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Abstract:

This study examines the impact of employee turnover on service quality in the café
sector in the Kingdom of Saudi Arabia, with a focus on Riyadh as a case study. The research
aims to analyze the relationship between employee turnover and service quality, identify the
factors contributing to turnover, and measure its effect on customer satisfaction and
operational performance. Employing a descriptive-analytical approach, the study utilized
field surveys and semi-structured interviews to collect data from 50 employees, 30 café
managers or owners, and 100 regular customers. The study relied on the SERVQUAL model
and human resource management theories to analyze the phenomenon. The findings revealed
that high turnover negatively affects service quality, leading to reduced operational efficiency
and a customer satisfaction decline of up to 0.5% for every 1% increase in turnover. Key
causes of turnover include low salaries, lack of incentives, and limited training and
development opportunities. The study provides practical recommendations, such as
improving salaries, developing continuous training programs, establishing clear career paths,
and enhancing the work environment to reduce turnover and improve customer experience.
This study fills a local research gap and offers an analytical framework to support decision-
makers in the café sector to enhance workforce stability and competitiveness.
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