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Introduction:

The café sector has become one of the fastest-growing industries in the
Kingdom of Saudi Arabia in recent years, driven by changing lifestyles and the
increasing popularity of the social experience associated with coffee shops.
Along with this rapid growth, challenges related to service quality and the
sustainability of high performance have begun to emerge—especially in light
of the high employee turnover rate within this sector.

The employee turnover rate refers to the number of employees who leave a job
within a specific period compared to the total number of employees. It is a
critical indicator that directly impacts organizational performance. A high
turnover rate may lead to instability within work teams, increased recruitment
and training costs, and a decline in the quality of customer interaction, all of
which negatively affect customer satisfaction and experience.

The importance of this study stems from the need to understand the relationship
between employee turnover rate and service quality in caf€s, particularly given
the intense competition in the sector and its heavy reliance on effective
communication and customer service. This research also highlights the causes
of high turnover, analyzes its impacts from both administrative and operational
perspectives, and provides practical recommendations that could help improve

the performance of this vital sector in the Kingdom.

The scientific value of the study lies in its focus on a topic that has not received
much local research attention, thereby filling an important knowledge gap in
the fields of human resource management and service quality in the hospitality
sector in Saudi Arabia. Moreover, the study considers the unique characteristics
of the Saudi market, enhancing its practical applicability and relevance to the
local context.
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