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Abstract

The study aims to determine the relation between the demographic factors (eg. age, gender, marital status, education)
and the factors such as tenure, wage, position, working department and the turnover intention of employees working in
hospitality industry. Surveys were used as the main data collection tool in the study. The study has been conducted in
the various departments of five-star hotels in Istanbul and with a total of 297 hotel managers and staff from different
ranks. In the data analysis of the study, t-test and ANOVA tests have been performed in order to determine the
relationship between the demographic factors such as age, gender, marital status, education and the factors such as
tenure, wage, position, working department and turnover intention. The result of the study indicates that the demographic
factors such as age, gender, marital status, education, as well as the factors such as tenure, wage, position, working
department are determinants for turnover intention.
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1. Introduction

The staff working in tourism industry have to deal with the needs of customers as well as to cope with uncertain
conditions at work (Kim et al., 2009: 612). That hotel industry is an industry based on human labor and that employees
need to communicate with customers constantly which create interpersonal conflicts, staff stress and burnout (Hu and
Cheng, 2010: 1337). High job stress that brings about a decrease in job commitment is considered as a factor that impacts
the employee turnover considerably (Tiyce et al., 2013:127).

The major problem in the hotel industry is high turnover rate (Faldetta et al., 2013:584). Employee turnover rate in
the hospitality industry often averages around 200 % to 300 % per year (Demir et al., 2007: 477). According to National
Restaurant Association, the overall turnover rate in the restaurants and hospitality industry in U.S was 66.3 percent in

* Corresponding author. Tel. + 90-0542-630-9052 fax. +90-0212-440-0166

Email address: oakova@jistanbul.edu.tr

1877-0428 © 2015 The Authors. Published by Elsevier Ltd. This is an open access article under the CC BY-NC-ND license
(http://creativecommons.org/licenses/by-nc-nd/4.0/).

Peer-review under responsibility of the International Strategic Management Conference

doi:10.1016/j.sbspro.2015.10.108


https://core.ac.uk/display/82567881?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1
http://crossmark.crossref.org/dialog/?doi=10.1016/j.sbspro.2015.10.108&domain=pdf
http://crossmark.crossref.org/dialog/?doi=10.1016/j.sbspro.2015.10.108&domain=pdf

386 Begiim Dilara Emiroglu et al. / Procedia - Social and Behavioral Sciences 207 (2015) 385 — 397

2014, a % 10 increase compared to 2010 (National Restaurant Association, 2015). Likewise, average annual employee
turnover rate was % 64 percent in 2010 (Australian Tourism Labour Force Report, 2011). In a study conducted in
Istanbul Hotels in Turkey in 2013, the average employee turnover rate at the hotel was found to be 21.9 percent
(Hatipoglu et al., 2013:31). Long working hours, low training, low salaries, stress, inadequate working conditions, poor
management and lack of job opportunities, which is widely seen in the hotel industry, have led to leave employee jobs
(Albattat and Som, 2013:64).

When an a employees leave their jobs, organization not only lose human capital but also endure the costs associated
with high turnover of employees (Yang, 2008: 433). High employee turnover rate increase costs and affect productivity
negatively (Lam et al., 2002:218). Therefore, the employee turnover is regarded as a negative factor that impacts quality
of service, and mood of employee as well as profitability and other activities (Kim and Jogaratnam, 2010: 319). The
effects of employee turnover on the organization are classified into two groups as direct and indirect effects. The direct
effects may emerge when the costs of training and hiring new employees increase. Whereas, the indirect effects occur
when the job satisfaction, organizational commitment, productivity decrease and subsequently the quality of service and
reputation of the organization decrease (Faldetta et al., 2013: 584; Foreman 2009: 356; Hemdi and Nasurdin, 2004: 64).
These adverse effects lead to degradation of quality of service subsequently and loss of customers (Hemdi and Nasurdin,
2004: 64).

One of the most important factors in the success of the tourism industry are employees. The competitiveness of
tourism organizations and their survival depends on the quality of the services that they offer. In this case, tourism
industry not only need to have trained staff that perform their roles effectively but should also need to retain their staff
(Subramanian and Shin, 2013: 1751). For that reason, the factors that affect the turnover intention needs to be determined
in order not to lose employees, to ensure their satisfaction and to meet their needs (Kim and Jogaratnam, 2010: 319).

Due to all these factors, turnover intention is of major importance in hospitality. Therefore, the study aims to
determine the effect of the demographic factors and factors such as tenure, wage, position and working department on
turnover intention.

2. Literature Review
2.1. Turnover Intention

Turnover intention is considered "to be conscious and deliberate wilfulness to leave the organization” (Tett and
Meyer: 1993:262). Turnover intention is the intention to resign from his or her current job and the tendency to seek
employment in other organization of an employee (Jung et al., 2012: 2148). In this regard, turnover intention represent
that the personal estimate of the probability of an individual leaving work in the near future (Cho et al., 2009:374).
Turnover intentions are divided into two categories: voluntary turnover and involuntary turnover (Albattat and Som,
2013: 63; Lam et al., 2003: 162). Voluntary turnover intention is the decision of an employee to leave the organization.
Involuntary turnover intention, on the other hand, is the departure of an employee initiated by the employer (Lam et al.,
2003: 162). Both the impact of the personnel’s voluntarily turnover and personnel’s involuntarily turnover to
organization is enormous. Leave to job effects directly customers’ perception of service quality degradation, the
reduction of employees' job satisfaction and morale, increased of staff training costs and personal improvement (Cho et
al, 2009:374)

The reasons of employee turnover can generally be divided into three categories as work-related factors (e.g. job
satisfaction, wage, performance, organizational commitment), individual factors (e.g. age, education, gender, tenure)
and external factors (e.g. unemployment rate, perceptions of employment, presence of trade union (Foreman, 2009:
357).

One of the most important factors of employee turnover is salary. Except the wage, the reasons of employee turnover
are employees feeling the job or workplace is not what they expected, there is a mismatch between the job and person,
there is too little coaching and feedback, there are few growth and career opportunities, employees feel devalued and
unrecognized, employees feel stress from overwork and have a work/life imbalance, there is a loss of trust and
confidence in senior leaders (Yazinski, 2009).

Despite being an undesired situation for organizations, turnover intention plays an important role since it is a
determinant to minimize the negative impacts on organizational productivity (Kim et al., 2005: 175). High employee
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turnover rate is a major problem in hospitality industry (Lam et al., 2002: 218). Researchers have tried to uncover the
reasons for employee turnover in the hospitality industry (Cho et al., 2009: 374).

Wood and Macaulay (1989) have conducted a study to determine why employees work in hospitality leave their jobs.
According to them, reasons for employees’ turnover are quality of supervision, lack of communication, working
conditions, not to be compatible with company culture, low pay and few benefits, lack of clear definition of
responsibilities, no direction on what to do (Gustafson, 2002:108). Getz (1994) highlighted that the hospitality industry
involves common and undesirable characteristics such as low wages, poor working conditions, lack of occupational
safety, lack of promotion opportunities and all these factors result in increasing staff turnover rate. Hai-Yan and Baum
(2006) indicated that employees do not desire to work for a long time in hotels due to demanding responsibilities, low
wage, and other uncertain promotion opportunities, which leads to low quality human resources.

Other researchers studying on the reasons of employee turnover in the hospitality industry found that the most
important factors supporting the turnover intention are pay and benefits, job satisfaction as a whole, relationship with
the coworkers, whether pre-employment expectations are met or not, tenure, job performance, internal motivation, job
status (hourly vs. salary), job stress, complexity (Pizam and Thornburg, 2000), company factors (etc. job environment,
company sub-culture, company decision-making, management style, owner’s financial status), compensation and
promotion channels (etc. higher paid positions, bonuses and incentives, career promotion systems), personal feelings,
the nature of hotel industry, work content (etc. lack of motivation, excessive information processing, the monotony of
daily work, change in philosophy of business operations (Yang et al., 2012), low salary, poor working conditions, job
stress, injustice (Albattat and Som, 2013).

Some of the studies on turnover intention in tourism industry found out that demographic variables have an effect on
turnover intention. Age was found to be a determinant on turnover intention, and a negative relationship between age
and turnover intention was found; it was also argued that the turnover intention of older employees is generally low
(Carbery et al., 2003; Ghiselli et al., 2001; Kim et al., 2010; Karatepe et al., 2006; Pizam and Thornburg, 2006;).
Additionally, the studies on gender and turnover intention indicated that the factor of gender is a determinant for turnover
intention (Carbery et al., 2003; Karatepe et al., 2006; Uludag et al., 2011). In some of the studies on the relationship
between educational level and turnover intention, a positive relationship was found between these factors and it was
concluded that the people with low educational level have a lower turnover intention (Carbery et al., 2003), whereas
some of the studies found a negative relationship (Karatepe et al., 2006). Marital status was also revealed to be a
determinant for turnover intention (Carbery et al., 2003).

Various studies on the turnover intention aimed to reveal the effect of the factors such as wage, tenure, position,
working department other than the demographic characteristics on turnover intention and the relationship between them.
Wage was found to be associated with turnover intention and it was concluded that low wage strengthens turnover
intention (Albattat and Som, 2013; Carbery et al., 2003; Ghiselli et al., 2001; Pizam and Thornburg, 2000). Tenure was
also found as one of the major determinant factors of turnover intention and it was revealed that the people with high
tenure have generally have lower turnover intention (Karatepe et al.,, 2006; Nadiri and Tanova, 2010; Uludag et al.,
2011). The factor of position was also revealed to be a determinant for turnover intention and generally it was revealed
that people with low position have generally higher turnover intention more than people with high position (Carbery et
al., 2003; Ghiselli et al., 2001; Kim et al., 2010). Likewise the position, the factor of working department were also
revealed to be a determinant for turnover intent and it was concluded that the factor of working department affect to
turnover intention (Gallardo et al., 2010; Pizam and Thornburg, 2000). Moreover, in many studies, job satisfaction was
found to be one of the determinants for turnover intention and it was indicated that those with low job satisfaction have
a higher turnover intention (Carbery et al., 2003; Hemdi and Nasurdin, 2004; Kim et al., 2005; Zopiatis et al., 2014).
Organizational commitment and organization support were also found to be one of the determinants of turnover
intention and there was a negative relationship between these aspects and turnover intention (Carbery et al.,, 2003; Cho
et al., 2009; Yang, 2008).

3. Methodology
3.1. Purpose of Study

This study is deemed important in order to determine the demographic factors and factors such as tenure, wage,
position and working department that have an impact on the turnover intention of the employees working at five-star
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hotels in Istanbul and to identify the attitudes of staff towards their turnover intention. That said, the research hypotheses
were determined as follows:

HI. There is a significant difference between the demographic factors and turnover intention.
H2. There is a significant difference between the tenure and turnover intention.

H3: There is a significant difference between the position and turnover intention.

H4: There is a significant difference between the wage and turnover intention.

HS: There is a significant difference between the working department and turnover intention.
3.2 Importance of the Study

One of the major problems in the contemporary tourism industry is the high turnover rate of staff. There are direct
and indirect factors of employee turnover such as increasing costs of training and hiring new employees, decreasing
employee productivity, satisfaction, commitment and mood, and subsequently degradation of quality of service and poor
organizational image. Therefore, the factors that impact employee turnover should be determined to reduce the turnover
of employees, which will affect employee productivity, satisfaction and commitment and also have a contribution in
organization productivity, service quality and organization image in the long term. The study considering all these
factors has an important place in determining the demographic factors and factors such as tenure, wage, position and
working department that impact the turnover intention of employees working in five-star hotels in Istanbul.

3.3. Population and Sampling of the Study

The population of the study is composed of employees working in five-stars hotels in Istanbul. The sample of the
study consists of 297 managers and staff working in a total of ten five-star hotels that were selected conveniently among
hotels in Istanbul. Due to time and cost constraints, a total of eight five-star hotels were selected and 400 survey forms
were distributed by visiting these hotels. A total of 310 forms were received and 13 of them were not taken into
consideration since they were incomplete. 297 surveys were used during data analysis.

3.4. Method of the Study

The study was conducted between September and February 2015. A scale of three questions and with a single factor
developed by Mobley, Griffeth, Hand ve Meglino (1979) was used to evaluate the turnover intention of the participants
of the survey. A five-point Likert scale was utilized in the survey form. The evaluation options in regard to the concepts
of turnover intention are listed as follows: (1) I definitely disagree, (2) I disagree, (3) I neither agree nor disagree, (4) |
agree, (5) I definitely agree. The internal reliability of the scale of turnover intention was found as 0.980. The findings
were analyzed by means of t-tests and Anova tests in order to determine the demographic factors and factors such as
tenure, wage, position, working department that might have an impact on the turnover intention of the staff who
participated in the study.

4. FINDINGS

Table 1 indicates the distribution of the participants in terms of demographic characteristics. 48.8% of the participants
of the study are male, and 51.2% are female. 75.8% of the participants are married whereas 24.2% are single. 44,1% of
them are between 18-35 years old, 49% are between 36-55 years old, 6.7% are 56 years old and older. In terms of
education level, a high majority of the participants as much as 54.9% are university graduates. In terms of tenure, a high
majority of them as 38.0% have been working in their current job for 5-7 years. Furthermore, in terms of their working
department, the majority of the participants are staff (30.6%) work in the food and beverage department, 19.2% work in
the housekeeping department, and 15.2% work in the kitchen and front office departments. In terms of position, the
majority (79.8%) are staff without managerial responsibilities while in terms of wage, 80.5% of them have a wage
between 1500-1999 Turkish Liras.
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Table 1: Descriptive Information on the Demographic Information of the Participants

GENDER
Female
Male
TOTAL

AGE

18-25

26-35

36-45

46-55

56 and older
TOTAL

&)
145
152
297

®
57
74
118

20
297

(%)
48.8
51.2

100

MARITAL
STATUS
Married
Single
TOTAL

TENURE

1 year and less
2-4 years

5-7 years

8-10 years

10 years and more
TOTAL

®
20
72
113

16
297

(%)
75.8

24.2
100

(%)
24.2
38.0
25.6

100

EDUCATION
Primary School
Secondary School
High School
University

Other

TOTAL

WAGE

1500-1999 TL
2000-2499 TL
2500-2999 TL
3000-3499 TL
3500 and above TL
TOTAL

®
23
64
163

297

(%)
10.1

7.7
215
54.9

100

POSITION
Manager
Assistant Manager
Chief

Staff

TOTAL

DEPARTMENT
Front Office
Housekeeping
Food and
Beverage
Kitchen
Accounting

HR

Technical Service
Purchasing
TOTAL

®)
28
14

237
297

(%)
9.4
4.7

79.8
100

Table 2 indicates the distribution in regard to frequency and percentage of the answers of the participants. In terms
of the answers of the participants on turnover intention, 62.0% of them stated that they do not think of leaving from the
organization that they are currently working in; 59.5% stated that they do not actively seek for alternative employment,
and 62.3% stated that they would not resign from the organization at the earliest possible opportunity. The turnover
intention of the participants was found to be at a moderate level (2,6397).

Table 2: Descriptive Information on the Responses and the Turnover Intention Levels of the Participants

I definitely I neither I definitely

disagree/ agree nor | agree/

I disagree disagree I agree N X S

f % f % | F %

I am thinking of resigning from this organization. 184 | 62.0 3 1.0 | 110 37.0 | 297 | 2.6431 | 1.57060
I am actively looking for alternative employment. 178 | 59.5 2 0.7 | 117 39.4 | 297 | 2.6599 | 1.54947
I will resign from this organization at the earliest possible opportunity. 185 62.3 2 0.7 | 110 37.0 | 297 | 2.6162 | 1.56853
Turnover Intention 297 | 2.6397 | 1.53219

Testing the Hypotheses

H1 hypothesis was tested according to the variables such as gender, age, education level and marital status in order to
determine the effects of the demographic factors on turnover intention

Table 3: Independent Samples T-Test Indicating the Difference of Turnover Intention among the Employees in terms of Gender

Gender N S df t

Male 145 2,3080 1.46043

Female 152 2,0561 1.53674 294,996 -3,727 ,000*
#p<0,05

A significant difference between gender and turnover intention (p<0,05) and gender was found based on the t-test
analysis. Females have a higher turnover intention than males (X =2,9561). This result is consistent with previous studies
that found females have a higher turnover intention than males (Carbery et al.,, 2003; Cotton and Tuttle, 1986; Lambert,

2006).
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Table 4: Independent Samples T-Test Indicating the Difference of Turnover Intention of the Employees in terms of Marital Status

Marital Status N X S df t P

Married 225 2,2696 1,42727

Single 72 3,7963 1,25292 134,839 -8,691 ,000%
#p<0,05

It was found a significant difference between marital status and turnover intention (p<0,05) and marital status was
found based on the t-test analysis. In this study, it was concluded that single people have a higher turnover intention
than married people (X=3,7963). This result is consistent previous studies made by Carbery et al., 2003 and Cotton and
Tuttle, 1986.

Table 5: ANOVA Table Showing the Difference of Turnover Intention of the Employees in terms of Age

Age N X S Difference df F P
18-25 (1) 57 3,9123 1,15909 1-3
1-4
1-5
26-35(2) 118 3,3955 1,11854 2-3
2-4
2-5
3645 (3) 74 14414 08414 31 4 65,146 ,000%
3-2
3-5
46-55 (4) 28 12024 4-1
,07540
42
56 age and + (5) 20 1,0000 5-1
,00000 5-2
5-3
*p<0,05

As can be seen in table 5, it was found a significant difference between age and turnover intention (p<0,05) and the
factor of age was found to be a determinant on turnover intention. In research, older people who is located in the age
groups 46-55 and 56 years and over have lower turnover intention than young people who is located in other age groups
(X=3,9123, 3,3955, 1,4414, 1,2024, 1,0000). Previous studies have found similar results and they support this finding
that older people have lower turnover intention than young people (Chen et al., 2010; Cotton and Tuttle, 1986; Iverson
and Deery, 1997; Lambert, 2001; Lambert, 2006; Martin and Roodt, 2008). As a result of the analyses, between in 18-
25 and 26-35 age groups, between in 36-45 and 46-55 age groups and finally between in 46-55 and 56 years and over
age groups, it wasn’t have any difference, it was observed difference among in other age groups except for this age
groups.

Table 6: ANOVA Table Showing the Difference of Turnover Intention of the Employees in terms of Education Level

Education Level N X N Difference df F P

Primary School (1) 30 1,5333 1,01935 1-4
1-5
Secondary School (2) 23 1,6087 ,80184 2-4
2-5
High School (3) 64 2,0365 1,06924 34
3-5
University (4) 163 3,0593 4-1 4 21,209 ,000*

42
1,56826 i3
4-5
Other (5) 17 42353 5-1

52
1,21772 53
5-4

#p<0,05
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As a result of the analyses, a significant difference between education level and turnover intention was also found
(p<0.05). People who have lower levels of education such as primary school, secondary school, high school have lower
turnover intention compared to people who have higher levels of education such as university and higher (X==1,5333,
1,6087, 2,0365, 3,0593, 4,2353). This finding is similar to that of the earlier research which found that people who have
low levels of education have low turnover intention (Chen et al., 2010; Igbal, 2010; Khatri, 2001; Lambert, 2006). There
were no significant differences found among primary, secondary and high school graduates.

According to the results, there was a significant difference between the demographic factors and turnover intention,
and hypothesis H1 was not rejected.

Table 7: ANOVA Table Showing the Difference of Turnover Intention of the Employees in terms of Tenure

Tenure N X S Difference df F P

1 year and less (1) 20 4,3500 ,81273 1-3
1-4
1-5
2-4 years (2) 72 3,8194 1,19589 2-3
2-4
2-5
5-7 years (3) 113 2,5870 1,50018 3-1 4 50,907 ,000%*
3-2
3-4
3-5
8-10 years (4) 79 1,4167 4-1
,60154 4-2
4-3
10 year and more (5) 13 1,3750 5-1
,46944 5-2
5-3

*#p<0,05

As can be seen in table 7, there is a significant difference between tenure and turnover intention (p<0,05) and
hypothesis H2 was not rejected. In this research, it was concluded that people who have tenure of 5-7 years, 8-10 years
and 10 years and over have lower turnover intention compared to people who have relatively short tenure such as one
year and less, 2-4 years. (X=4,3500, 3,8194, 2,5870, 1,4167, 1,3750). This finding corresponds with previous studies
that found people who have long tenure have low turnover intention more than people who have short tenure (Cotton
and Tuttle, 1986; Lambert, 2006; Martin and Roodt, 2008). No significant difference was found between in 1 year and
less and 2-4 years tenure groups as well as among 8-10 years and 10 years and more tenure groups.

Table 8: ANOVA Table Showing the Difference and Turnover Intention of the Employees in terms of Position

Position N X S Difference df F )
Manager (1) 28 1,1786 ,35697 1-3
1-4
Assistant Manager (2) 14 1,2619 ,43713 2-3
2-4 3 17,486 ,000*
Chief (2) 18 2,3704 1.17651 3-1
3-2
Staff (3) 237 2,9142 154031 4-1
4-2
*p<0,05

A significant difference between position and turnover intention was also found (p<0,05) and hypothesis H3 was not
rejected. Employees who have higher position such as managers and assistant managers have lower turnover intention
than people who have low position such as chief and baseline staff. (X=1,1786, 1,2619, 2,3704, 2,9142). This finding is
consistent with previous studies that found people who have higher position have lower turnover intention compared to
people who have lower positions. (Abdullah et al., 2010; Radzi et al., 2009). Moreover, there were no significant
differences between in manager-assistant manager position groups and between in chief-baseline staff position groups.
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Table 9: ANOVA Table Showing the Difference of Turnover Intention of the Employees in terms of Wage

Wage N X S Difference df F P
1500-1999 TL (1) 239 2,9010 1,54090 1-2
1-3
1-4
1-5
2000-2499 TL (2) 27 2,0370 1,09908 2-1
2-3
2-4 4 11,553 ,000%*
2-5
2500- 2999 TL (3) 21 1,1746 ,35931 3-1
3-2
3000-2499 TL (4) 7 1,1429 37796 j:;
3500 and more TL (5) 3 1,000 00000 5-1
5-2
*p<0,05

A significant difference wage and turnover intention was found (p<0,05) and hypothesis H4 was not rejected.
Employees who are paid between 1500-1999 TL and 2000-2499 TL have relatively lower wage groups have higher
turnover intention than people who have higher wage; 2500 TL and over. This finding corroborates with previous studies
that argue staff who have low wage have a higher turnover intention. (Albattat and Som, 2013; Carbery et al, 2003;
Pizam and Thornburg, 2000).

Table 10: ANOVA Test Showing the Difference of Turnover Intention of the Employees in terms of Working Departments

Working N X S Differenc Working N X S Differenc | d F P
Department e Departmen e f
t
Front Office 1-2 Purchasing 8-1
1) 4 | 3,629 1,4128 1-5 5) 2 1,000 8-2
5 1-6 ,00000 8-3
6 2 1-7 0 8.4
Housekeepin 1538 2-1 Technical 1423 7-1
2 5 » 2-3 Service (6 3 ’ 7-3
e p 79870 S ervice (6) 7 ,60680 2
0 4
7 | 27,64 | ,000

Food and 3-2 Kitchen (7) 4-2 7 %
Beverage (3) 9 3-5 4 4-5
1 3,186 1,4480 36 5 3,607 1,3564 46
8 4 3-7 4 1 47
3-8 4-8
Accounting 1 1333 5-1 Human 1250 6-1
4 2 » 5-3 R 8 » 6-3
@ 86457 o (8‘;50"”“ 46291 o

#p<0,05

A significant difference between working department and turnover intention was also found (p<0,05) and hypothesis
HS was not rejected. The staff working front office, food and beverage and kitchen had a higher turnover intention than
those working in other departments. It was concluded that particularly the staff working in the front line (especially in
front desk and food and beverage) had a higher turnover intention than those working in the back of the office (human
resources, accounting, purchasing). Furthermore, it was found that the kitchen staff in back office are quite dissatisfied
with their job. In the study also found that staff working in the housekeeping and technical service had a lower turnover
intention.

4. Discussion and Conclusion

This study aims to determine the effect of the demographic factors and factors such as tenure, wage, position and
working department on turnover intention, the turnover intention of the employees was found to be at moderate level.

It was concluded that the turnover intention varies based on demographic factors and such as gender, marital status,
age, education level and factors such as tenure, wage, position and working department. As concluded in earlier studies
(Carbery et al., 2003; Karatepe et al., 2006; Uludag et al., 2011), gender has been found to be a determining factor
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turnover intention. The study demonstrated that there the female employees have a higher turnover intention than male
employees. It can be concluded that this situation is a result of the role and responsibilities assumed for the female
employees within their families and the limited career opportunities. Griffeth et al. (2000:484) indicated that this
situation is a consequence of the primary responsibilities of women as traditional household chores and child care, and
that childbearing requires women to leave their paid employment. While other researchers who study this issue report
that this result stems from the responsibility of women in their families (Keith and McWilliams, 1995; Sicherman, 1996),
the availability of limited opportunities to women for improvement (Stroh et al., 1996) and the poor commitment to their
jobs (Chaudhury and Ng, 1992).

The turnover intention was also found to differ based on marital status and the single employees were observed to
have a higher turnover intention compared to married employees. The reason of this may be due to the financial
responsibilities assumed by the married employees in their families. This finding support the findings of Carbery et al.
(2010). Carbery et al., (2010) reached the conclusion that the turnover intention of married employees was lower due to
their financial obligations.

The turnover intention was also found to differ based on age and there was not any difference in the turnover intention
of the people with similar age groups. Similar to the earlier research in general (Carbery et al., 2003; Ghiselli et al.,
2001; Karatepe et al., 2006; Kim et al., 2010; Pizam and Thornburg, 2006), it was found that the older people had a
lower turnover intention. The reason that the older people had a lower turnover intention can attributed to the fact that
they do not have similar thoughts and expectations compared to younger people. The reasons for this situation have been
discussed differently by various researchers. Martin and Roodt (2008) supported that old people tend to have an intention
to stay in the organization for a longer time since they are not equal to a more qualified person and invested more in the
organization. Cotton and Tuttle (1986) stated that as people get older, they become familiar with their jobs and since
they have a close relation with their friends, the turnover intention decreases. Lee (2013) regarded this situation as the
loss of work productivity of old people. Spector (1997) reported that since old people use their skills better, work under
better conditions, utilize advancement and promotion opportunities and appreciate fringe benefits, they have low
expectations compared to young people. Furthermore, old people are not classified in the same generation with young
people. A high majority of the participants in this study are from the generation Y. This may have an effect on their
turnover intention. Solnet and Hood (2008) stated that generation Y constitutes the majority of the staff working in the
tourism industry, that these staff mostly work at front office and that they are considerably different from the previous
generations in terms of work-related characteristics, values and attitudes. A study on hotel employees by Lub et al.,
(2012) reported that generation Y has a high expectations in terms of work-life balance, autonomy and occupational
safety and a higher turnover rate, that the expectations of generation X and Y are different from each other and that
generation Y value different aspects of the work. It was revealed that the expectations of generation Y employees in
hospitality are frequently incompatible with their opinions and the reality of the industry (Barron et al., 2007; Cairncross
and Buultjens, 2007).

Turnover intention was also found to differ based on various education levels. Similar to the earlier research (Carbery
et al., 2003; Karatepe et al., 2006), it was concluded that those with low education level has a lower turnover intention.
Furthermore, the turnover intention of those with high education level was higher in the study. This may be resulted
from that the people with high education level have more expectations compared to those with low education level.
Other researchers who study on this subject have reached similar conclusions. Chen et al., (2010) reported that the people
with high education level have higher expectations in terms of financial rights, benefits and audit compared to those
with low education level. Igbal (2010) stated that those with high education level have higher expectations towards their
current employers, which means that the fulfilment of their needs is much more difficult. Lambert (2006) supported that
more educated people desire to obtain more job opportunities compared to uneducated people and have a wider
view/understanding that creates new challanges, which results in increasing expectations and that a person, in such a
situation, might regard the organizations as a prison.

Turnover intention also differ based on various wage groups. This conclusion is parallel to that of earlier research
(Albattat and Som, 2013; Carbery et al., 2003; Ghiselli et al., 2001; Pizam and Thornburg, 2000) and it was concluded
that low wage affects employee churn.

The turnover intention was also found to differ based on tenure similar to the conclusions of earlier research (Karatepe
et al.,, 2006; Nadiri and Tanova, 2010; Uludag et al., 2011) and the study concluded that those with long tenure had a
lower turnover intention. While there was no difference between the groups with similar tenure, a difference between
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other groups was observed. Those with higher tenure had a lower turnover intention may be a result of a staff who does
not think of resigning from the employment due to their high investment in the organization and the intensity of his or
her interaction with other people as he or she spends more time in that organization. The result of the study supports
Becker’s (1960) theory. Becker (1960) advocated that an employee invests in the organization over time (e.g. retirement,
pensions, pay raises, benefits, stocks, position) and these investments bond the individual to the organization. Becker
calls these investments as sunk costs. As reported by Becker, as age and tenure increases, the individual bonds to the
organization and the possibility of resigning decreases. Other researchers supported that as the individual spends more
in the organization, he or she builds strong interpersonal ties by means of repeated interactions with other people and
that these strong interpersonal ties lead to a decrease in turnover intention (Blau and Khan 1981; Griffeth et al., 2000).

The turnover intention was also found to differ based on position. Similar to previous studies (Abdullah et al., 2010;
Radzi et al., 2009), it was found that those with high position level had a lower turnover intention. It was observed that
particularly those working in the position of manager and assistant manager had a lower turnover intention compared to
those in the position of chief and staff. This may a result of monetary incentives and decision-making responsibilities of
managers. Mcguire et al., (2003) and Bonn and Forbringer (1992) revealed that wage and incentives are effective for
employees to stay in the organization. Salami (2008) advocated that since those working in higher positions have more
responsibilities in the organization, they show low turnover intention. Similarly, Khatri et al., (2001) reported that when
managers provide fair and consistent organizational policies and practices in regard to the procedure to make a value
available in the organization such as promotion, termination, performance evaluation, bonus or assume similar tasks,
they tend to have a lower turnover intention. This is also supported by the hospitality researchers. For instance, Radzi et
al.,(2009) stated that the managers are mainly responsible for the tasks such as wage satisfaction, work schedule,
workload, rewards, and job responsibilities; therefore, they do not think of other alternatives outside the organization
due to these responsibilities and they tend to have lower turnover intention. That those with low position leave the
organization may be resulted from low wages and limited promotion opportunities. Hai-Yan and Baum (2006) found
that the employees do not desire to work for a long time in the hotel due to labor demand, low wages and uncertain
promotion opportunities.

The turnover intention was also found to differ based on working department. There are scant research on department
and turnover intention in the literature. A study on the staff working in hospitality by Pizam and Thornburg (2000)
concluded that while the staff with highest absenteeism rate work in the housekeeping, and respectively in the food and
beverage, sales, front office, technical service, safety and human resources departments. In our study, the turnover
intention of the staff working particularly in the front office, food and beverage departments was higher compared to
that of those in the back office such as human resources, accounting, purchasing, etc. departments. It can be stated that
this is a result of more workload of the staff working in the front office and more interaction with the customers.
Moreover, the study found that the staff working in the housekeeping and technical service departments had a lower
turnover intention, which may stem from different expectations of people depending on their education level. However,
contrary to the finding by Pizam and Thornburg (2000), the turnover intention of those in the housekeeping department
was found low in this study.

That said, it was concluded that demographic factors and the factors such as tenure, wage, position and working
department have an influence over the turnover intention of employees. Therefore, the hospitality industry need to
understand these demographic factors and the factors such as tenure, wage, position and working department to take
measures to decrease turnover intention. Based on the findings of the study, human resource practices can be applied
successfully to influence employees’ beliefs about the commitment to the organization. Recent empirical research on
the general business literature revealed that human resource practices can contribute to organizational commitment of
employees. Human resource strategies should be applied to increase the perceived organizational support of employees,
to reduce their intention to leave their job and to retain them. Such efforts help increase the perceived organizational
support from workers and strengthens employees' knowledge and skills (Cho et al., 2009: 380). The higher the perceived
organizational support of individuals, the less intention to seek alternative jobs and probability of accepting these jobs.
Human resources practices that recognize the contributions of employees and investing in them (eg. career opportunities,
awards, participation in decision making) contributes to an improvement in employees perceptions of organizational
support (Allen et al., 2003: 102).

The results of this study have important implications that it explores the turnover intention of the staff in hospitality
based on demographic factors and the factors such as tenure, wage, position and working department. In addition, the
study is restricted to the staff in five-star hotels in Istanbul. Provided that the study was performed in a different scale
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or different areas of tourism industry or in the tourism businesses with different customer profiles or product concept, it
could reach different conclusions. Hence future studies might look into those areas.
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