30 | 2.8000 5509 1006 25943 3.0057 1.00 300
Total 53 | 26038 7163 | 9.8E-02 2.4063 28012 | 100 | 300
(495 Satistving o customer is the most important— Male 23 | 2.5652 7278 1517 2.2505 2.8799 oo | 300
aspect ol my joh Femnule 30 2.7000 6513 1189 24568 29432 1.00 3.00
Toul 53 | 26415 6820 | 94L 02 24535 2 8295 1.00 300




ONEWAY ANALYSIS
GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART A: DESCRIPTIVES

Sid. Sid. 95% Confidence Interval for Mean
N Mean Deviation Error Lower Bound Upper Bound Min. Max.
40 Deel Twould serve customers better if it Male 23 1.9130 7928 1653 1.5702 2.2559 1.00 3.00
were not torall of the red tape. Female 30 19333 9072 1656 1.5946 22721 1.00 300
Total 53 19245 8514 1170 | 6898 21592 1.00 3.00
qd7 T leel am etlective at mahimg my Male 2| 23636 8477 1807 1.9878 2.7395 1.00 3.00
customers satishied Female 30 2.7667 5683 1038 2.5545 29789 1.00 300
Total 52 2.5962 200 | 10EO1 2.3954 2.7969 100 1 300
g8 The service level atthis hotel 1s constamly  Male 23 1.8261 8341 1739 1.4654 2.1868 1.00 3.00
excceding expectations Female 29 2.1379 7894 1466 1.8377 24382 1.00 3.00
Total 52 2.0000 8165 1132 1.7727 2.2273 1 00 3.00

.



ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV. PART B: TEST OF HOMOGENEITY OF VARIANCES

own.

months.

enouegh.

paperwork.

her 100.

me.

Levene |
Statistic dfl df2 Sie.

ql This company nas heiptul
empioyee training. % il £80
q2 Our employee training _
programs are effective. 002 ° 966
q3 We need more employee -
training implemented. 083 43 772
q4 You have to complete a
certain amount of tramning
hours before you are allowed 012 49 913
to perform a job on your
q5 My organization stresses 451 5| 505
customer service training.
g6 I have had customer
service training in the last six 018 49 894
q7 I only had customer
service training when | began 884 50 352
my job here.
q8 1 have naq no customer 1121 47 295
service training at this job.
q9 We are empowered. 6.384 47 015
q10 When hiring, the
interview process for this 977 51 128
company 1s not thorough
gl1 I have to manv things to
accompiish at work and not 1.376 49 246
enough ume to do them all.
ql2 | have oo much 184 50 190
ql3 Many of the ruies and
procedures make doing a 519 50 475
good job difficult.
ql4 [ often feel that | do nct
know whnat is going on with 708 51 404
the organization.
ql5 My supervisor 1s
competent In periormung ms/ .033 48 856
ql6 When | have guestons. |
feel my supervisor 1s 047 50 329
approachable. ' '
ql7 My supervisor s rair o 903 | ' 50 958
gl& Mv supervisor shows too !
little interest 1n the 1e=iings "93 | 50 76
of suborainates. i

| a19 1like mv co-worksrs. 274 . <N 603

-
-



ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV. PART B: TEST OF HOMOGENEITY OF VARIANCES

Levene |
Staustic dfl df2

Sie.

q20 Our company provides
rewards (o employees based
on length of empioyment.
q21 Our company strives to
keep its employees happy.
q22 The benefits and salary
we receive are as good as
most other compeutors in the
area.

g23 There are benefits we do
net have which we should.
q24 When [ do a good job. 1
receive recognition for it.
q25 Individuals who pertorm
well at their job stand a good
chance of being promoted.
q26 | am sausfied with my
chances for salarv increases.
q27 In relauon to salary, |
feel appreciated by the
organization.

q28 | feel pnde in my job.

q29 [ someumes fall my job
is pointiess.

q30 I like doing this job.

q31 I feel | have been
worked 100 hard.

q32 I feel that others around
me are not working hard
enouegn.

q33 There 1s too much
bickenne and fighting at
work.

q34 | have 10 work harder at
my job because of the
incompetence of co-workers.

q35 I have contemplated
quitting my job here.

q36 This hotei properiv has
low empiovee turmover rates.
q37 The maionty of our
employvees have been
empiovea at this notel {or at
least one vear.

q38 Empiovee apsence nas
affected our 12vei or
customer sausfaction

q39 We are consiantly
under-statfed

3.199 |

063 l

878 l

477 l

025 I

002 l

025 !

617 1
415 1

088 |

U5l L

047 |

1.434 1

2.382 l

2.286 L4

470 | 1|

49

49

51

51

49

50

50

51
51
51
51

51

50

“an

51

.080

803

353

493

.875

967

.876

607

519
766
436
522

768

829

23

137




ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART B: TEST OF HOMOGENEITY OF VARIANCES

Levene ‘ '

Statistic dfl df2 ! Sig.
q40 We have a loyai group ot 009 5| I 924
stable employees.
q4] We constantly have 1 605 50 a1
employee no-shows.
q42 We are constantly > :
looking for new employees. S12 31 i
q43 My organization stresses e
customer sausfaction. 2220 # ki3
q44 1 have many interacuons 5
S a—— 12.803 51 .001
q45 Satisfying a customer 15
the most imponant aspect of 1.201 51 278
my job.
q46 | feel | would serve
customers better if it were 2.281 31 137
not for ali of the red tape. I
q47 [ feet | am effective at
making my customers 11.195 50 .002
satisfied.
q48 The service level at this
hotel is constantly exceeding 313 50 378

|

expectations.
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ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE X1V, PART C: ANOVA

Sum ol
! Squares dr Mean Syuare F Sig.
gl s company has hielplul - Between Groups 217 | 217 365 .548
employee trining: Within Groups 10236 51 593
Tortal 30.453 52
('|2 Ow employee |r;|1|{|_;|g Between Groups 2.897 | 2.897 5.229 .027
proprams are cffective Within Groups 27143 49 .554
Total 30039 50
g3 We need more employee—— Between Groups 250 I 250 386 537
taming implemented Within Groups 29.070 45 646
Tl 29319 46
:_;-_l-?l_fu Tuave (o t.'nmpl.;:u: a Between ('imups 283 1 283 337 564
certain amonnt of taming Within Groups 11129 49 839
ey o 41412 50
(5 My orpamzation stresses Between Gioups 2332 | 2.332 3454 069
customier service g Within Grmlps 14423 51 675
Toual 36.755 52
;|tn I have had customer Between Groups I 626E-02 I 1.626E 02 021 .887
service trunimgan the last six — \Wihin Groups 18 729 49 790
RIS Total 38 745 50
;|?|_n|1|“~. T ¢ l‘l\il‘ll.'Hl:l. _ Between Groups 1271 | 1.271 1843 181
service traming when Fbegan Wihin Groups 14 498 50 €90
nry job here Fotal 35 769 51
8 Thave had no customer Belween Groups 516 I 516 708 404
sevice tnanimg at this joh Within Groups 14259 17 129
Total 34.776 48




ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART C: ANOVA

Sum of
Squares dr Mean Square Sig.
49 We are empowered Between Groups 673 1 673 1.484 229
Within Groups 21327 47 454
[lll:ll 22{]00 43
q10 When hinng, the Between Groups 221 ! 221 500 483
mierview process for this Witlin Groups 22 609 51 443
oy B g new| o
Il have 1o many things to Between Groups .789 | 189 1.163 .286
accamplish at work and not Within Groups 13 250 49 679
enongh nime o do them all. Total 14039 50
G2 Thave oo much Between Groups 4.873E-03 | 4.873E-03 .006 938
paperwork Within Groups 19 745 50 395
TFotal 39750 51
1) Many of the rules and Between Groups 3.333E-02 I 3.333E.02 045 833
procedures make doing a Within Groups 17274 50 745
povd putstlitlicull Fotal 17 308 51
Ql Loten teel that Edonot Between Groups 374 1 RyE! 467 498
Lo swlatas gomg on with Within Groups 10.900 51 802
the ongamez ation Total 41283 52
(15 My supervisor iy Between Groups 4 174E-02 | 4.174E-02 115 136
competent i petformimg bis/ Within Groups 17478 48 364
her job Total 17.520 49
a.'.;]_\.\_’,;l.'.l 1have questions, | Between Groups 4 613E-04 1 4.613E-04 001 971
feel my supervisor is Within Groups 17.076 50 342
approachable Total 17077 s
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ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART C: ANOVA

Sum ol

| Squares dr Mean Square F Sip.
17 My supervisor s Lar to Between Groups 1.153E-02 1 1.153E-02 .021 B84
e Within Groups 20912 50 538

Total 26923 | 51 .
I8 My supervisor shows oo Belween Groups | 2.325 I 2.325 3.584 064
hude terest in the feelings Within Groups 12 444 50 649
el subordimates Total 34769 51
Q19T ke my co workers. Between Groups T3737E.02 I 3.737E-02 167 685

Within Groups 11.193 50 224

Tutal 11.231 51
qi{}_{);n t'l‘lll-l‘l.ilﬂ_y I\m\-ad-cz;m Between Groups 494 | 494 635 429
rewards to employees based Within Groups 18,133 49 778
on length of employiment Total 38 627 50
=|JI Our ¢ :=|_|I|_1,:11)' sives o Belween Groups 468 | 408 978 328
keep iy employees happy. Within Gioups 23453 49 479

Total 23.922 50
(22 The benehits and salary Between Groups 4.824E-02 I 4.824E-02 .066 198
werecerve are as good as Within Groups 17 235 51 130
mest other competitors in the Total 37 283 52
423 There aie benelits we do Between Groups | 819E 02 1 1.849E 02 029 866
not have which we chould Within Groups 32 716 51 64?2

Total 32 755 52 | o
[TRE A hen | a pond Jolb, l- I ﬁ;‘l_\;cr;imlps | D98 [ | 1908 3.000 087
feceive recognition for it Within Groups 32002 19 653

Fotal 34.000 50




ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART C: ANOVA

Sum of
Squares dr Mean Square Sig.

425 Individuals who pertorm Between Groups 166 | .166 277 601
well at their job stand o pood Within Groups 0 626 51 601
chance o being promated Total 30792 52
426 L am satistied with my Between Groups 551 ! 557 863 357
chances lor salary increases Within Gronps 312270 50 645

Total 32.827 51
927 W relanon 1o salary, | Between Groups 3.776E-02 1 3.776E-02 .068 195
feel appreciated by the Within Groups 27 655 50 553
llI.L".IIIIIJIII‘II 1.““]' 2?692 SI
W28 1 1eel pridde m my job Between Groups 4.621E-03 [ 4.621E03 007 932

Within Groups 32184 51 631

Toul 32,189 52 1
429 Lsometimes fellmy job Between Groups | 998 ] 998 1.401 242
1s pointless Witlnn Groups 36.323 51 712

Total 37.321 52
Q30 1 ke doing this job Between Groups 7 394E-02 | 7.394E-02 151 699

Within Groups 24 945 51 489

Tonal 25019 52
RN feel Lhave been " Between Groups 469 1 409 594 445
worked ton hard Witlun Groups 10323 51 791

Tonal 40.792 52
g2 ] leel I|_|‘|I athers around hm&‘;ll lilnlips I 000 | 000 000 1.000
me e not working hard Within Groups 1% 000 51 745
b Total 38 000 52
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ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART C: ANOVA

Sum ol
Squares df Mean Square F Sig.

(33 There s too much Between Gioups 491 | 491 654 423
hickenng and Hghting Within Groups 15,301 51 751
wurk Fotal 38792 52 |
M D have o work haders at Between Groups 1538 I 1.538 2.170 147
my joh because of the Within Groups 15 442 50 709
meampetence of co workers Total 36981 51
;|_'| f'\_T |:|-\ ll ._-u-l:n'mirl.uzl___- ﬁ::;:;L‘EI-I l_l:u:E';._ B 158 1 .158 A72 .680
illll“lﬂ!.! my ]l'l‘ hl'fi.' \v“h”‘ Grnups _“1323 5' q[g

Total 46.981 52 Il
@36 This hotel property has— Between Groups 3.947E-02 I 3.947E-02 069 193
low employee tumover rates Within Groups 28 480 50 570

Total 28519 51
GV The magonty ot our - Between Groups 9. 519E-02 | 9.519E-02 170 682
employees hay ¢ been Within Groups I8 584 51 560
:'mp.lufrd at !m hotel Tor at Total 28.679 52
8 Employee absence has Between Groups 290 1 290 450 .505
altected our level of Within Groups 32 B8O 5l 645
customer satstacion Toial 13 170 52
\_;_"Gii:-n—.ll_‘i_l-ll_l-l;lﬁ\ S Between Groups 1764 | 1.764 2 855 097
nndersiafied Within Groups 11519 51 618

Total 33283 52
410 We have a loyal group of  Between Groups 7.112E-02 I 7.112E-02 091 765
stable emnployecs Within Groups 40 004 51 784

Fotal 40075 52
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ONEWAY ANALYSIS

GENDER vs. ALL QUESTIONS (1 - 48)

TABLE XIV, PART C: ANOVA

Sum of
Squares df Mean Square F Sig.

gl We constantly have Between Groups 934 | 934 1.303 .259
employee no shows Within Groups 35 835 50 17

Fotal 36 769 51 B -
ql2 We ate comtantly .h_fr'l;t.‘g(imups 119 | 19 189 .665
lookmg for new employees. Within Groups 32070 5] 629

Total 32.189 32
3 My ongamzabon stiesses — Between Groups 5.160L-02 1 5.166E-02 160 691
customer satisfaction Within Groups 15 870 49 324

Total 15.922 50
i |1 have u].m) micractions Bctwé;:mmups 2662 | 2.662 5.652 021
with customers Within Groups 24017 51 471

Total 26 679 52
g g.lil‘l\_lll!_.{- acustomeris  Belween Groups 237 1 237 504 481
the most important aspect of Within Groups 23952 51 470
1y Job Total 24 189 52
G106 Uleel Lwonld seive Between Groups 5 360E-03 [ 5.360E-03 007 932
costomers better il il were Within Groups 317 693 51 739
oot for all ol the ed vape Foial 317 698 52
ﬁﬁﬂc_r.i I am eltective at Between Groups 2062 1 2,062 4215 045
mabimg my customers Within Groups 24 458 50 489
SHUSTIEY F'ordd 26519 51
QI8 The service level atthis  Between Groups 1247 I 1.247 1.904 174
hotelis constantly excecding Within Groups 32.753 50 655
ey tations Total 14 000 51
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ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

Sid. Sid 95% Confidence Interval for Mean
N Mecun Deviation Error Lower Bound Upper Bound Min. Max.
ql This company has helplul employee Disagree 2 1.5000 7071 5000 -4.8531 7.8531 1.00 2.00
naming Neutral 10 2.5000 5270 1667 2.1230 2.8770 2.00 300
Agree 42 2.3571 8211 1267 2.1013 2.6130 1.00 3.00
Total 54 23519 .7808 1063 2.1387 2.5650 1.00 3.00
42 Our éiniﬂﬁyrg l_raming progiams are  Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 300
effective Neutral 10 | 22000 4216 1333 1.8984 2.5016 200 | 300
Agree 40 2.1000 8412 1330 1.8310 2.3690 1.00 3.00
Toral 52 2.1154 1815 .1087 1.8973 2.3335 1.00 3.00
cﬁ_\_\?’;-'nm'-d more c_mrm:ycc training Disagree 2 3.0000 .0000 .0000 3.0000 3.0000 3.00 3.00
implemente:d Neutral 8 | 18750 6409 2266 1.3392 2.4108 100 | 300
Agree 18 2.5000 1970 1293 2.2380 2.7620 1.00 300
Total 48 24167 1945 1147 I 2.1860 2.6474 100 J.OUI
g You have 10 complete a certain Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 300
amount of triimng hours before you are Neprral 2 0000 B660 2887 1.3343 2 6657 1.00 (0
alred o pestonmii OO pueown:. 1| 21951 9279 | 1449 1.9022 24880 | 100 | 300
Total
52 21538 9158 1270 1.8989 2.4088 1.00 300
(5 My organization stresses customer  Disagree 2 | 2.0000 1.4142 | 1.0000 -10.7062 14.7062 100 | 300
sevice tiaining Neutral 10 2 3000 8213 2603 1.7111 2 8889 1.00 3.00
Agree 12 2.3095 .8407 12917 20476 2.5715 1.00 300
Total 54 2.2963 .B385 1141 2.0674 2.5252 1.00 300




ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

Sid. Sud. 95% Confidence luterval for Mean

N Mean Deviation Error Lower Bound Upper Bound Min. Max.

46 1 have had customer service training  Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 3.00
m the fast six months Neutral 10 | 20000 6667 2108 1.5231 2.4769 100 | 300
Agree 0| 21750 9306 1471 1.8774 24726 100 | 300

Total 52 | 21346 8863 1229 1.8879 2.3813 100 | 300

q7 Lonly had customer service training  Disagree 2 | 2.0000 .0000 .0000 2.0000 2.0000 200 | 200
when | began my job bere, Neutral 10 1 7000 .8233 .2603 [NARY] 22889 1.00 300
Agree a1 | 16341 8590 | 1341 1.3630 1.9053 100 | 3.00
Total 53 | 16604 8307 1141 14314 1.8894 1.00 | 300

48 I have had no customer service Disagree 2 1.0000 .0000 .0000 1.0000 1.0000 1.00 1.00
tramming at this job Neutral 9| 16667 7071 2357 1.1231 2.2102 100 | 300
Agree 40 | 1.6750 8883 1405 1.3909 1.9591 100 | 300

Total 51| 16471 8444 1182 1.4096 1.8845 100 | 300

J'_J-\_\'c ;-rr_c—cnl\ﬁu_w;l-lcd Disagree 2 1.0000 .0000 .0000 1.0000 1.0000 1.00 1.00
Neutral 21111 6009 2003 1.6492 25730 100 | 300

Agree 39| 21795 6833 1094 1.9580 2.4010 100 | 300

Total 50 | 2.1200 6893 | 9.7E-02 1.9241 2.3159 100 | 300

10 When lining, the interview process  Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 3.00
for this company 15 not thorough Neutral 10 1.9000 5676 1795 14939 2.3061 100 300
kotih Agree 2| 21429 6833 | 1054 1 9299 23558 | 100 | 300
Fotal 54 | 2092 6804 | 9.3E02 1.9069 2.2783 100 | 300

g1 L have to many things to Disagree 2 | 20000 1.4142 | 1.0000 -10.7062 14.7062 100 | 300
accomplish at work and not enough Neutral 10 | 23000 4830 | 1528 1 9544 26456 | 200 | 300
hietby el Agree 10| 20750 8883 [ 1405 1.7909 23591 | 100] 300
(@ Total 52 | 21154 8321 1154 | 8837 2 3470 100 | 300

A
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ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

nterval for Mean

St Sid 95% Conlidence
N Mean Deviation Error Lower Bound Upper Bound Min. Mux.
Q12 Thave too much paperwork. Disagree 2 | 2.5000 7071 5000 -3.8531 8.8531 200 | 3.00
Neutral 10 | 20000 6667 2108 1 5231 2.4769 100 | 300
Agree 1| 16829 9338 1458 1.3882 19777 100 | 300
Total 53 | 1.7736 8910 1224 1.5280 2.0192 1.00 | 3.00
13 Many of the wles and procedures  Disagree 2 | 20000 14142 | 1.0000 | -10.7062 147062 | 100 | 300
ke domnge i good job difficnlt Neutral 10 | 21000 5676 1795 1.6939 25061 oo | 300
Agree 41 | 18537 9100 1421 1.5664 2.1409 100 | 300
Total 53 | 19057 8608 182 | 1.6684 2.1429 100 | 300
(b4 Folten feel that Tdo not know what  Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 RXL))
is gomg on with the orpanization, Neutral 10 2.0000 8165 2582 1.4159 2.5841 1.00 300
Agree 42 | 17381 9122 1408 14538 20224 100 | 300
Total 54 | 1.7963 8982 1222 1.5511 2.0415 100 | 300
15 My supervisor is competent in Disagree 2 | 1.5000 7071 5000 -4.8531 7.8531 100 | 200
pertonming his/ her job Neutral 10 | 23000 6749 2134 18172 2.7828 100 | 300
Agree 39 | 27436 5486 | 8.8E-02 25658 29214 100 | 300
Total 51| 26078 6349 | B.IE-02 24293 2.7864 100 | 300
q16 When | lave questions, | leel my — Disagree 2 | 20000 1.4142 | 1.0000 -10.7062 14.7062 100 | 300
supervisor is approachahle Neutral 9 23333 7071 2357 1.7898 2.8769 1.00 300
Agree 21 27619 5323 | 82E02 25060 20278 100 | 300
Fotal 53 | 26604 6184 | 85K 02 24899 | 28308 10 | 30
Q17 My supenvion s farr o me. . Disagree 2| 20000 1.4142 | 10000 10.7062 147062 | 1oo | 300
Neutral 9 | 20000 7071 2357 1 4565 25435 oo | 300
Agree 42 | 26905 6435 | 99E-02 2.4900 28910 100 | 300
Total 53 | 25472 7223 | 9.9E-02 2.348| 2.7463 100 | 300




ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

FABLE XV, PART A: Descriplives

Sud. Sid. 95% Confidence Interval for Mean

N Meun Deviation Error Lower Bound Upper Bound Min. Max.

(18 My supervisor shows oo hule Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 3.00
interest m the feelings of subordinares Neutral 10 2 4000 5164 1633 20306 27694 200 1.00
Apree 41 1.6829 8197 1280 1.4242 1.9417 1.00 300

Total 53 1.8302 .8259 1134 1.6025 2.0578 1.00 3.00

(20 Our company provides rewards o Disagree 2 | 3.0000 0000 | .0000 3.0000 30000 | 300 | 3.00
employees based on length of Neutral 0 1 7778 66067 2222 1.2653 2.2902 1.00 3.00
enployment Agree A 2345 8835 | .1380 2.0626 26203 | 100 | 3.00
Total 52 2.2692 .8658 1201 2.0282 25103 1.00 300

421 Our company strives to keep its Disagree 2| 2.0000 14142 | 1.0000 -10.7062 14.7062 100 | 300
employees happy Neutral o 21111 6009 2003 1.6492 2.5730 100 | 300
Agrec 41 21390 7088 107 22153 26628 1.00O 300

Total 52 2.3654 7148 | 9.91-02 2.1664 2.5644 LOO | 300

422 The benent and salary we receive  Disagree 2.0000 1.4142 | 1.0000 -10.7062 14.7062 100 | 3.00
e as good as muost ather compelitors Neutral 10 21000 5676 1795 1.6939 2.5061 1.00 3.00
HY MR Apree a2 | 22857 8913 1375 2.0080 25635 | 100 | 300
Total 54 2.2407 8453 1150 2.0100 24715 1.00 3.00

(423 There are benefits we do not have Disagree 2 | 25000 7071 .5000 -3.8531 8.8531 200 3.00
which we shoukd Neutral 10 | 22000 6325 2000 1.7476 2.6524 1.00 | 3.00
Agree 12 233313 8165 1260 2.0789 2.5878 1.00 3.00

Total 54 23148 1727 1052 2.1039 2.5257 1.00 3.00

424 When 1 do a good job, | receive Disagree 2| 1.5000 7071 5000 -4.8531 7.8531 100 | 200
recognition for it Neutral 10 1.9000 5676 1795 1.4939 2.3061 1.00 300
Agree 10 2.0500 8756 1384 1.7700 2.3300 1.00 300

Fotal 52 2 0000 8165 1132 1.7727 22273 1.00) 1.0
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ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

95% Conflidence Interval for Mean

Std. St
N Mean Deviation Error Lower Bound Upper Bound M. Max.
q25 Individuals who perform well at Disagree 2 2.0000 0000 .0000 2.0000 2.0000 2.00 2.00
their job stand o pood chance of being  Newral 10 | 21000 7379 2333 1.5722 2.6278 100 | 300
el Agree 2] 21429 8136 | 1255 1.8893 23964 | 100 | 300
) Total 54| 2129 77182 1059 1.9172 23420 100 | 3.00
420 1 am satistied with my chances for Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 3.00
salary increases Neutral 10 | 19000 5676 1795 1.4939 2.3061 100 | 300
Agree 11 | 19512 8646 1350 1.6783 2.2241 100 | 300
- Total 53| 19434 8184 1124 1.7178 2.1690 100 | 300
427 W relation o salary, | feel Disagree 2| 20000 0000 | 0000 | 2.0000 20000 | 200 | 200
appreciated by the organization Neutral 10 | 1.9000 5676 1795 1.4939 2.3061 1.00 300
Agree 41 | 19512 8047 1257 1.6972 22052 100 | 300
- Total 53 | 1.9434 7446 1023 1.7382 2.1486 100 | 3.00
Q28 Licel prade i my job. Disagree 2 | 25000 7071 5000 -3.8531 8.8531 200 | 300
Neutral 10 | 23000 6749 2134 1.8172 2.7828 100 | 300
Agree 12 | 23810 8250 1273 2.1239 2.6380 100 | 300
B Total 54 | 23704 7842 1067 2.1563 2 5844 100 | 300
429 1 sometmes fell my job is Disagree 2 | 15000 7071 5000 -4.8531 7.8531 100 | 200
pointless Neutral 10| 20000 6667 2108 1.5231 2.4769 100 | 300
Agree 2| 2142 899) 1387 1.8627 2.4230 100 | 300
B Tonal 54 | 20926 8527 1160 | 8598 2.3253 100 | 300
@30 I hke domgtlis job. Disagree 2 | 25000 7071 | .5000 -3.8531 88531 | 200 | 300
Neutral 10 | 23000 6749 2134 1.8172 27828 100 | 300
Agree 2| 2619 6968 1075 2.4019 2.8362 100 | 300
Total 54 | 25556 6914 | 9.4E 02 2.3668 27443 100 | 300




ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTTONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

95% Confidence

nterval for Mean

Sid. Sud

N Meun Deviation Error Lower Bound Upper Bound Min. Maix.

31 Hleel 1 have been worked oo hard. Disagree 2 1.5000 7071 .5000 -4.8531 7.8531 1.00 2.00
Neutral 10 2.2000 06325 2000 1.7476 26524 1.00 300

Agree 12 | 17857 9249 1427 1.4975 20739 oo | 3.00

Total 54 | 18519 8775 1194 1.6123 20914 100 | 3.00

32 1 feel that others around me are not  Disagree 2 | 1.5000 7071 .5000 -4.8531 7.8531 100 [ 200
working hard enough Neutral 10 2.0000 6667 2108 1.5231 2.4769 1.00 3.00
Agree 2| 19762 8968 1384 1.6967 2.2557 100 | 300

Total 54 1.9630 .8459 151 1.7321 2.1939 1.00 3.00

33 There 1s 100 much bickering and Disagree 2 | 20000 1.4142 [ 1.0000 -10.7062 14.7062 100 | 300
fiehting at work Neutral 10 1.6000 6992 2211 1.0998 21002 1.00 300
Agree 41 1.9024 .8890 1388 1.6218 2.1830 1.00 Jmn
Total 53 | 18491 8637 1186 16110 2.0871 100 [ 300

434 1 have 1o work harder at my job Disagree 2 | 15000 7071 5000 -4.8531 7.8531 100 | 200
becanse ot the mcompetence of Neutral 10 | 1.9000 7379 2333 13722 2.4278 100 | 300
vkt Agree 11 2.0244 8800 1374 1.7466 23022 1.00 3.00
Total 53 | 1.9811 8433 1158 1.7487 22136 100 | 300

435 Fhave contemplated quitting my Disagree 2 | 20000 1.4142 | 1.0000 -10.7062 14.7062 100 | 300
job here Newral 10 1 9000 8756 2769 12736 25264 100 3100
Agree 41 | 2.0000 9747 1522 1 6924 2.3076 100 | 300

Total 531 19811 9505 1306 1.7191 2.2431 100 { 300

36 This hotel property has low Disagree 2| 25000 7071 | 5000 -3.8531 88531 | 200 | 300
employee tmover rates Neutral 9 [ 18889 7817 2606 1.2880 2 4898 100 | 300
Agree 41 15122 7457 1165 1.2768 17476 1.00 300

Total 52 | 16154 .7709 1069 1 4008 1.8300 1.00 | 300
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ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTTONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Descriptives

95% Confidence Interval for Mean

Sud. Sid.
N Mean Deviation Error Lower Bound Upper Bound Min. Miix.
437 The majonty of our employees Disagree 2 1.5000 7071 .5000 -4.8531 7.8531 1.00 2.00
have been employved at this hotel for at Neurral 10 1 7000 6749 2134 12172 2 1878 1.00 3100
Ioast o Sir. Agree 1| 1536 7449 | 1163 1.3015 tm7 | o1oo | 300
Total 53 1.5660 7208 | 9.9£-02 1.3674 1.7647 1.00 3.00
(TRY-S l'.||||=|n.\c.c absence has affected our Disagree 2 1.0000 .0000 .0000 1.0000 1.0000 1.00 1.00
level of customer satistaction Neutral 10 2 4000 5164 1633 2 0306 2.7694 2.00 300
Aprec 41 2.2927 .B439 1318 2.0263 25591 1.00 Jjmn
Total 53 2.2642 8122 116 2.0403 2.4880 1.00 3o
439 We are constantly under staffed.  Disagree 2 | 2.0000 14142 | 1.0000 -10.7062 147062 | 100 | 300
Neutral 10 2.4000 5164 1633 2.0306 2.769%4 2.00 300
Agree 41 2.1951 .8432 A317 1.9290 2.4613 1.00 3.00
Total 53 2.2264 .8000 1099 2.0059 2.4469 1.00 300
(40 We hiave a loyal group of stable Disagree 2 | 3.0000 0000 | 0000 3.0000 30000 [ 300 | 300
employees Neutral 10 2.1000 8756 2769 1.4736 27264 1.00 300
Agree 41 2.0976 .8890 1388 1.8170 23782 1.00 300
Total 53 21321 8779 1206 1.8901 2.3741 1.040 3.00
g4 1 We constantly have employee Disagree 2 | 1.5000 7071 5000 -4.8531 7.8531 100 | 200
no-show s Neutral 10 | 22000 7888 2494 1.6357 2.7643 100 | 300
Agree 11 2.1707 8632 1348 1.8983 24432 1 00 300
Total 53| 21509 8412 | 1155 19191 23828 | 100 ] 300
J—i_.’. We e unn«l.tﬁll_; luoking for new  Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 300
employees Neutral 10 2.3000 6749 2134 1.8172 2.7828 1.00 300
Agree 41 2.3902 .8024 .1253 2.1370 2.6435 1.00 300
Total 53 2.3585 .7868 1081 2.1416 2.5754 1.00 3.00
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ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

TABLE XV, PART A: Deseriptives

Sid. Sid 95% Conlfidence Interval for Mean
N Mecan Deviation Error Lower Bound Upper Bound Min. Max.
g43 My organizanon stiesses customer Disagree 2 2.5000 7071 5000 -3.8531 8.8531 2.00 3.00
satisfaction Neutral 10 | 25000 5270 1667 21230 28770 2.00 3.00
Agree 10 | 2.6750 5723 | 9.0L-02 2.4920 2.8580 100 | 3.00
Total 52| 26346 5611 | 7.8E-02 2.4784 2.7908 .00 | 3.00
g4 T have many interactions with Disagree 2 | 30000 0000 | 0000 3.0000 30000 | 300 | 3.00
customers Neutral 10 | 2.1000 7379 2333 1.5722 2.6278 100 | 3.00
Agree 4| 270m 6798 1062 2.4927 2.9219 100 | 3.00
Total 53 | 2.6038 7163 | 9.8E-02 2.4063 2.8012 100 | 300
(45 Satislying a customer 1s the most Disagree 2 | 3.0000 0000 | .0000 3.0000 3.0000 300 | 300
important aspect ol my job Neutral 10 23000 6749 2134 1.8172 2.7828 1.00 300
Agree 41| 27071 6798 1062 2.4927 29219 100 | 300
Total 53 | 26415 6820 | 9.4E-02 2.4535 2.8295 100 | 300
q46 | feel 1 would serve customers Disagrec 2 | 2.0000 1.4142 | 1.0000 -10.7062 14.7062 100 | 3.00
hetier il were not for all of the red Neutral 10 | 22000 6325 2000 1.7476 26524 100 | 300
e Agree 41| 1.9024 8890 1388 1.6218 2.1830 100 | 300
Total 53 | 1.9623 8540 1173 1.7269 2.1977 1.00 | 300
.q-i 71 teel Tam ellective at making my Disagree 2 3.0000 .0000 .0000 3.0000 3.0000 3.00 3100
customers satisfied Neutral 10 | 26000 5164 1633 2.2306 2.9694 200 300
Agree 41 | 25854 7738 1208 23411 2.8296 1.00 | 300
Total 53 | 26038 7163 | 9.8E-02 2.4063 28012 100 ] 300
438 The service level at this hotel 1s Disagree 2 2.0000 1.4142 1.0000 -10.7062 14.7062 1.00 3.00
comstantly excecding expectations Neutral 10 | 22000 7888 2494 1.6357 27643 1.00 300
Agree 10 | 19250 8286 1310 1 6600 2.1900 1.00 300
Total 52 | 19808 8282 1148 1 7502 22113 100 300




ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18. 20 - 48)

TABLE XV, PART B: Test of Homogeneity of Variances

Levene |
. Statsuc dfl df2 Sig.
q! This company nas helpful employee tramming. 2.636 P 31 081
2 Qur i
2ﬂecﬁv:11mloyee Lruning programs are 5.036 - 49 010
3w i
?mple;:?t:d.m Employes totising 3.797 2 35| 030
q4 You have to complete a certain amount of
training hours before you are allowed to 1.439 = 49 247
perform a job on your own.
:-:i :‘ll: :rgamzaucm sSIresses customer service 623 - 5| 540
q6 I have had customer service training in the =312 - 19 002
last six months. 2= - '
q7 [ only had customer service tramning when | ~ <
began my yob here. +.651 z S0 o014
:ﬁ:;abvc had no customer service training at 6.644 p 18 003
q9 We are empowered. 2.130 2 47 130
q10 When hiring, the interview process for this > 060 z 51 138
company is not thorough enough. - - '
ql1 I have to many things 10 accomviish at n
work and not enough ume to do them all. A-121 - 4 e
q!2 [ have too much paperwork. 7.256 2 50 .002
q13 Many of the rules and procedures make - = 001
doing a good job difficulr. 7063 - 0 '
ql4 I often fe=i that | do not know what is going 5147 5 51 12
on with the organizauon. - - -
ql5 My supervisor 1s competent in performung 78 o 18 165
his/ her job. ' -
q16 When I have questions. i feel my supervisor 3 863 - 50 028
is approacnable. = =
ql7 My supervisor is fair to me. 1.445 2 S0 245
q18 My supervisor shows too little interest in 3571 - 50 036
the feelings ot subordinates. >y N B
q20 Our company provides rewards to 6982 . 19 002
emplovees based on length of empioyment. ' .
:il Our company strives 1o keep 1ts empiovees 1362 - 19 043
pPDY.
q22 The benerits and salarv we recerve are as ~ 57 4 51 | 001
good as mast other compeutors in the area. - B | [
q23 There ar= n=neiits we do not have wnich el | | ! 108
we snouid. B | B
?24 When | 4o a good 1o0b. | receive recoemuion 1S i - 19 | 026
or It .
g25 Ind:ividuais wno p2riorm well at tneir joo - 981 | - | < (160
stand a eood chance o! p2ing promotec " _




ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18. 20 - 48)

TABLE XV.PART B: Test of Homogeneity of Variances

Levene
Staustic dfl df2 Sie.

926 | am saustied with my cnances ror salary 3897 - 30 037
increases.
q27 In relation to saiary, I feel appreciated by 2 = .
the organizarion. 3.309 30 045
q28 I feel pnde in my job. 1.399 2 51 .256
q29 I someumes fell my job is pointless. 5.088 = 51 010
q30 I like doing this job. 025 4 51 975
q31 1 feel I have been worked too hard. 6.435 2 51 .003
q32 I feel that others around me are not working = F
hard enough. 3.678 2 51 .032
q33 There 15 too much bickenng and fighting at 1.550 5 50 aaa
work.
q34 | have to work harder at mv job because of - - =

. ; 1.322 2 30 276
the incompetence of co-workers.
q35 I have contemplated quiting my job here. 2.050 2 50 139
q36 This hotel property has low employee 375 > 19 299
tumover rates.
q37 The majonry of our employees have been 478 > 50 621
emploved at this hotel for at least one year.
q38 Employge ab;cnce has affected our ievel of 7.968 5 50 001
customer sausfaction.
q39 We are constantly under-staffed. 2715 2 50 046
q40 We have a loyal group of siable employees. 3.981 2 30 025
q41 We constantly have emplovee no-shows. 871 2 30 425
q42 We are constantly looking for new | 643 5 <0 04
emplovees.
q43 My organizanion stresses customer 048 > i 953
satisfacuon.
q44 | have many interacuons with customers, 1.151 2 50 e .
q45 Sa!.isfying a customer is the most imporiant 1.343 - 50 70
aspect of my job.
q46 | fccl_l wouid serve cusiomers better if it 1924 5 50 048
were not for all of the red tape.
q47 | feei | am effecuve at making my 719 ) 50 076
customers sausfied.
q48 The service level at this hotel 1s constantly 587 B 19 <60
exceeding expectations




TABLLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

Sum of Mean
Squares df Squarc F Sig.

gl Ths company has helplul Between Groups 1.672 2 .836 1.391 .258
employee training Within Groups 30.643 51 601

Tunal 32315 53
42 Our cmployee training programs Between Groups 108 2 5.385E-02 085 919
are elfective. Within Groups 31.200 49 637

Tutal 31.308 51 _
gl We need more rih[ﬂ}-cc uaining Between Groups 3.292 2 1.646 2.808 071
implemented Within Groups 26.375 45 586

L 29.067 47
g You have 1o complete a certain~ Between Groups 330 2 165 191 827
amount of traimng hours before you V/ithin Groups 12,439 49 866
ae allowed o perform a job on your Total 42769 5
:;‘m\‘._\m—r‘g;n_r.'.lllnn stresses Between Groups 183 2 9.153E 02 126 .882
coslumer service training Within Groups 37.076 51 727

Tonal ) 37.259 53
q0 1 lave had customer service Between (_ilull“lds o 283 2 A4l 174 841
taming in the Tast six months. Within Groups 39.775 19 812

Toral 40.058 51
(7 Lonly lud customer seivice Between Groups 2175 2 137 193 825
twaming when Fhegan my job here Within Giroups 35612 50 712

Total 35 B87 52 o )
g8 1 have had no Customer service Between (_irut_sps_'_ 872 2 430 602 .552
traming at this job Within Groups 34.775 48 124

Total 35.647 50

- .
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TABLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

Sum of Mean
Squares df Square F Sig.
49 We are empowered. Between Groups 2.648 2 1.324 3015 059
Within Groups 20632 47 439
Total 23.280 49
q10 When hinmg, the interview Between Groups 494 2 247 .524 .595
provess for this company is not Within Groups 24.043 5] 471
thotough enough. Total 24.517 53
q_ll—m::n_nm; Illlilg_s-l‘l.;_ Between Groups 433 2 216 304 739
accomplish ar work and not enough Within Groups 34.875 49 712
tine o do them all Total 35.308 51
ﬁ [ have _I.Jn_in{LT;p;pr work Between (imups__ 1.905 2 952 1.209 307
Within Gronps 39.378 50 788
F'owal 41.283 52 . =
ql_i Many of the rules and Between Uluu[;; ] .506 2 253 333 718
procedures make doing a good job Within Groups 18.022 50 760
ditticult. Tonal 38.528 32
mi‘--_tlc_n_h:cl that | do not know Between Groups 640 2 320 .88 681
what s going on with the Within Groups 42.119 51 826
SHEANIEAm Total 42159 53
'n-]‘l‘ﬂ\i;uycn 1OT IS competent in Beiween Groups 4.121 2 2.060 6.168 004
peclorming his/ her job. Within Groups 16.036 48 334
Total 20.157 50
qlo When | have questions, | feel Between Groups 2.268 2 1134 3218 048
my supervisor is approachable Within Groups 17.619 50 352
Total 19.887 52




TABLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

Sum ol Mean
Squares di Square I Sip.
g b7 Ny supervisonis Lan (o me. Between Groups 4.156 2 2078 4.522 Vl6
Within Groups 22976 50 460
- o Total 27.132 52
18 My supervisor shows oo hule Between Groups 4.194 2 2007 3.352 043
micrestan the lechnes of Within Groups 31.278 50 626
subordinares Total 35.472 52
(20 Our company provides iewards  Between Groups 3.456 2 1.728 2.435 098
o employees bised on length of Within Groups 14.775 49 710
cmployiment Total 18.231 51
21 Our company stives o keepits Between Groups 1.071 2 536 1.050 358
employees happy Within Groups 24986 19 510
e o Tunal 26.058 51
(22 The benehits and salary we Between Gioups .399 2 199 271 763
UV are as j'l)iI{! as most l.“hlfl \V“hi“ Gn}ups ]f.‘?l SI 7]5
competitors i the area Total 37.870 53
Q73 There are benehis we do not Between Groups 215 2 107 174 841
have which we should Within Groups 11.433 51 616
— Tonal 31.648 53
24 When Fdo a good job, | receive  Belween Groups 700 2 350 315 601
recognition for i Within Groups 33.300 19 680
Total 34.000 51
425 Individuals who perform well at - Between Groups 4.974E-02 2 2.487E-02 040 961
their job stand a pood chance of Within Groups 12.043 | 628
being promaoted Total 32.093 53




“n

TABLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTTONS (19 vs. 1 - 18, 20 - 48)

Sum of Mean
Squares dl Square F Sig.
G20 Lam saushied with my chances Between Groups 2.775E-02 2 1.387E-02 020 980
for salary increases Within Groups 14 802 50 696
Fotal 34.830 52
G27 brclanon o salay, Tleel  Between Groups 2.775E-02 2 I.387E.02 024 976
appreciated by the organization, Within Groups 28.802 S0 576
Total 28.830 52
:lﬁ_l Et:l_'!l-;l_j:‘ll. 61_5-_1.111 Between Groups 8.783E-02 2 4.392E-02 069 934
Within Groups 32 505 51 637
Total 32.593 53
1_1_2‘_) 1 sometimes tell |iiy Jobas Between Groups .894 2 447 .606 .550
pointless Within Groups 37.643 51 138
Tonal 38.537 53
I.I..I;U e -.l-u;n[.-_:-llus joh. Butween Groups 829 2 414 862 428
Within Groups 24.505 51 480
Total 25.333 53
431 Lieel have been worked 100 Between Groups 1.643 2 822 1.070 351
hand Within Groups 39.171 51 768
Total 40815 53
32 Fleel that others around me are Between Gl-l-l_l.lp; 450 2 225 306 738
not working hard enongh Within Groups 17476 51 135
Twtal 37.926 53
4 33 Lhere is too much l.)l-n.'ll._c_ung and  Between Groups 783 2 391 515 601
fighting at work Within Groups 38.010 50 760
Total 38.792 52

e



TABLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

Sum of Mean
Squares di Square F Sig.

(4 L have 1o work harder at my job Between Groups .606 2 303 416 662
because of the mcompetence of Within Groups 16.376 50 728
coowathers Totl 36.981 52
._|_§_‘.'|_I have ¢ l1illl.'lll[l‘d_llt-'tfl_lIlﬁi_!llg_llly Between Groups 8.113E-02 2 4.057E-02 043 058
job heie Within Groups 46.900 50 918

Tutal 46.981 52
430 Ty hotel property has low Between Groups 2.675 2 1.337 2.372 104
employee tumover rates Within Groups 27.633 49 .564

Total 30.308 | 51
g3/ The .ll_l.ljulll)- ol our E\pluyecs Between Gmups_ 224 2 112 .209 812
have hecn employed at this hotel for — Within Groups 26.795 50 536
at least one year Total 27.019 52
(38 Employee absence has allected Between Groups J414 2 1.707 2.763 073
onr level of customer satislaction. Within Groups 30.888 50 618

Total 34.302 52
q_l‘_l We are 1'11-I;;-|;;l-il_|;'_1!llll-c[-_:-I;l“'t'd. Between Groups 444 2 222 338 15

Within Groups 32.839 50 657

Total 33.283 52
g0 We have o 'Im.).-nl_l:mnp of stable  Between Groups 1.566 2 783 1.016 369
employees Within Groups 38510 50 770

Fotal 40075 52 -
g1 We comstantly have employee  Between Groups 888 2 T 618 543
no-shows Within Groups 35905 50 718

Total 36.792 52




TABLE XV, PART C: ANOVA

ONEWAY ANALYSIS
WORK ENVIRONMENT vs. ALL QUESTIONS (19 vs. 1 - 18, 20 - 48)

Sum of Mean
Squares df Square F Sig.
g42 We e constantly looking for Between Groups 333 2 166 261 1
new employees. Within Groups 11 856 50 637
Total 32.189 52
G4 My organization stresses Between Groups B 283 2 141 439 647
customer satisbachion Within Gmllp'\' 15.775 49 322
Total 16.058 5l
.lili 1 have many mteractions with Between Groups 3.291 2 1.046 3518 .037
customers Within Groups 23.388 50 468
Toral 26.679 52
—q»l_.‘) Satislymy a customer 1s the Between Groups 1.601 2 800 1.772 181
mostimportant aspect of my job Within Groups 22 588 50 452
Tural 24189 52
-¢|-l{u Licel | would serve customers Between Groups 15 2 357 480 621
better b were not for all of the red Within Groups 37.210 50 744
Rpe Total 37.925 52
t|‘ 71 deel Tam cllecuve .-ﬂ]ﬂﬁfg' Between Groups 328 2 064 11 134
my customers satishied Within Groups 26.351 50 S
Total 26.679 32 B
AR The sen 1o level at this hotel is Between Groups 606 2 303 432 .652
consbantly excecding expectations Within Groups 31.375 19 02
F'tal 34981 51




ONEWAY ANALYSIS

EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVL PART A: DESCRIFTIVES

95%. Conlidence Interval for Mean

Sid.
N Mean Deviation Sud. Error Lower Bound Upper Bound Min. Max.

q1 This company has helplul Disagree 24 2.4583 7790 1590 2.1294 2.7873 1.00 3.00
employce traming Neutral 6 2 1667 7528 3073 1.3767 29567 1.00 300
Agree 24 2333 1614 1554 2.0118 2.6548 1.00 3.00
Toual 54 2.3704 1597 1034 2.1630 2,577 1.00 300
q2 Our employee taining programs  Disagree 24 2.0417 .8065 1646 1.7011 2.3822 1.00 3.00
are effective Newral 6 2 0000 0000 0000 2.0000 2.0000 2.00 2.00
Apree 22 222713 8691 1853 1.8419 26126 1.00 300
- Total 52| 21154 7835 1087 1.8973 23335 | 100 [ 300
qY We need more employee Disagree 22 2217 9351 1994 1.8581 2.6873 1.00 3.00
traning implemented. Nentral 6 2331313 5164 2108 1.7914 2.8753 200 300
Anree 20 2 6000 .6806 1522 2.2815 29185 1.00 100
- Total 48 | 24167 7945 1147 2.1860 26474 | 100 | 300
g4 You have lu_ualt'nplclc acenain  Disagree 24 2.0417 9546 1949 1.6386 2.4448 1.00 300
amonnt of trainimg hours before you  Neral N 2 4000 5477 2449 17199 30801 200 100
deallasadinperama e Apree B3 22m4 9514 1984 1.8060 20288 | 100 | 300

- Toual
32 21538 9158 1270 1.898Y9 24088 1.00 3.00
45 My orgamization stresses Disagree 24 20833 9286 .1896 1.6912 2.4755 1.00 3.00
customer service training Neutral 6 23333 8165 1333 1.4765 3 1902 1.00 300
Agice 24 2 5000 1223 1474 2.1950 2 8050 1.00 100
Towal 54 2.2963 .8385 NEER 20674 2 5252 1.00 300
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TABLE XVI, PART A: DESCRIPTIVES

ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

95% Conlidence Interval for Mean

Sud.
N Mecan Deviation Sud. Error Lower Bound Upper Bound Min. Max.

qO 1 have had customer service Disagree 24 2.1250 9470 1933 1.7251 2.5249 1.00 3.00
taminy i the Bt sixomonths. Neutral 6 21667 4082 1667 17382 2 5951 200 100
Aprce Ly 21304 9409 2006 {7192 25535 .00 100

Total 52 21346 8863 1229 1.8879 23813 .00 300

q7 Louly had customer service Disagree | 24 | 1.3750 6469 1320 1.1018 1.6482 1.00 3.00
tnaming when | began iny job here. Neutral 6 2 0000 6325 2582 13363 2.6637 1.00 3.00
Agree RS 1.8696 9679 2018 1.4510 2.2881 1.00 3.00

Total 5] 1.6604 8307 A141 14314 1.8894 1.00 3.00

48 1 have had no customer service Disagree 24 1 6667 9168 1871 1.2795 2.0538 1.00 3.00
framing at this joh Neutral 6 1.8333 4082 1667 1.4049 2.2618 1.00 200
Agree 20 1. 6000 8826 1974 1.1869 2.0131 1.00 300

B B Total s0 | 1.6600 8478 1199 14191 19009 | 100 | 300
g9 We are empowered Disagree 21 2.0952 7684 1677 1.7455 2.4450 1.00 300
Nentral 5 22000 4472 .2000 |.6447 2.7553 2.00 3.00

Apree M 2.1250 6797 1387 1.8380 24120 1.00 300

Total 50 2 1200 6893 9.748L. 02 1.9241 23159 1.00) 31.00

q10 When hinng, the interview Disagree 24 20417 7506 1532 1.7247 2.3586 1.00 300
process fon this company is not Neutral 6 18333 1528 1073 1.0433 2.6233 1.00 100
Mnroatgthi envugh Agree 24 21667 5647 1153 1 9282 2 4051 100 300
Total 54 20741 .6688 9. 10102 1.8915 2.2566 100 300

11 T have 10 many things 10 Disagree 24 1.7500 7940 1621 1.4147 2.0853 1.00 300
accomplish at work and notenough— Newtral 6 2 1667 4082 1667 1.7382 2.5951 200 300
tine to do thenm all Agree Ly 25909 1341 1565 2.2654 29164 1.00 300
Total 52 21538 .8257 1145 1.9240 2 3837 1.00 300
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ONEWAY ANALYSIS

EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVI, PART A: DESCRIPTIVES

95% Confidence Interval for Mean

Sud

N Meun Deviation Std. Error Lower Bound Upper Bound Min. Max.
412 I have too much paperwork. Disagree 24 1.4583 7211 1472 1.1539 1.7628 1.00 3.00
Neurral 6 18333 7528 3073 1.0433 26233 1.00 3.00

Apree 23 20870 9960 2077 1.6562 25177 1.00 3.00

Total 53 1.7736 8910 1224 1.5280 2.0192 1.00 3.00

(13 Many of the rules and " Disagree 24 | 15833 8297 1694 1.2330 1.9337 1.00 3.00
procedures make doing a good job Meutral I 21667 1528 3073 1.3767 2.9567 100 3.00
dithcuh Agree 3 214739 8341 1739 1.8132 2536 | 100 3.00
Total 53 1.9057 8608 1182 1.6684 2.1429 1.00 3.00

ql4 Lotien feel that Tdo not know  Disagiee | 24 1.6250 8754 1787 1.2554 1.9946 1.00 3.00
whatis poing on with the Neutral 6 20000 6325 2582 13363 26637 1.00 100
DEERtraien Agree 24 19167 9743 1989 1.5053 23281 1.00 3100
Tozal 54 1.7963 8982 1222 1.5511 20415 1.00 300

15 My supervisor is competent in - Disagree 24 2.8333 3807 | 7.771E-02 2.6726 29941 2.00 3.00
pertonmng his/ her job. Neutral 6 2 5000 5477 2236 1.9252 3.0748 200 3.00
Agree 21 23810 8047 1756 20146 2.7473 1.00 3.00

- B Total 51 26078 6349 | 8.891E-02 24293 2.7864 1.00 3.00
q16 When have questions, | feel Disagrec 23 29130 2881 | 6.007E-02 2.7885 3.0376 200 00
My supervisor iy approachable Newtral 6 23333 5164 2108 17914 28753 200 300
Apree 24 2 5000 7802 1593 21706 2.8294 1.00 300

Towal 53| 26604 6184 | 8495t 02 2 4899 28308 100 [ 300

q17 My sopervisoris faictome. Disagree 23 27391 6192 1291 24714 3.0069 1.00 3.00
Neutral 6 21667 7528 3073 13767 29567 1.00 3.00

Agree 24 2.3750 8242 1682 20270 2.7230 1.00 3.00

Total 53 25094 7499 .1030 2.3027 27161 1.00 300




TABLEXVL PART A: DESCRIPTIVES

ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

95% Conhdence Interval for Mean

Sud

N Mcan Deviation Sid. Error Lower Bound Upper Bound Min. Max.
(18 My supervisor shows too little Disagree 24 1.7917 .8330 1700 1.4399 2.1434 1.00 3.00
interest in the feelings ol Neutral 6 20000 6325 2582 1.3363 26637 1.00 3.00
Subradinney Aprec 3| 1821 8869 1849 1 4426 2209 | 1.0 300
. Total 53 1 8302 8259 1134 1.6025 2.0578 | 00 3.00
191 hike iy 0 \\r‘l‘“‘i\.l‘]‘i. Disagree 24 2.7500 5316 .1085 2.5255 2.9745 1.00 3.00
Neutral 6 25000 5477 2236 1.9252 3.0748 2.00 300
Agiee 2 2.1826 5184 1081 2.5584 3.0068 1.00 3.00
Total 53 2.7358 5244 | 7204602 2.5913 2.8804 1.00 300
420 Our Company provides rewards  Disagree 24 2.5000 8341 1703 2.1478 2.8522 1.00 300
to employees based on length of Neutral 5 2 0000 707 3162 1.1220 28780 1 00 100
cunploymen Agiee L 20000 9045 1886 1 6089 23911 100 300
Fotal 52 22308 8771 1216 1.9866 24749 100 100
G211 Our company stiives to keep its Disagree 23 25217 6653 1387 2.2340 2.8095 1.00 300
employees happy Neutral 6 21667 4082 1667 17382 25951 2.00 300
Agree 23 22174 7952 1658 1.8735 2.5613 1.00 300
- Total 52 2.3462 7108 | 9 857E-02 2.1483 25441 1.00 3.00
(22 The benetus and salary we Disagree 24 2.5417 20 1472 2.2372 2.8461 1.00 300
receive are as good as most other Ncutral 6 18313 7528 3073 1.0433 26233 1.00 3100
GO IRRI O U e Agree 2 1.9583 9079 1853 1.5750 23417 1.00 300
Total 54 22037 8552 1164 1.9703 24371 1.00 300
23 Mheie are benelits we donot Disagree | 24 | 22500 8470 729 | 18923 26077 | 1.00 300
have which e should Newral 6 2.0000 6325 2582 1.3363 26637 100 300
Agree 24 24167 7755 1583 20892 27441 1.00 3100
Fotal 54 22963 7922 1078 2 0801 25125 100 300
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TABLE XVL PART A: DESCRIPTIVES

ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

95% Conhdence Interval for Mean

Sud
N Mean Deviation Sid. Euor Lower Bound Upper Bound Min. Max
q24 When Ldoa good job, receive  Disagree 24 2.1250 8502 1735 1.7660 2.4840 1.00 3.00
recognition for it Neutral 5 2 0000 7071 3162 1.1220 2.8780 1.00 1.00
Apree 23 1 §261 8311 1739 14654 2.1868 1.00 300
Total 52 1.9808 8282 1148 1.7502 22113 1.00 300
425 Individuals who perform well  Disagree 24 2.2500 8470 1729 1.8923 2.6077 1.00 3.00
at their joh stand o good chance of Neutral 6 233133 5164 2108 1.7914 2 8753 200 3.00
heing promotesd Agree 24 | 20000 7223 1474 16950 23050 | 1.00 3.00
Total 54 2 1481 1625 .1038 1.9400 2.3563 1.00 300
l].:](l Fam satishied with my chances Disagrc:- 24 20417 .8587 1753 1.6791 2.4043 1.00 300
forsalary creases. Neutral 6 1.8333 4082 1667 14049 220618 1.00 2.00
Apree 23 1.8261 8341 1739 1.4654 2.1868 1.00 300
T'otl 53 19245 .8050 1106 1.7026 2.1464 1.00 3.00
.|.‘? I relation 1o \;lli-l'r-)', 1ieel Disagree 24 2 1667 7614 1554 1.8452 2.4882 1.00 100
apprecnted by the orgamization Neutral 5 1 6000 5477 2449 9199 22801 1.00 200
Apree 24 1 7500 6757 1379 1 4647 20353 100 300
Towal 53 1.9245 7298 1003 1.7234 2.1257 1.00 300
428 | feel pride mnomy job. Disagree 24 2.6250 7109 1451 2.3248 29252 1.00 3.00
Neutral 6 2 5000 54amn 2236 1.9252 3.0748 2.00 300
Agree 24 20417 8065 1646 1.7011 23822 1.00 3.00
Total 54 23519 7808 1063 2.1387 2.5650 1.00 3.00
-EE‘_J 1somenmes fell my jobis Disagree 24 19583 .9546 .1949 1.5552 23614 1.00 3.00
pointiess Neutral 6 2.5000 5477 2236 19252 3.0748 2.00 3100
Agree 24 2.1667 7614 1554 1.8452 2.4882 1.00 Jon
| Total 54 21111 .8393 1142 1.8820 2.3402 1.00 300




ONEWAY ANALYSIS

CMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLEXVL PART A: DESCRIPTIVES

Std. 95% Conlidence Interval for Mean
N Mean Deviation Sid. Error Lower Bound Upper Bound Min. Max.

Q30 T hike duing this job. Disagree 24 2.7500 6079 1241 2.4933 3.0067 1.00 3.00
Neutral 6 25000 5477 2236 19252 10748 2.00 100

Agree 24 23750 7697 1571 2.0500 2.7000 1.00 3.00

Total 54 25556 6914 | 9.408E-02 2.3668 2.7443 1.00 3.00

@31 Licel have been worked too Disagree 24 16250 8754 1787 1.2554 1.9946 1.00 3.00
hand Neutral 6 1 8333 7528 3073 1.0433 26233 1.00 3.00
Agree 24 2.0833 8805 1797 17115 2.4552 1.00 300

Total 54 1.8519 8775 1194 1.6123 2.0914 1.00 3.00

32 1 feel that others around me are  Disagree 24 1.5833 8297 1694 1.2330 1.9337 1.00 3.00
not working hard enough. Neutral 6 2.0000 6325 2582 1.3363 2.6637 1.00 3.00
Agree 24 2.4167 173 1464 2.1138 2.7195 1.00 300

- Total 54 2.0000 8467 1152 1.7689 2.2311 1.00 3.00
33 There 1s 100 much bickering Disagree 24| 12017 6241 1274 1.0281 15552 | 1.00 300
and fighting at work Neutral 6 2.5000 5477 2236 19252 3.0748 2.00 300
Apree 24 2.2917 8065 1646 19511 26322 1.00 300

- Total 54 1.8704 8697 1184 1.6330 21078 1.00 300
34 Lhave to wark harder at my job  Disagree 24 1.3750 .6469 1320 1.1018 1.6482 1.00 300
hecatise of the incompetence of Neutral 6 2 0000 0000 0000 2.0000 2 0000 2.00 200
Comirks Agiee N 2.6087 65064 1369 23249 2.8925 1.00 3100
- Fotal 53 1 9811 8433 1158 1.7487 22136 1.00 300
Q36 Hus hotel property has low Disagree 24 1.5000 16594 1346 1.2216 1.7784 1.00 300
employee wmover rates Neurral 6 21667 4082 1667 1.7382 25951 2.00 300
Agree 23 1 6087 8913 1859 1.2233 1.9941 1.00 3.00

Tolal 53 1 6226 7653 1051 14117 1.8336 1.00 3.00




ONEWAY ANALYSIS
EMPLOYEL TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVI, PART A: DESCRIPTIVES

Sud. 95% Confidence Interval for Mean

N Mean Deviation Sud. Erron Lower Bound Upper Bound Min. Mux.
37 Lhe majonty of our employees  Disagree 24 1.6250 .8754 1787 1.2554 1.9946 1.00 3.00
have heen employed at this hotel Neutral 6 1 8317 4082 1667 1 4049 22618 1.00 200
o at:feast ome year Agree M 1.5000 16594 1346 1.2216 1.7784 1.00 300
Total 54 1.5926 7402 .1007 1.3906 1.7946 1.00 3.00
38 Employee absence has affected  Disagree 24 1.9583 8587 1753 1.5957 2.3209 1.00 3.00
our level of customer satisfaction. Neutral 6 71113 5164 2108 1.7914 28753 2.00 3.00
Aptee M4 25833 173 1464 2.2805 2.8862 1.00 100
Total 54 2.2778 8107 1103 | 2.0565 24991 1.00 300
439 We ane constantly Disagree | 24 1.8750 7974 1628 15383 22117 1.00 3.00
under staffed Nentral 6 21667 4082 1667 1.7382 2.5951 2.00 3.00
Agree 24 26250 7109 1451 2.3248 29252 1.00 3.00
Taal 54 22407 1994 .1088 2.0225 2.4589 1.00 3.00
10 We have a loyal group of Disagree 24| 20833 9286 1896 1.6912 24755 1.00 3.00
stable employees Neutral 6 23333 5164 2108 17914 28753 2.00 300
Agree 4 21667 9168 1871 1.7795 25538 1.00 300
- Total 54 2 1481 8775 194 | 1.9086 2 3877 1.00 3.00
041 We constantly have employee  Disagree 24 20833 9286 1896 1.6912 24755 1.00 3.00
na-shows Neutral 6 1 8333 4082 1667 1.4019 22618 1.00 200
Agree % 23043 8221 1714 1 9488 2.6599 100 300
Fonl 53 2 1509 8412 1155 19191 2.3828 1.00 3 00
42 We are constamly looking for  Disagree | 24 | 2.1250 9470 | 1933 17251 | 25249 | 100 | 300
new employees Newtral 6 2 1667 4082 1667 1 7382 25951 200 300
Agree 24 2 6667 5647 1153 24282 2.9051 1.00 300
Total 54 23704 7842 1067 21563 2.5844 1.00 300
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ONEWAY ANALYSIS

EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLEAVL PART A: DESCRIPTIVES

95% Confidence Interval for Mean

Siud.
N Meun Deviation Sud. Error Lower Bound Upper Bound Min. Max.
q43 My orgamzation stresses Disagree 24 2.7500 5316 .1085 2.5255 2.9745 1.00 3.00
customer <atisfaction Neural 5 2 1000 5477 2449 1.7199 3.0801 200 300
Agree 23 25217 5931 1237 2.2653 2.7782 1.00 3.00
Total 52 26154 5655 | 7.842E-02 2.4580 2.7728 1.00 3.00
.l|4-l hli;:?c?ﬁng interactions with Disagree 24 26250 7697 1571 2.3000 2.9500 1.00 3.00
customers Neuual 6 2 5000 5477 2236 19252 3.0748 2.00 3.00
Agree 24 2 6250 7109 1451 23248 29252 1.00 3.00
Total 54 26111 7115 | 9.683E-02 24169 2.8053 100 3.00
45 Satislying a customet is the Disagree 24 2.6667 7614 1554 2.3452 2.9882 1.00 3.00
most nnportant aspect of nmy jnll. Neutral 6 2 5000 5477 2236 1.9252 3.0748 2.00 100
Agree 24 2 6667 6370 1300 23977 2.9357 1.00 3100
- Toul 54 2.6481 6773 | 9.217E-02 2.4633 2.8330 1.00 300
446 1 feel I would serve customers  Disagree 24 1.7500 8969 1831 1.3713 2.1287 1.00 3.00
better it it were not for all of the Neutral 6 1.8333 7528 3073 1.0433 26233 1.00 3.00
red tape Agree 2 2.1667 8165 1667 1.8219 25114 100 3100
Total 54 19444 8560 1165 1.7108 2.1781 1.00 300
47 Dieel Lam elfective at making  Disagree 21 | 25000 834) 1703 2.1478 2.8522 1.00 300
my customers satisfhied Newtral 6 23313 5164 2108 1.7914 28753 2.00 3.00
Agree ik ! 2 7826 5997 1251 2.5233 3.0420 1.00 3.00
Total 53 2 6038 7163 | 9 839E-02 24063 28012 | 100 3.00
Qa8 e service level atthis hotel— Disagree | 24| 2.1667 8681 1772 1.8001 25332 | 10| 300
1s constantly exceeding Neutral 6 2133313 5164 2108 1.7914 2 8753 200 100
ckpaeiations Apree 23 16957 7648 1595 1.3649 20264 1.00 300
Total 51 19811 8202 1127 1 7551 2 2072 1.00 300




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVEL PART B: TEST OF HOMOGENEITY OF VARIANCES

Levene

Statistic drl di2 Sig
g1 His company has helptul employee traiming. 284 2 51 754
2 Oue employee training programs are effective 8.782 2 19 001
(3 We peed more employee traming umplemented. 6.248 2 45 004
g You have o complete a certain amount of training hows befoie you 4062 2 19 023
are allowed 1o perform i job on your own.
(45 My 0rgamzanon stresses customer service aining. 2.391 2 51 102
q0 I lave had costomer service traimmg in the last six months. 9.491 2 49 000
q7 Lonly had costomer service trmmng when | began my job here. 10.405 2 50 000
8 Tlenve had no customer service trammig at this job 6.307 2 47 004
49 We are empowered 911 2 47 409
QL When hinmg, the ienview process Lo s company is not 710 ) 51 496
thorough enongh
g have o many thiogs woaccomplish at work and not cnough time 1o 2803 2 49 070
dosthem all
12 Phave tow o h paperwork 8.297 2 50 001
gy ML ol the rules and procedures mabe domg a good job dithicalt .508 2 50 605
qbbTolen eehhat Tdo not know what is going on with the 6.989 ) 51 002
oiranisabion
qbS My superoson s competent i perlormmmg s/ her b 12.068 2 48 000
gl When have guestions, 1 feel iny supervisor is approachable 16.039 2 50 000
17 My supervisor is Lan w me 3272 2 50 046
s M} supersisor shioses too e mterest i the techngs ol 31307 ) 50 045
subordinates
Q1O Thke my co workens Al8 2 50 660
20 Our company provides rewards to employees based on length of 1625 ) 49 207
cmployment

-
Ci

Y




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XV PART B: TEST OF HOMOGENEITY OF VARIANCES

Levene

Statistic drl di? Sig.
421 Our company stiives to keep its employees happy. 3.405 2 49 041
(22 The benefis and saliry we receive are as good as most other | 808 > 51 174
competitors i the area
23 There are benetits we do not Tave wlinch we should 3.023 2 51 057
G20 When Ldo a good job, Lrecerve recopmition lor it 1.370 2 49 264
25 Tndividualy who perforn well at their job stand a good chance of 2575 o 51 086
bemg promoted
20 1 am sansticd with my chances lor saliany increases 3.089 2 50 054
(27 Inrelation 1o salary, 1 leel appreciated by the orgamization, 381 2 50 .685
28 D leel prde o my jub 344 2 51 710
29 Frometmes fell my jobs pomless 4.422 2 51 07
30 1T hike domng this job 3.026 2 51 057
Q3 Dleel T have been worked oo hard 834 2 51 440
32 Fleelthar others around me are not working hand enough 2.898 2 51 064
33 There i oo much bickenng and fighting at work 2898 2 51 064
o3 Fhave wowork harder at my job beeause of the incompelence of 6.986 ) 50 002
cooworhers
30 This hotel property as low employee lumover rates. 6.797 2 S0 002
37 The majonty of our employees have been employed at this hotel for 6.610 3 51 003
atleast one yea
QI8 Emiplosece absence has alleated ome fevel ol costomer sauslaction 1.351 2 51 268
39 We are constantly under-staffed 2.030 2 51 142
40 We Biave a loyal gronp of stable cmiployees 3674 2 51 032
1 We constantly have employee no-shows 6.320 2 50 004
(42 We are constantly looking for new employees 15.418 2 51 000




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVL PART B: TEST OF HOMOGENEITY OF VARIANCES

lLevene

Statistic dfl di2 Sig.
43 My orgamzation stiesses customer satistaction. 1.591 2 49 214
QU haee many interactions with customers 123 2 51 885
o b Saredying o customer s the most important aspect ol my job 13 2 51 893
:Il::| teel Dwaould serve costomers better il it were not for all of the red 1297 2 51 282
A7 Ul B ettecnve at makang my customers sabished 1827 2 50 028
(18 The service level at this hotel is constantly exceeding expectations. 2.050 2 50 .139
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EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

ONEWAY ANALYSIS

TABLE XVL PART C: ANOVA

Sum of
Squares df Mean Square F Sig.

g1 This company has helptul employee Between Groups 468 2 234 .396 675
taining Within Groups 30.125 51 591

Total 30.593 53
42 Our employee training programs are Between Groups 486 2 243 386 682
elfective. Within Groups 30.822 49 629

Twal 31.308 51
:ﬁ We need more cmp_lnyrc training Between Gioups 1.170 2 .585 924 405
implenented Within Groups 28.497 45 633

Tl 29667 | 47
n?l_hu_n i.;\_t'_ll_l:"llllclc a certain amount of Between Groups 698 2 .349 406 668
traning hows before you are allowed w Within Groups 42.071 19 859
petlonma ol on yow own Total 42.769 51
(5 My ul_ngIum slresses cuslomer service Between Groups 2.093 2 1.046 | 1.517 229
framing Within Groups 35.167 51 .690

Total 37.259 53
qt‘:ﬂl have had customer service training in the Between Groups 8.450E-03 2 4.225E-03 .005 995
Last six months Within Groups 40.049 49 817

Tuotal 40.058 51
q7 Lonly had customer service training when | Between Groups 3.653 2 1.827 | 2.833 068
began my job Lere. Within Groups 32.234 50 645

Total 35.887 52
qb‘—lil-_l—\ ¢ had no customer service training at Between Groups 253 2 127 170 844
this job Within Groups 34.967 47 744

Tutal 35.220 49




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVL, PART C: ANOVA

Ovl

Sum of
Squares dr Mean Square F Sig.

g We are empowered. Between Groups 4.548E-02 2 2.274E-02 046 955

Within Groups 23.235 17 494

Total 23.280 49
qib_whmiﬁiﬂg;ﬁ mterview process forthis  Between Groups .579 2 .289 .638 532
company is not thorough enough. Within Groups 23.125 51 453

Twal 23.704 33
ql_ll have to n;-._my lluugs.lu accomplish at Between Groups 8.118 2 4.059 | 7.462 .001
work and not enough time 10 do them all Within Groups 26.652 49 544

Toral 34.769 51
412 1 have 0o much paperwork. Betwcen Groups 4.665 2 2333 | 3.185 050

Within Groups 316.618 50 132

Twnal 41.283 52
413 Many ot the rules and procedures make Between Groups 4.557 2 2279 | 3.354 043
doing a good job difficult. Within Groups 33.971 50 679

Total 38.528 52
.|-I.i_l olten teel that Tdo not know what is Between Groups 1.301 2 050 .800 455
going on with the organization. Witlun Groups 11.458 51 813

Total 42.759 53
_qIS My st?tjl.n.\:_ir s compelent in performing Between Groups 2.371 2 1.186 | 3.200 .050
his/ her job Within Groups 17.786 48 3n

Total 20.157 50
:; 16 When | have questions, | feel my Between Groups 2.727 2 1.364 | 3.974 .025
supervisor is approachable Within Groups 17.159 50 343

Total 19.887 52




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVI, PART C: ANOVA

o

Sum of
Squares df Mean Square F Sig.

g 17 My supervisor is fair to me. Between Groups 2.352 2 1.176 | 2.187 123

Within Groups 26.893 50 .538

Total 29.245 32
_q-ig.kiy‘;u]wl visur shows oo little interest in Between Groups 209 2 105 .148 .863
the teelings of subordinates, Within Groups 35263 50 705

Total 35.472 52
419 1 ke my co-workers. Between Groups 389 2 194 .699 502

Within Groups 13913 50 278

Total 14.302 52
420 Our company provides rewards 1o Between Groups 3.231 2 1.615 | 2.199 122
employees based on length of employment. Within Groups 16.000 49 115

Total 39.231 51
g21 Ow l..‘nlllp:IIIy stiives Lo keep its employees  Between Groups 1.284 2 .642 | 1.284 .286
happy Within Groups 24.486 19 .500

Total 25.769 31
-q_.El I he benelits and salary we receive are as Between Groups 5.009 2 2.505 | 3.785 029
pood as inost other competitors in the area. Within Groups 33.750 5] 662

Total 38.759 53
ll‘.‘! § There wie benelits we do not have which Between Gioups 926 2 403 730 487
we should Wit Groups 32.313 51 634

Total 33.259 53
424 When | do a good job, | receive recognition  Beiween Groups 1.051 2 526 | .759 47
for Within Groups 33.929 49 692

Total 34.981 51




ONEWAY ANALYSIS
EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

TABLE XVI, PART C: ANOVA

1

(RS

Sum of
Squares dr Mean Square F Sig.
425 Individuals who pertorm well at their job Beiween Groups 981 2 491 .839 438
stand a pood chance of being promoted. Within Groups 20833 51 585
Total 30.815 53
y201 am satished with my chances lor salary Between Groups 602 2 301 455 .637
increases, Within Groups 33.096 50 662
Toual 33.698 52
q27 Inrelation 1o salary, | feel appreciated by Between Groups 2.665 2 1.332 | 2.661 .080
the orgamzation. Within Groups 25.033 50 501
Total 27.698 52
428 | teel pride in my job. Between Groups 4231 2 2.116 | 3.842 028
Within Groups 28.083 51 551
Total 32.315 53
429 1 sometimes fell my job is pointless. Between Groups 1.542 2 271 | 1.098 341
Within Groups 35.792 51 102
Tuwal 37.333 53
q30 I like doing this job. Between Groups 1.708 2 854 | 1.844 169
Within Groups 23.625 51 463
Toal 25.333 53
g3t I feel | have been worked 100 hard. Between Groups 2.523 2 1.262 | 1.680 196
Within Groups 38.292 51 751
Twal 40.815 53
q:lé-l_l';;:l_l.h.:l others around me are not Between Groups 8.313 2 4.167 | 7.163 002
working hard enough. Within Groups 29 667 51 582
Total 38.000 53




EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

ONEWAY ANALYSIS

TABLE XVL PART C: ANOVA

Sumof
Squares df Mean Square F Sig.
433 There is oo much bickering and fighung at ~ Between Groups 14.676 2 7.338 [14.724 .000
work Within Groups 25417 51 498
Total 40.093 53
qﬁ I have 10 work harder at iy jub because of  Between Groups 17.878 2 8.939 |23.396 .000
the incompetence of co-workers. Within Groups 19.103 50 382
: Tuoral 36.981 52
q36 This hotel property has low employee Between Groups 2.141 2 1.071 | 1.891 162
turnover rates Within Groups 28.312 50 .566
Towal 30.453 52
437 The majority of our employees have been Between Groups 579 2 .289 519 .598
employed at this hotel for at least one year. Within Groups 28.458 51 .558
Tinal 29.037 53
|m:l. l:n{pﬂ?}éf absence has atfected vur level of  Between Groups 4.708 2 2.354 | 3.985 025
customer satislaction Within Groups 30.125 51 591
Total 34.833 53
439 We are constantly under-staffed Between Groups 6.787 2 3.394 | 6.390 003
Wihin Groups 27.083 51 531
Total 33.870 53
q40 We have a loyal group of stable employees.  Between Groups 315 2 157 .198 821
Within Groups 40.500 51 794
Total 40.815 53
Is;li-\v; ;;Jl_lﬂl_.ll;”y have rmph@: no-shows. Between Groups 1.256 2 .628 .884 420
Within Groups 35536 50 711
Total 36.792 52
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EMPLOYEE TURNOVER vs. ALL QUESTIONS (35 vs. 1 - 34, 36 - 48)

ONEWAY ANALYSIS

TABLE XVIL, PART C: ANOVA

Sum of
Squares dr Mein Square F Sig.

42 We are constantly looking lor new Between Groups 3.801 2 1.900 | 3.366 042
employces. Within Groups 28.792 51 565

Fotal 32.593 53
(43 My orgamzation stresses custonier Between Groups 869 2 434 | 1378 262
satisfaction, Within Groups 15.439 19 315

Tuwal 16.308 51
qTIFI-ln:\r: many interactions with customers. Between Groups 8.333E-02 2 4.167E-02 079 924

Within Groups 26.750 51 525

Towal 26.833 53
l-]-ig ';JI—I_‘-I;TI;;_'.—I customer is the most important  Between Groups 148 2 7.407E-02 -156 856
aspect of my job. Within Groups 24.167 51 474

Tutal 24.315 53
1|I{:-1—lu_;'i I would serve customers better if it Between Groups 2.167 2 1.083 | 1.507 231
were not for all of the red 1ape. Within Groups 36.667 | 719

Total 38.833 53
g7 Lleel Lam eltecnve at making my Between Groups 1.433 2 716 | 1.419 252
customers satisfied Within Groups 25.246 50 .505

Total 26.679 52
.{-l-};' Ihe service level at this hotel is constanily  Between Groups 3.445 2 1.722 | 2.731 075
exceeding expectations Within Groups 31.536 50 631

T'mal 34.981 52




ONEWAY ANALYSIS
EMPLOYEE TURNOVER AS IT RELATES TO SIGNIFICANT ANSWERS

TABLE XVL PART D: DESCRIPTIVES AND ANOVA INFORMATION COMBINED
Std. YS& Contidence
N| Mean Deviation Std. Error| Lower Upper | Min. | Max.| Sig.
Bound Bound
Disagree | 24] 1.2917 1.6241 01274 | U281 5552 3
g33 There 15 too much bickenng Neutral 6| 2.5000 (1.54771 0.2236 1 9252 * (0748 > 1
and fighung at work. | Agree 24§ 2.2917 i1.80651 0.1646 | 9511 2.6322 [ 3] %000
Total 54| 1.8704 1).36971 (11184 1.6330 21078 | 3
34 [ have 1o work harder at my job Disagree | 24| 1.3750 11.64691 0.1320 1 1018 s 0482 | 3
because of the incompetence of co- Dea Sl 20000 Q.0000{_0.0000 £:0000) L = :0000
< aders: Agree  123] 2.6087] 0.6564| 0.1369] 23249  —soas] ] 3|
Toal  |53| 1.9811 0.8433| 0.1158 | 7487 2.2136 ] 3
. Disagree | 24| 1.7500 0.7940] 0.162 | 4147 2.0853 ! 3
QEL 1t b oaay shimgs 85 Neural | 6| 2.1667] 04082 _0.1667] 173821 -59511 o] %
accomplish at work and not enough e e - —0.001
ime 1 do them al. Agree 22| 2.5909 1).7341 0.1565 -.2654 20164 1 3
Total 52| 2.1538 (1.8257] 1).1145 | 9240 23837 | 1
Disagree | 24| 1.5833 U.8297] 1. 1694 1.2330 4137 [ 1
a32 [ feei that others around me are |Neutral 6 2.0000 1.6325! 0.2582| 1.3363 26637 I i 0.002
not working hard enougn. Agree 24| 2.4167 0.71731  0.1464 -.1138 2195 | -
Total 54| 2.0000 11.84671 0.1152 | 7689 gl 1 3
I Disagree [24] 1.8750] 07974 _(.1628] 15383 23117 1| 3
q39 We are constantly under- Neutral 6| 2.1667 ).4082| U.1667 1.7382 2.5951 2 3 0.003
staffed. | Agree 24| 2.6250 (.7109] 0.1451 2.3248 2.9252 | k]
Total 54| 22407 (1.7994] 0.1088 2.0225 2.458% | k]
Dasagree | 23] 2.9130 1).2881 0.0601 2.7885 10376 2 3
ql6 When | have quesnons. i feel [Neumal 6| 2.3333 .5164] 0.2108 1. 7914/ 2.8753 s 3 0.025
my supervisor 1s approachabie. | Agree 24| 2.5000! 1.7802] 0 1593 2.1706 2.3294 ] Rl
Total 53] 2.6604 ).6184 0.0849 2.4899 2.3308 1 3
Drsagree | 24| 1.9583 ).85871 0.1753 | 5957 2.3209 1 3
938 Employee absence has affected [Newwral | 6| 23333  05164] 02108] 17914 28753 3] 3|, pon
our ievel of customer sausfaction. |[Agree 24| 2.5833 0.7173]  U.1464 2.2805 2.3862 1 3
Total 54] 2.2778 (.8107 0.1103 2.0565 24991 | 3
Disagree | 24| 2.6250 () 7109 11451 2.3248 2.9252 1 i}
Neutral 61 25000 11.5477 1.2236 ' 9252 S (0748 = 3
328 I feel pnde 1n my job. = 5:4 T e e 0,028
Total | 54 2.3519 11.7808 01063 -.1387 2.5650 I A
. Disagree | 24| 2.5417 0.7211 0 1472 Sadrd ~.3461 | 1
422 The benetrits ana salary we Neaal 5 18333 .7528] 1 1073 0433 06231 I 3 0029
ECEIVE are 15 8000 as most other [ ee [24] 19583 09079] _U18s3] 5750 -3a17] 1] 3| -
CoNRUIR e e, Towl | 54] 2.2037] __08552| U 1164| 19703 - 4371 1| 3
Disagree [24] 2.1250] 09470 019331 1 7251] 15249 | ]
q42 We are constantly looking tor | Neutral 6l 2.1667 14082 (11667 ! 7382 =.5951 3 3 0042
new empioyees. Agree 24| 2.6667| (156471 1 1153 _ 4282 9051 ! }
Total 54) 2.3704 17842 0 1067 2.1563 25844 | 3
153 241 1.5833 1).8297 1) 1694 1 2330 1 9337 | 1
q13 Many ot the rutes and 2;;::: a1 21667 175281 1 3072 1767 2 9567 1 Yo 041
procedures make doing a good 100 [Aerce 1231 2.1739 8341 1730 3132 T <346 [ 1 ;
i Mol (53] 190571 186081 ' 1182 nosdl - 14291 | J
Disagree | 24| | 4583 72110 0 1472 1539 6528 I 3 |
; 1 175281 (11073 433 -.5233 B ; !
it Ve s ,::,?1 T 7 5 ) O
Toral 122 | 716l wy 0! 12241 <2801 2192| !
| |Disaeree (241 253331 18071 7771 247261 _aal| =} i I
|u|5 My supervisor 1s competentin | Newrrar |l 250001 54774 22361 1251 1748) ! —,'inoﬁﬂi
[pertorming ms/ her joo. |Agres 21 238100 047 7561 1146| - 473 ! : !
! {Tota S 26078 5349 INRY|  _ :293]  _ "86d4| | il
35




Percent

DEMOGRAPHIC FREQUENCY FIGURES

FIGURE |: GENDER (q49)
60+

Male

Female

q49 What is your gender?



Percent

DEMOGRAPHIC FREQUENCY FIGURES

FIGURE Il: AGE BRACKET (g50)
60~

20-29 30 -39 40 - 40 50 - 59

q50 Indicate your age bracket (in years).



DEMOGRAPHIC FREQUENCY FIGURES

FIGURE Ill: HIGHEST LEVEL OF EDUCATION (g51)
60+

Percent

High School Bachelors Degree
Some College

Graduate Degree
Vocational School

g51 What is your current level of education (Highest level)?



DEMOGRAPHIC FREQUENCY FIGURES

FIGURE IV: INCOME LEVELS (q52)
80+

Percent

Less than $20,000 $20,000 - $29,000 $30,000 - $39,000

52 Indicate your income bracket.

130



Percent

DEMOGRAPHIC FREQUENCY FIGURES

FIGURE V: MARITAL STATUS (g53)
60+

504

Single Married

g53 What is your maital status?

140



Percent

DEMOGRAPHIC FREQUENCY FIGURES

FIGURE VI: LENGTH OF EMPLOYMENT (q54)
20-

g54 What is your length of employment for your current position?

'
-+



CUSTOMER SERVICE TRAINING FREQUENCY FIGURES

FIGURE VII: TRAINED WITHIN THE LAST SIX MONTHS (q6)
50+

Percent

Disagree Neutral Agree

q6 I have had customer service training within the last six months.



CUSTOMER SERVICE TRAINING FREQUENCY FIGURES

FIGURE VIII: TRAINED ONLY AT JOB START (q7)
60~

Percent

Disagree Neutral

Agree

q7 | had customer service training only at the beginning of employment.



CUSTOMER SERVICE TRAINING FREQUENCY FIGURES

Percent

FIGURE IX: NEVER TRAINED (q9)
70

3

(4,
o

_il
4

&

|
30
|

204

Disagree Neutral Agree

q9 | have never had customer service training on this job.
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