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Abstract

This study examines the determinants of employee turnover and their impact on service quality in Riyadh
hotels. A cross-sectional, descriptive—analytical design was adopted. Two instruments were administered:
an employee survey to capture HR-related determinants (pay and benefits, work conditions/shifts,
leadership and culture, performance appraisal fairness) and turnover intention; and a guest survey
(SERVQUAL) to assess perceived service quality across five dimensions. The sample comprised 100
participants from ten hotels in Riyadh (60 employees and 40 guests).

Reliability tests (Cronbach’s alpha) indicated good internal consistency for all employed scales. Descriptive
statistics showed dimension means around the mid-point of the 1-5 Likert scale, with descriptively higher
service quality in higher-classified hotels. Ordinary least squares regression suggested that improvements in
the four HR determinants are associated with lower turnover intentions (negative coefficients for all
determinants and an acceptable coefficient of determination). At the hotel level, a descriptive inverse
pattern emerged between employees’ average turnover intention and guests’ overall service quality.

Managerially, the findings highlight the importance of periodically reviewing pay and incentives, optimizing
schedules and work conditions, developing frontline leadership and recognition practices, and
strengthening the fairness and effectiveness of performance appraisal. Future work should expand the field
application across time and locations and link HR indicators to operational outcomes (e.g., guest
complaints/lead times) to sustain service quality and guest satisfaction in hotels.

Keywords: Turnover intention; Service quality; SERVQUAL; Human resources; Riyadh hotels.
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