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Abstract

The issue of high employee turnover has long been a cause of concern for many organizations’
human resource managers and employers, particularly those working in the hospitality
industry. The management, HR department, and HR management (Managers and supervisors)
would be interested in this research to modify and enhance the turnover method based on
the employee’s perception and motivation. This is since the research identifies the causes of
high employee turnover in the hospitality sector through the Urban Inn case study. The
problem statement of this study will investigate the relationship between various push factors
and staff turnover at the Urban Inn Hotel in Kedah to better understand the problem. The
hypothesis is to investigate and define that there is a significant relationship between career
and development growth, job satisfaction, salary, workplace environment, communication
and relationship with superiors as well as subordinates, and employee turnover. The research
utilized a quantitative approach as its methodology. The data in this study are assessed
automatically using the SPSS version 28.0.1.1. The probability sampling technique was used
for this study, which means that all competent people in the population have an equal
probability of being chosen. A survey questionnaire that respondents were able to administer
to themselves was used to acquire the data for this study. A sample method known as simple
random sampling was utilized. The non-managerial staff who work in the Urban Inn Hotel in
Kedah make up the target population for this campaign and a total of 62 samples from the
staff of Urban Inn Hotel responded to the questions. The findings show the alpha value for
employee turnover was 0.83. Hence, the results of alpha shown in the seven instruments in
this research study were described as very good (0.80 to 0.90). The Urban Inn Hotel survey
revealed that employee turnover is linked to a variety of factors, including growth in career
and development, satisfaction with the job, salary, quality of the work environment, and
communications and relationships with superiors and subordinates. The survey results
supported the hypotheses of the study, indicating a strong correlation between the criteria
outlined above and turnover. Furthermore, the survey results revealed that over half of
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respondents are satisfied with the work objectives and direction provided by the organization.
The information has been laid up in the form of tables, figures, and charts. It is recommended
that future research should employ a combination of quantitative and qualitative methods,
provided that sufficient time and improved tools are available. Qualitative research methods
should be employed in lieu of quantitative research approaches, and a plan should be
developed to combine the two approaches. Furthermore, it is suggested that the scope of the
research be extended to cover additional states, including those in Malaysia, Malaysia, and
Penang, Malaysia. Mediation should be included in the research, including promotion, job
satisfaction, salary, communication, and employee engagement activities.

Keywords: Employees Turnover, Push Factors, Career & Development Growth, Job
Satisfaction, Salary, Working Environment

Introduction

The tourism sector is one of the industries making a comeback in Malaysia now that the
country has emerged from the pandemic that lasted for two years. As soon as the gate is
opened, there will be a flood of visitors entering Malaysia, and the government of Malaysia is
also pushing its citizens to travel within the country by providing tax relief. People stay in
hotels when traveling; this is an ideal opportunity for Urban Inn to regain the business
performance it had lost; The hotel's prices are reasonable, and it is located in a prime position.
As a result, it is essential for the Urban Inn Hotel to maintain its internal organization by
achieving the highest possible level of operational performance and by welcoming an
increased number of guests.

This research would be of interest to the management, HR department, and human
resource management (managers and supervisors) to revise and improve the turnover
method according to the perception and motivation of the employees. This is because the
research identifies the reasons for high turnover in the hospitality industry through a case
study of Urban Inn. Because of this, the company will determine the areas in which it has to
concentrate more of its efforts in order to keep turnover rates stable and conserve money for
other applications. Because of this research, management teams will focus more on the
proposed plan for employee retention, which will be beneficial to employees as well. The
findings or results will help to improve the literature that is currently available on the topic of
staff turnover at the Urban Inn Hotel.

It is possible that future research will include re-examination and extension of the
construct that is currently being investigated, the application of other pertinent theories, the
inclusion of participants from other locations, and different organizations, or the use of a
different sampling method that can focus on organizational level results to provide a more
comprehensive study of turnover intention. There are several important factors that either
promote or prevent employee turnover, and future research should take these factors into
mind to improve its ability to explain the phenomenon.

Problem Statement

The relevance of staffing challenges in the hotel business is caused by the fact that it is
service-oriented and highly dependent on personnel (Ahmad & Scott, 2018). Working in the
hotel sector has several problems, including tight deadlines, long work hours, unexpected
interactions with clients, and high emotional demands, all of which are accompanied by poor
working conditions and low wages (Sampson & Akyeampong, 2014). More research on staff
turnover in the hotel sector is required to advance the literature and advise hotel practitioners
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of viable and feasible practices to achieve staff retention. According to Devis (2018), staff
retention is critical to an organization's economic growth. Replacing personnel in the hotel
sector may be costly and time-consuming.

Replacing staff in the hotel sector can be an expensive and ineffective expense because
it can result in lost production, especially because companies must train new personnel
(O'Connell & Kung, 2007). Managers must consequently strive to gain a better understanding
of personnel retention in the hotel business (Devis, 2018). Managers and executives can also
reinforce and improve the aspects that encourage staff to stay at the hotel. Knowing these
organizational and personal factors, as well as implementing appropriate strategies to
appreciate and stimulate employees, has the potential to retain their engagement with the
workplace (Kyndt et al., 2009) and increase their abilities to improve productivity (Devis,
2018). The objective of this chapter is to examine the factors that contribute to employee
turnover in the hotel business, as well as the effects of staff turnover on productivity.

Research Objective

Employee turnover can have a detrimental impact on an organization's productivity,
competitiveness, and profitability. Therefore, having a grasp of the elements that contribute
to employee turnover can assist organizations in gaining a better understanding of the
behavior of their staff members within the hotel, which can lead to a reduction in employment
issues, absenteeism, and employee turnover. This study will provide the management of
Urban Inn with a clear image of the well-being of their employees in terms of what genuinely
satisfied their employees in doing their job well and motivated them to work hard for the
achievement of the aims and objectives of the company. Below are our research objectives:
RO1: To examine the relationship between career & development growth and employees’
turnover.
RO2: To examine the relationship between job satisfaction and employees’ turnover.
RO3: To examine the relationship between salaries and employees’ turnover.
RO4: To examine the relationship of the workplace environment and employees’ turnover.
RO5: To examine the relationship of communication & relationship with superiors and

subordinates with employees’ turnover.

Literature Review

Retention is described as the ability to keep an employee's relationship with a company
intact (Kadiresan et al., 2019) and is critical for success in today's business world (Baharin and
Hanafi, 2018). Employee retention is critical because it allows businesses to acquire a
competitive edge while also serving as a visible representation of goals achieved (Bakar et al.,
2018). Retention is particularly important since it affects the company's efficiency in terms of
both monetary and non-monetary aspects (Kadiresan et al., 2019). Employee retention
policies and practices relate to the policies and practices that organizations use to keep
important people from leaving, including actions to encourage employees to stay with the
firm for as long as possible (Bahrain and Hanafi, 2018).

Many firms nowadays are looking at employee retention strategies, such as reaching out
to employees to ensure job satisfaction and keeping them at the company for as long as
possible (Mahadi et al., 2020). This is related to the company's efforts to assist its employees,
as indicated by the number of people who quit or joined the organization (Tian et al., 2020).
Retaining aids human resource planning by anticipating the gap between future worker
demand and supply based on the organization's goals (Kamalaveni et al., 2019). Employees
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are more likely to stay when they have some say and influence over their job decisions (Khalid
and Nawab, 2018). Compensation, supervisor support, and work-life balance are the primary
elements that influence turnover intention and employee considerations.

The purpose of this study is to gain an understanding of the elements that contribute to
employee turnover at Urban Inn. The most important findings from this research show that
workers leave their jobs for a variety of reasons, including career and development growth,
job satisfaction, compensation, working environment, and the connection between superiors
and subordinates. However, employee turnover has a significant influence on an organization
because of the costs involved with employee turnover.

Research Framework

A happy and engaging work environment, as well as healthy relationships between
superiors and subordinates, should be a primary emphasis of efforts to reduce employee
turnover. As a result, a more in-depth study is being carried out to determine the elements
that influence workers' decisions regarding whether to continue working in the hotel sector.
As a result, there is a conceptual resemblance between the push factors found in migration
research, such as low earnings, long hours, overloaded work, and unhappiness with current
employment. On the other hand, there are things that individuals find appealing, such as
higher salaries, better chances, job stability, and company culture. These are referred to as
pull factors. Because of that, this study will focus on the underlying theory which is Push-Pull-
Mooring Theory (PPM). This theory refers to the framework that is a popular paradigm in the
literature on human migration that explains why individuals migrate from one location to
another. Essentially, the PPM model suggests that migrants' decisions to move from one
geographic area to another are influenced by push, pull, and anchoring factors. Push factors.
Motivators, often referred to as stressors, can be identified as negative factors that motivate
people to leave their original workplace.

The PPM model is used to determine the factors that influence people's decisions
regarding whether or not they would work in the hotel sector. To this day, the PPM framework
is commonly employed to gain an understanding of the reasons behind human migration
(Alfer et al., 2021). In the context of migration theory, the term "mooring factor" refers to the
personal, societal, or cultural component that influences a person's decision to migrate.
According to Helios (2021), a push factor is a series of occurrences that cause a person to
withdraw from a given circumstance. In the context of retaining employees, it refers to the
process through which an organization works to drive away variables that are not part of
themselves. The terms "compensation," "career progress and development," and "work
happiness" are examples of common push variables that can be managed. On the other hand,
an example of a pull factor is when an employee is content in their current role, but external
factors beyond their control lead them to believe that it is time for them to look for other
employment (Anna, 2018). The term "pull factors" refers to any circumstances that cause
personnel to leave an organization. Some examples include things like compensation, lines of
communication, and the nature of the relationship between superiors and subordinates.
Anchoring factors are components that can either be good or detrimental and that lessen the
effects of pull and push factors. The PPM theory is a conceptual framework that is utilized for
the purpose of gaining an understanding of the primary elements that influence the turnover
rate in the hotel sector. There is also a discussion regarding the relationship between the many
different factors and the turnover rate, and this is being done to discover how each variable
is related to the others.
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If an organization can effectively connect with its workers and understand what it is that
they are saying, then the organization will have a better understanding of the problems that
exist inside the backbone structure of the company (Agovino, 2019). The PPM notion is
connected to the interaction that occurs between the push and pull effects that occur from a
starting place to a position that is its very last destination. There are many different
considerations that go into the decision to switch jobs. Greater pay, for instance, would be an
example of a "pull" element, whereas disliking one's coworkers would be an example of a
"push" factor. The push-pull factor is not presented as a defined framework that all workers
try to apply in a similar way; some of them may go beyond the specific. This is because the
framework is not supplied. Therefore, there is a need for a comprehensive investigation into
the various elements that contribute to the retention of employees and reduce turnover rates.

On the other side, indicators of a high turnover intention include pushing factors such
as poor salaries, long hours, overloaded work, career growth, work-life conflict, a lack of
communication, and their relationship. The combination of variables that push and pull can
pile up over time. For example, an employee might be joyful today but unhappy tomorrow.
Jung et al (2022) asserts that another name for the push factor is managed internally by
organizations. Even when presented with a higher compensation offer elsewhere, people who
are content in their current positions are not likely to voluntarily leave their businesses. On
the other hand, employees are occasionally forced to look for jobs elsewhere because they
are unhappy in their current position and feel pressured to do so. The following step is an
investigation of the relationship between employee turnover and each of the push factors,
also known as independent variables, including career development and growth, working
environment, job satisfaction, salary, and communication with superiors and subordinates
(dependent variable). A graphical representation of the PPM may be seen which can be found
below.

lllustration of Push-Pull-Mooring Theory (Milka et al., 2017)

‘ Career & Development Growth }——-Hl
‘ Job Satisfaction }L»

. [

‘ Salary | | Employee Turnover
‘ Workplace Environment }¢»
Communication & relationship H5

with superior and subordinate

To address the research question posited, the present study employs mixed
methodologies research, as delineated by George (2021), combines aspects of quantitative
research and qualitative research. Researchers can obtain a better picture by using mixed
methods as opposed to a standalone quantitative or qualitative study. This is because mixed
methods fuse and merge the advantages that are found in both quantitative and qualitative
studies. According to Bodnar (2022), research conducted using a mixture of methods will be
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thorough and comprehensive, and a great deal more information and value will be generated.
The researchers were provided with multiple views, which may have contributed to the study
being more accurate and consistent.

Pull factors are always uncontrollable variables, and this is something that can be
discussed with employees to further understand it, as well as to reduce and improve staff
retention (Anna, 2018). The factors that are push factors in migration research are the same
factors that are factors that sell the intention to leave. These factors include poor earnings,
lengthy hours, overloaded work, process discontent, and other similar factors. On the other
hand, the good aspects of a location, such as its high income, improved working environment,
higher levels of job satisfaction, and prestige, are referred to as pull factors (Helios, 2021).
Therefore, each of these pushes and pull forces is characteristic of the place, and the migrants
themselves have nothing to do with them.

Methodology

For this research, the population of this research is the employees of Urban Inn which
consists of (50-60 employees) in 3 major departments: front-office operation, housekeeping,
and back-office support. As mentioned before, the front office operation is made up of
Receptionist and Hotel supervisor, housekeeping is made up of a cleaner and housekeeping
supervisor, while back-office support holds positions such as HR, Finance, Sales, Purchasing,
and Marketing. The target employees are majorly from the front office operation and
housekeeping team. The reason for choosing this group of people is they are the frontline and
direct people dealing with hotel guests.

The data in this study are assessed automatically using the SPSS version 28.0.1.1. The
probability sampling technique was used for this study. Probability sampling is used as a
simple random strategy, which means that all competent people in the population have an
equal probability of being chosen. The questionnaire was chosen as the study instrument. The
guestionnaire helps to collect data into systematized spreadsheets for data analysis, reducing
data entry errors and expediting hypothesis testing. Google Forms was the mechanism that
was utilized to provide the questionnaire to the responders. A cover letter was included with
every one of the questionnaires. On the cover letter, it was stated that responders would be
given a one-week window to complete the survey and that the responses would be kept
anonymous. If the response rate is slow and low, many follow-ups to the respondents will be
conducted in order to guarantee that the analysis can be finished within the allotted amount
of time.

Hypothesis Generation

The findings of the research indicate that there is a large positive and strong association
between all the push variables (career and development growth, job satisfaction,
remuneration, working environment, and relationship between superior and subordinate),
and employee turnover. The Urban Inn Hotel will benefit from this study in several ways,
including improved employee productivity, enhanced ability to compete successfully in the
sector, and prevention of any operational disruptions. The findings of Following by our
research questions:
RQ1: Is there a significant relationship between career & development growth towards
employees’ turnover?
RQ2: Is there a significant relationship between job satisfaction towards employees’ turnover?
RQ3: Is there a significant relationship between salary towards employees’ turnover?
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RQ4: Is there a significant relationship between workplace environment towards employees’

turnover?

RQ5: Is there a significant relationship between communication & relationship with superiors
and subordinates towards employees’ turnover?

Research Hypotheses as below

H1: There is a significant relationship between career & development growth and employees’

turnover.

H2: There is a significant relationship between job satisfaction and employees’ turnover.

H3: There is a significant relationship between salary and employees’ turnover.

H4: There is a significant relationship between the workplace environment and employees’

turnover.

H5: There is a significant relationship between communication & relationship with superiors
and subordinates and employees’ turnover.

The scope of the investigation encompasses the entire board because doing so makes it
easier to gather information about employee turnover at the Urban Inn Hotel. Hospitality
workers who work on a routine basis miss out on their time with friends and family, which
limits opportunities for them to recharge their emotional batteries. This is one of the many
reasons why employees decide to take time off from their jobs, and one of those reasons may
be that the working hours are difficult. Hospitality workers often have to work nights,
weekends, and holidays, and they frequently have to be on call 24 hours a day, seven days a
week (Mistry, 2022). If employee turnover is high and employee retention is poor, it can be
difficult to meet the expectations of customers in an industry that is so customer-facing. This
is especially true if new employees are continuously being hired and fired. However, this also
has an impact on the profitability of the company because it requires ongoing recruitment,
hiring, and training of new staff members (Alexandra, 2022). The scope of the study is limited
to considering only factors that cannot be changed, such as the structure of hotels and the
services that they provide. The investigation is going to zero in exclusively on the human and
management factors that allow for the prospect of improvement.

Data Analysis

To respond to the research questions and hypotheses posed by this study, two distinct
methods of assessment were discussed. A nominal scale was used to identify the categories
that were discussed in the section that was just above this one. These categories included
gender, race, age, education level, years of experience working in the hotel industry, years of
service in urban inn hotels, monthly gross income, and department. In the meantime, the
following sections measure the responses of the respondents with regard to the dependent
variable and the independent variable in accordance with the Push factor from the PPM (Push
& Pull Mooring theory), which includes career growth and development, job satisfaction,
salary, work environment, and communication and relationship with superior and
subordinate.

This study's population consists of (50-60 personnel) from three primary departments
of Urban Inn: front-office operation, housekeeping, and back-office support. As previously
stated, the front office operation consists of a receptionist and a hotel supervisor, cleaning
consists of a cleaner and a housekeeping supervisor, and back-office assistance consists of HR,
Finance, Sales, Purchasing, and Marketing. Most of the target staff are from the front office
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operations and housekeeping teams. The reason for selecting this set of people is that they
are the people who deal with hotel customers daily. Of a total of 62 sets of questionnaires
sent out to the targeted respondents, 62 completed questionnaires were received. This
represents a response rate of 100 percent.

Demographic Profile of the Respondents: n=62

Variables n=62 Percentage
(%)
Gender Female 35 56.5
Male 27 43.5
Malay 29 46.8
Chinese 20 323
Race Indian 13 21.0
18 - 29 years old 25 40.3
30 - 49 years old 29 46.8
Age 50 and above 8 12.9
PMR / SPM / STPM 29 46.8
Diploma 11 17.7
Education Level Bachelor’s degree 10 16.1
PHD 2 3.2
Professional Certificate 10 16.1
Less than 2 years 11 17.7
2 - 5years 24 38.7

Working Experience Ir

5-10years 17 27.4
Hotel Industry

above 10 years 10 16.1
Less than 1 year 13 21.0
1-2vyears 23 37.1
Service Length In Urbar2 Boeas 24 38.7
Inn Hotel
above 10 years 2 3.2
below RM 2000 12 19.4
RM 2000 - RM 3999 38 61.3
Monthly Gross Income RM 4000 - RM 5999 7 113
above RM 6000 5 8.1
Back Office Support 9 14.5
Front Office Operation 29 46.8
Housekeeping Team 24 38.7
Department
Back Office Support 9 14.5
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Both the dependent variable (Employee Turnover) and the independent variables (Push
factor) were subjected to tests to determine their central tendencies (Career & Development
Growth, Job Satisfaction, Salary, Workplace Environment, and Communication and
Relationship with Superiors and Subordinates).

Normal Q-Q Plot of EmployeeTurnover

Expected Normal

Observed Value

The Q-Q plot was used as evidence for normality tests to determine whether there were
extreme outliers for the push factors (career and development growth, job satisfaction, salary,
workplace environment, and Communication and Relationship with Superiors and
Subordinates) that contribute to employee turnover. These factors include career &
development growth, job satisfaction, salary, workplace environment, and Communication
and Relationship with Superiors and subordinates.

The coefficient of Push Factors and Employee Turnover for Actual Data Collection are as below
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Coefficient of Push Factors and Employee Turnover for Actual Data Collection
[~ - -

Variables Case Processing n % Cronbach’s No. of
Summary Alpha Statements

Dependent Variables

Employee Turnover Valid 62 100.0
Excluded 0 .0 0.894 7
Total 62 100.0

Independent Variables — Push Factor

Career & DevelopmeniValid 62 100.0
Growth
Excluded 0 .0 0.927 7
Total 62 100.0
Job Satisfaction Valid 62 100.0
Excluded 0 .0 0.924 7
Total 62 100.0
Salary Valid 62 100.0
Excluded 0 .0 0.931 7
Total 62 100.0
Workplace Environment  Valid 62 100.0
Excluded 0 .0 0.931 7
Total 62 100.0
Communication Valid 62 100.0
and Relationship Excluded 0 .0 0.924 7
with Superior and Total 62 100.0

Subordinate

The correlation study investigates the degree to which independent variables (such as
career and development growth, job satisfaction, compensation, workplace environment and
communication, and the relationship between superior and subordinate) are related to push
factors (such as employee turnover). The correlation coefficient was calculated based on the
values between -1 and +1 that were found between the two variables. According to Shaun
(2022), the interpretation of the r value can be broken down as follows: a weak negative
correlation (r - 0.20), a moderate negative correlation (-0.30 r -0.50), a strong negative
correlation (-0.60 r -0.80), and a very strong negative correlation ((-0.90 r -1.00). These
categories are displayed in the table above. A weak positive correlation (r-value less than
0.20), moderate positive correlation (r-value between 0.30 and 0.50), strong positive
correlation (r-value between 0.60 and 0.80), and very strong positive correlation (r-value
between 0.90 and 1.00).
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Summary of Findings

Number Research Questions Findings

RQ1 Is there a significant | There is a significant strong positive
relationship between career & | relationship between career &
development growth toward | development growth and employee
employee turnover? turnover where r =0.824, p < 0.01.

RQ2 Is there a significant | There is a significant strong positive
relationship  between job | relationship between job satisfaction and
satisfaction towards employee | employee turnover where r = 0.783, p <
turnover? 0.01.

RQ3 Is there a significant | There is a significant strong positive
relationship between salary | relationship between salary and employee
towards employee turnover? turnover where r = 0.685, p < 0.01.

RQ4 Is there a significant | There is a significant strong positive
relationship  of  workplace | relationship between workplace
environment towards | environment and employee turnover
employee turnover? where r =0.706, p < 0.01.

RQ5 Is there a significant | There is a significant strong positive
relationship between | relationship between communication &
communication & relationship | relationship with superior and
with superiors and | subordinate and employee turnover
subordinates towards | wherer=0.729, p<0.01.
employee’s turnover?
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Summary Findings for Hypotheses
Hypotheses of Study Alternate Hypotheses

H1: There is a significant relationship between career | Accepted
& development growth and employees’ turnover.

H2: There is a significant relationship between job | Accepted
satisfaction and employees’ turnover.

H3: There is a significant relationship between salary | Accepted
and employees’ turnover.

H4: There is a significant relationship between workplace | Accepted
environment and employees’ turnover.

H5: There is a significant relationship between | Accepted
communication & relationship with superiors and
subordinates and employees’ turnover.

Discussion & Recommendations

According to the findings of the research, there is a connection between employee
turnover and factors such as career and development growth, job satisfaction, salary, the
quality of the working environment, and communication and relationships with both superiors
and subordinates at the Urban Inn Hotel. The findings of the survey provided evidence that
supported the research hypotheses, which suggested that there is a substantial association
between the criteria listed above and employee turnover. According to the survey results,
more than half of the respondents are pleased with the work goals and direction they are
receiving from the organization. These individuals are also willing to suggest the business to
others and to remain employed by the organization for longer. The survey also revealed that
respondents were most split on the topic of the opportunities provided to them to enhance
their level of productivity, which is an essential component for the management to investigate
and enhance. When it comes to their salaries, more than half of the respondents are content
with what they are now making and believe that the amount they are receiving meets their
expectations.

The research was done successfully and documented in the report. In the future, we
suggest research should also make use of mixed methodologies, including both quantitative
and qualitative approaches, provided sufficient time and the availability of better-developed
tools. Because the results show that there is a considerable positive correlation between the
two, keeping all those aspects that contribute to job happiness under check has the potential
to increase overall job satisfaction. Utilize qualitative research methods rather than
guantitative research approaches and adopt a plan that combines the two. This is because the
gualitative findings would serve to bolster and corroborate the quantitative conclusions.

Extend the scope of the research to include additional states, such as Perak, Penang,
Kelantan, and Pahang.
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Include mediation for career and development growth (Promotion), job satisfaction
(Recognition), job satisfaction (Recognition), salary (Increment and bonus), workplace
environment (facilities & tools), communication & relationship with superiors and
subordinates, and workplace environment (facilities & tools) (employee engagement
activities).
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