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ABSTRACT

The purpose of this study is to investigate the relationships between
the hospitality workforce and certain job satisfaction factors. It also
addresses what aspects of a position an employee believes to be
valued and important. A total of 17 attributes were collected and
used from each member of 24 properties. Factor analyses were used
to determine the subsets of employee job satisfaction and
satisfaction with workforce diversity. MANOVA was performed to
determine the differences between job-satisfaction factors, overall
job satisfaction, and retention according to workers’ age, gender,
native language, and racial-ethnicity. A relationship between
satisfaction with workforce diversity and overall satisfaction was
investigated using simple regression analysis. The findings revealed
that women are more attached to their work than men are. Tenured
workers consider their employment important in terms of belonging
to the society and the community. Workforce diversity plays a more
important role among those in management positions than it does
for subordinate employees. Employees who are a part of the major
racial-ethnic group in the workplace tend to have a more sensitive
attitude toward workforce diversity.

Keywords:  Job Satisfaction, Retention, Workforce Diversity,
Language, Characteristics

31



INTRODUCTION

The hospitality industry consists of various components, such as
lodging, food service, attractions, transportation, etc. Among these
hospitality components, lodging has played an important role in
travel and tourism (Biederman, 2008). The quality of a hotel’s
products relies heavily on its employees so improving service
quality has become a prominent factor in the hospitality industry
(Augustyn & Ho, 1998). Quality employees are an organization’s
foundation, and it is critical for employers to retain their valuable
employees, though attracting and retaining a skilled workforce can
be challenging (Branham, 2005). The hotel industry has long been
plagued by high turnover rates which are higher than most industries
who rely on their employees and compete to attract new ones (Jones,
2008). As employees have become the most valuable asset of
hotels, a company’s success depends greatly on a work environment
that attracts workers and exceeds their expectations.

How employees feel about their work environments may
vary because of individual characteristics. These differences may
determine the level of satisfaction with work environments and
workers’ intentions of remaining at a given hotel (Franek & Vecera,
2008). Nonetheless, an appropriate understanding of employees’
expectations of their work environments is a critical component in
hoteliers’ being able to retain their valued employees (Hinkin &
Tracey, 2000; Susskind, Borchgrevink, Kacmar, & Brymer, 2000).

Identifying job satisfaction factors helps hoteliers make
meaningful decisions regarding employees’ satisfaction at work
(Cranny, Smith, & Stone, 1992). Efraty and Sirgy (1990) describe
job satisfaction as one’s effective appraisal of wvarious job
dimensions, including the work itself, supervision, pay, promotion
policies, and coworkers. Glisson and Durick (1988) considered the
worker and the nature of the work itself as two important factors
affecting job satisfaction. Porter and Lawler (1968) divided
influences on job satisfaction into satisfactory factors related to work
itself, such as recognition or awards from working environment,
relationships with co-workers, management, and compensations, and
factors not directly related to the work itself, such as independence,
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achievement, own supervision, self-esteem, and similar feelings
obtained from work. Variables selected to measure job satisfaction
need to represent all aspects of the work environment: human
relations, the job itself, personal feelings, and a feeling of
membership within the organization (Syptak, Marsland, & Ulmer,
1999).

Carbery, Garavan, O’Brien, & McDonnell (2003) state that a
combination of demographic, human-capital, and psychological
attributes contributed to employees’ job satisfaction and retention.
Franek and Vecera (2008) indicate employee satisfaction becomes
diversified when one group of people starts to desire differently from
what another group wants. Changes in workforce demographics
have played a major role with fueling interests on diversity in the
hotel industry (Woods & King, 2002). Just knowing employees
personally within the organization may not be enough for hoteliers
to appropriately manage them. Understanding factors that play
important roles in work environments are needed to foster diversity
in hotel organizations.

The hospitality industry offers a wide range of jobs with
diverse human capital requirements (Szivas, Riley, & Airey, 2003).
Diversity may cause confusion among people with various
backgrounds, and it is unavoidable in the hotel industry.
Understanding the diversity of the workforce is necessary for
building positive mutual relationships between employees and
employers, as well as between employees and their coworkers
(Ilverson, 2000). Identifying job-satisfaction factors and worker’s
attitudes toward other coworkers are vital in measuring a worker’s
level of satisfaction with the work environment. The hotel industry
must take new steps in managing diverse employees, a process
which requires showing people how to work with those from
different backgrounds (Borchgrevink, Ninemeier, & Mykletun |,
2000); 2000; Lee & Moreo, 2007; Lee & Way, 2010).

Although there has been much empirical research on job
satisfaction, few studies have highlighted factors which focus on
individual characteristics (Ellickson, 2002). A study by Simons and
Enz (1995) suggested that individual differences should be
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considered when designing workforce motivational programs. Little
research focuses on the impact of personal language familiarity
(English vs. non-English) and racial-ethnicity on individual job
satisfaction within the hotel industry.

The purpose of this study, therefore, is to investigate the
relationships  between job-satisfaction factors, overall job
satisfaction, and workers’ intentions to remain at their current hotels.
The relationship between workforce diversity and overall job
satisfaction according to gender, age, native language, and racial-
ethnicity is then uncovered.

In accordance with the purposes of this study, two
hypotheses are investigated:

1. There is no significant relationship between job-satisfaction
factors, overall job satisfaction, and an intention to remain at the
current hotel according to age, gender, native language, and
racial-ethnicity.

2. There is no significant relationship between overall job
satisfaction and satisfaction with workforce diversity according
to age, gender, native language, and racial-ethnicity.

LITERATURE REVIEW

Understanding what employees feel about work
environments is one of the most important issues for the hotel
industry.  Hoteliers need to retain employees longer, not only
because of the cost of hiring and training new employees, but also
because longer tenured employees tend to be more effective at their
jobs (Bedeian, Ferris, & Kacmar, 1992). High turnover rate is one
critical issue in the hospitality industry which ultimately produces
higher overhead costs and lower quality customer service
(Kuruuzum, Cetin, & Irmak, 2009). Retaining quality employees
would be the ideal method for sustaining a reputation and building
loyal customer relationships (Ford & Heaton, 2001).

Studies centering on employee satisfaction with the work

environment state job satisfaction has a strong relationship with
customer satisfaction, especially in areas where there is a heavy
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emphasis on service-oriented businesses (McNeese-Smith, 1997,
Heskett, Sasser, & Schlesinger, 1997; Spinelli & Canavos, 2000;
Matzler & Renzl, 2007; Arnett, Laverie, & McLane, 2002). Job
satisfaction has been also shown to have a significant relationship
with organizational commitment and employee turnover (Heskett,
Jones, Loveman, Sasser, & Schlesinger, 1994; Barrow, 1990; Deery,
2008; Schlesinger & Zornitsky, 1991; Testa, 2001).

The organizations tend to experience less turnover,
absenteeism, and poor work performance when employees are happy
with their work environment (Kusluvan & Kusluvan, 2000; Bai,
Brewer, Sammons, & Swerdlow, 2006). Consequently, identifying
which demographic factors have the greatest impact on satisfaction
level is worthwhile and necessary for both employee selection and
performance (Testa & Muller, 2009). This is especially true in an
industry heavily based on human interactions (Spinelli & Canavos,
2000).

Different conceptual definitions of job satisfaction have led
to it being measured in a number of ways (Wanous & Lawler, 1972)
including: preference of one’s own work (Agho, Price, & Mueller,
1992); the relationship between employee expectations and actual
perceptions (Locke, 1969); an incidental issue to job performance
(Fitzgerald, 1972); and how one feels about the job in general
(Smith, Kendall, & Hulin, 1975). Lester (1987) indicates that
researchers conduct different studies on job satisfaction because
employees have different attitudes and values regarding the various
aspects of their work. Researchers have also approached job
satisfaction from the perspective of need-fulfillment by asking
whether the job meets the employees’ physical and psychological
needs (Wolf, 1970). This study used the job satisfaction definition
of: an emotional state resulting from the appraisal of one’s job which
is the most referenced and generally accepted description of it
(Morgan, McDonagh, & Ryan-Morgan, 1995).

While job satisfaction may be just one part of the equation in
employee retention, it is important to explore/understand key factors
and individual characteristics that differentiate workers’ levels of
satisfaction, making the subject widely studied (Franek & Vecera,

35


http://www.sciencedirect.com/science?_ob=ArticleURL&_udi=B6VBH-4J7306N-1&_user=446476&_rdoc=1&_fmt=&_orig=search&_sort=d&view=c&_version=1&_urlVersion=0&_userid=446476&md5=30ab662538cb91b9ea1abb7c6c65455f#bib16#bib16
http://www.sciencedirect.com/science?_ob=ArticleURL&_udi=B6VBH-4J7306N-1&_user=446476&_rdoc=1&_fmt=&_orig=search&_sort=d&view=c&_version=1&_urlVersion=0&_userid=446476&md5=30ab662538cb91b9ea1abb7c6c65455f#bib5#bib5

2008; Deery, 2008). Different studies find different relationships
with job satisfaction factors. Hancer and George (2003) used job
satisfaction factors, such as compensation, supervision, social status,
and promotion. Lam, Baum, and Pine (2001) identified three job
dimensions, such as work environment, the job itself, and rewards,
as ones having a positive relationship with job satisfaction. Spinellis
and Canavos (2000) also identified factors such as pay, level of
challenging tasks, degree of decision making, training, benefits,
promotions, and supervision as ones having a positive relationship
with job satisfaction.

Various job-satisfaction studies have also identified the role
of demographic characteristics, such as gender (Wharton, Rotolo, &
Bird, 2000; Frye & Mount, 2007), age (Eskildsen, Kristensen, &
Westlund, 2003; Jung, Moon, & Hahm, 2007), education level
(Verhofstadt & Omey, 2007), income (Clark, Kristensen, &
Westergard-Nielsen, 2009; Tang, 2007), and tenure (Kalleberg &
Mastekaasa, 2001; Oshagbemi, 2000). However, limited studies
have explored language and racial-ethnicity in measuring
satisfaction with work environments in the hotel industry.

Service organizations will need to identify and address needs
of an increasingly diverse workforce (Testa & Mueller, 2009).
Diversity issues in the work place affect almost every organization
(Mindell, 1995) and nation, including the U.S. (Berta, 2000; Griggs
& Louw, 1995; Higley, 2000). The labor force in the hotel industry
has become and will continue to become more diverse in age,
gender, and racial-ethnicity (Littlefield & Sarabakhsh, 1997).
Matters of workplace diversity have become one of the leading
contemporary organizational concerns. It is clear that organizations
must familiarize themselves with different employee attitudes and
deal with a differing workforce whether they like it or not (Pitts,
2009; Woods & King, 2002). Factors such as native language and
racial-ethnic backgrounds have taken on greater importance in
equating employee satisfaction with their work environment
(lverson, 2000; Woods & King, 2002).

Hewitt (1993) states that individuals bring their own
identities—including values, traditions, customs, language, and

36



beliefs—to the workplace. As a result, geographic origins, ethnic
heritage, and cultural traditions of today’s immigrants affect the
entry-level workforce in the hotel industry. They tend to use these
native identities to define their needs and establish social groups
among their fellow employees within the organization (Littlefield &
Sarabakhsh, 1997). The increasing number of hotel workers with
different backgrounds thus require more attention than it currently
receives in many places when building teamwork and employee
satisfaction in diversified workplace (Lee & Moreo, 2007; Mok,
2002; Lee & Way, 2010).

The character of job satisfaction is necessary in order to
facilitate matching the right person to the right job. Inherent in
identifying the character of job satisfaction is maximizing job
satisfaction and ultimately improving our understanding of
organizational effectiveness. Immigrant and minority workers are
becoming important assets in serving the needs of multicultural
consumers, as well as society as a whole. Identifying the specific
character of job satisfaction for each group is important and leads to
the need for more insight on the subject. As Resnick and Bond
(2001) indicate regarding measurements of job satisfaction, the
creation of a new job-satisfaction scale would be the logical step in
determining employees’ job satisfaction and its relationship to
various topics like language not brought up in previous studies.

METHODOLOGY

This research initially investigated relationships between job-
satisfaction factors, overall job satisfaction, and retention at the
current hotel according to identified demographic characteristics:
age, gender, native language, and racial-ethnicity. The study then
explored a relationship between workforce diversity and overall job
satisfaction as it relates to identified demographic characteristics.

Along with using items from previous studies (Weiss, Dawis,
England, & Loftquist, 1967; Spector, 1997; Lee & Moreo, 2007; Lee
& Way, 2010), initial attributes related to job satisfaction were
identified through a focus group. The focus group identified
seventeen attributes: location of the hotel, communication in
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English, work accomplishment, department, level of opportunity to
supervise others, level of different work duties, level of importance
in the hotel, supervisor (personal), supervisor (technical), benefit
package, pay, workload, working condition, working shift, training
for daily tasks, career advancement, and job security.

Survey instruments were written in English and Spanish to
accommodate Hispanic workers who may have limited English
proficiency. The English version of the instrument was translated
into Spanish by two Spanish and English bilingual workers and then
translated back into English by two English and Spanish bilingual
college students to make certain that meanings were the same in
both languages.

The pilot test was performed to test the validity and
reliability of the questionnaire, using 65 workers from three hotels
that participated in the focus group. Their suggestions regarding
clarity, readability, format, and appropriateness of items were
considered for incorporation into the final survey instrument. The
data from the pilot test identified a wide perception of employee
expectations  regarding satisfaction within the  workplace
environment. Reliability of each factor was assessed by employing
Cronbach’s alpha-coefficient ranging from 0.83 to 0.91 for the
individual factors of satisfaction and a coefficient of 0.96 for the
total survey.

Questionnaires were initially distributed to all employees
who were eligible to get paychecks from selected hotels, ranging
from a 52 room roadside hotel to a 264-room resort. All survey
participants were instructed to return their completed surveys in a
provided envelope to a collection box located on each property. All
collection boxes were then directly mailed to the researchers, and all
questionnaires were coded and manually compiled into the computer
system.

The intention to remain at their current hotel was measured
by asking respondents how long they planned to work at their
current place of employment. Responses were divided into four
categories: less than one year, one to three years, three to five years,
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and more than five years. Overall job satisfaction was measured by
asking participants’ level of satisfaction with their current job. To
quantify the level of job satisfaction, responses gained from the
questionnaire were measured by associating a quantitative value
with the six-point Likert scale (1 = Least Satisfied to 6 = Most
Satisfied). In order to quantify the level of intention to remain at the
current hotel and the level of satisfaction, data was interpreted on a
scale such that the selection of a higher number represented a higher
level of intention to remain or job satisfaction, and the selection of a
lower number indicated the opposite.

DATA ANALYSIS

The answers were evaluated and analyzed in relation to all
subjects involved and the questions asked. Descriptive statistics
were used to determine frequency distribution for age, gender, native
language, and racial-ethnicity.  Factor analyses were used to
determine the independent subsets of highly correlated statements
(Kym & Muller, 1978) that reflect the underlying dimensions of
employee job satisfaction and satisfaction with workforce diversity.

The areas of Work Environment, Work Itself, Supervision,
Compensation, and Personal Status were extracted from 17 job
satisfaction attributes. The Workforce Diversity factor was extracted
from four attributes. Multivariate analysis of variance, along with a
multiple range test (LSD) as the post-hoc procedure, were performed
to determine the differences between job-satisfaction factors, overall
job satisfaction, and intention to remain at the hotel according to
hotel workers’ age, gender, native language, and racial-ethnicity. A
significance of satisfaction with workforce diversity on job
satisfaction was investigated using simple regression analysis.

RESULTS

The questionnaires yielded a 24.1% (359) response rate after
eliminating 7 partially completed responses from 366 returned
questionnaires. As Table 1 indicates, there were 109 male
respondents (30.4%) and 242 female respondents (67.4%). Age was
distributed among the ranges of 18-25 (82, 22.8%), 26-35 (92,
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25.6%), 36-45 (90, 25.1%), 46-55 (59, 16.4%), and 56 or older (28,
7.8%). The respondents’ racial breakdown was 146 Caucasians
(40.7%), 114 African-Americans (31.8%), 75 Hispanics (20.9%),
and 18 that fit into the other category (5.0%). As for language, 281
respondents (78.3%) listed English as their native language.

Table 1: Demographics Information

Frequency %
Gender Male 109 30.4
Female 242 67.4
Missing 8 2.2
Total 359 100.0
Age 18-25 82 22.8
26-35 92 25.6
36-45 90 25.1
46-55 59 16.4
56 or older 28 7.8
Missing 8 2.2
Total 359 100.0**
Native English English 281 78.3
Language Non-English 62 17.3
Missing 16 4.5
Total 359 100.0**
Ethnicity Caucasian 146 40.7
African American 114 31.8
Hispanic 75 20.9
Others* 18 5.0
Missing 6 1.7
Total 359 100.0**

* American Indian and Asian/Pacific Islander
** A total may not equal 100 due to rounding

Several job-satisfaction variables loaded heavily on one
factor, in a confirmation that there was minimal overlap among the
factors and that all factors were independently structured. Through
factor analysis, five job-satisfaction factors were extracted: Work
Environment, Work Itself, Supervision, Compensation, and Personal
Status, from 17 attributes. Bartlett’s Test of Sphericity was
conducted vyielding a significant chi-square value to test the
significance of the correlation matrix (approx. chi-square =
2948.447, sig. = .000). As shown in Table 2, the Kaiser-Meyer-
Olkin statistic was calculated as 0.906, which indicated that the
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variables were interrelated and shared common factors (Kaiser,
1974).

The five identified factors for job satisfaction resulted in a
relatively workable and meaningful number of composite
dimensions. The reliability coefficients ranged from 0.680
(Compensation) to 0.878 (Supervision), which are considered
acceptable ranges as an indication of reliability (Ary, Jacobs, &
Razavieh, 1996). Succeeding with the reliability and the validity of
the factor analysis, a principal-component analysis with an
orthogonal rotation was implemented to determine the underlying
dimensions of the job-satisfaction attributes and workforce diversity.
Because of the sample size of 359 in this study, items with loadings
of 0.50 or greater on a single factor were used to interpret these
factors.

The total variance and eigenvalues for each of the five job
satisfaction characteristics are as follows: Work Environment
explained 15.901% of the total variance, with an eigenvalue of 2.703
and an alpha coefficient of 0.811; Work Itself accounted for 15.322%
of the total variance, with an eigenvalue of 2.605 and an alpha
coefficient of 0.840; Supervision represented 13.616% of the total
variance, with an eigenvalue of 2.315 and an alpha coefficient of
0.878; Compensation accounted for 12.226% of the total variance,
with an eigenvalue of 2.078 and an alpha coefficient of 0.680; and
Personal Feeling explained 11.822% of the total variance, with an
eigenvalue of 2.010 and an alpha coefficient of 0.716. The analysis
designated five stable factors with eigenvalues greater than 1,
explaining 68.89% of the variance.

Table 2: Factors for Satisfaction with the Work Environment &
Workforce Diversity

. Factor % of
AT Loading Variance
Satisfaction with location of the 816

hotel
Work Satisfaction with
Environment communication in English
Satisfaction with the work
accomplishment

793 2703 15.901 .811

674
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Satisfaction with the

department 572
Satisfaction with working 670
condition '

Satisfaction with working shift ~ .648
Satisfaction with training for

Work Itself . .632 2.605 15.322 .840
daily tasks
Satisfaction with career 578
advancement & development )
Satisfaction with job security 514
Satisfaction with supervisor
(personal) -880
Supervision . . . . 2,315 13.616 .878
Satisfaction with supervisor
. .803
(technical)
Satisfaction with benefit 761
. package '
Compensation Satisfaction with pay 674 2.078 12.226 .680
Satisfaction with workload .627
Satisfaction with level of 798

opportunity to supervise others
Personal  Satisfaction with level of
Status different work duty
Satisfaction with my
importance in the hotel

.623 2.010 11.822 .716

.617

Cumulative Variance Explained = 68.89%
KMO: .906
Bartlett test: Chi-square = 2948.48 at p=0.000

As shown in Table 3, the Workforce Diversity factor
explained 75.36% of the total variance, with an eigenvalue of 3.014
and a reliability coefficient (0.887) that was acceptable as an
indication of reliability for a basic study. The Kaiser-Meyer-Olkin
statistic was calculated as 0.702.

Table 3: Factors for Satisfaction with the Workforce Diversity

. Factor % of
IS Loading Variance
different cultural backgrounds .816
V\{orkfprce different ethnic ba(_:kgrounds 793 3014 75361 887
Diversity own cultural practices 674
own ethnicity background 572
Cumulative Variance Explained=75.36%

KMO: .702
Bartlett test: Chi-square = 1249.778 at p=0.000
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Table 4 shows that the level of the variable Personal Status
was significantly different, with an F-value of 6.807, according to
the respondent’s gender. Male respondents (4.57) appeared to have
a higher satisfaction with Personal Status than did female
respondents (4.12); however, female respondents (3.46) scored
higher than male respondents (3.28) in the level of intention to
remain at their current hotel, with the F-value of 0.532 at p = .01.

The level of intention to remain at the current hotel varied
significantly by age. The F-value was 3.395 at p = .01. An LSD
multiple comparison test indicated that respondents in the 46-or-
older age group (3.98) had a higher mean score compared with the
18-25 age group (2.84).

Differences were found in measuring the level of satisfaction
with Work Environment (F = 11.152 at p = .001), Work Itself (F =
16.453 at p = .00), Supervision (F = 13.507 at p = .00),
Compensation (F = 7.792, at p = .006), and Personal Status (F =
18.942 at p = .000) according to native language. Employing this
distinction, significant differences were also found in measuring the
level of overall job satisfaction (F = 4.699 at p = .031) and the level
of Intention to Remain at the Current Hotel (F = 10.661 at p=.001).
The respondents whose native language was English (5.194) tended
to be satisfied with their Work Environment compared to ones whose
native language was not English (4.686). Native English speakers
tended to score higher in Work Itself (4.423), Supervision (5.018),
Compensation (3.969), Personal Status (4.443), and overall job
satisfaction (5.063) compared to non- native English speakers.
However, the level of Intention to Remain at the Current Hotel for
native English speakers (3.389) was lower than for non-native
English speakers (3.708).

Significant mean differences were discovered among all job-
satisfaction factors and Intention to Remain at the Current Hotel
according to respondents’ racial-ethnicity. The F-values for Work
Environment (2.598, p = .001), Work Itself (4.436, p = .000),
Supervision (4.532, p = .004), Compensation (3.137, p = .026),
Personal Status (7.541, p = .000), and Intention to Remain at the
Current Hotel (3.854, p = .010) were identified. An LSD multiple

43



comparison test indicated that Caucasians demonstrated a higher
level of satisfaction with Work Environment (5.197), Work Itself
(4.520), Supervision (5.115), and Compensation (4.003) than
Hispanics did. African-Americans demonstrated a higher level of
satisfaction with Personal Status (4.244) and Intention to Remain at
the Current Hotel (3.708) than Hispanics did.

Table 4: Differences between Job Satisfaction Factors, Overall
Job Satisfaction & Employee Retention by Gender, Age, Native
Language, and Racial-Ethnicity

Dependent  Work Work Super Compe- Personal Overall Intention
Variables Enviro- Itself -vision nsation Status Satisfaction to
nment w/Work Remain
Independent Environment
Variable Mean Mean Mean Mean Mean Mean Mean
Gender
?2]';"6";')6 5.075 4.239 4962 4025 4572 4.876 3.283
?gzi%"’;'e 5.057 4.267 4788 3.774 4123 5.022 3.464
F .015 .028 .836 1.999 6.807 .802 532
P value 903 867 .361 .159 .010 371 .010
Statistical asb b>a
Difference
Wilk’s Lambda=.916, F=2.989, df=7.000, sig.=.005
Age
a)l18- 4,986 2.843
25(n=51) 5.142 4.349 4951 3.830 4.085
25293;5 5.127 4.342 5.067 3.706 4.423 5.158 3.254
((:2]3;%;14)5 5.003 4.184 4.726 3.974 4.260 4.869 3.468
aeey (" 5238 4606 4033 322 435 9 39T
F 385 878 967 424 573 .594 3.395
P value 819 478 427 792 .683 .667 .0103
Statistical a<d
Difference

Wilk’s Lambda=.841, F=1.438, df=28.000, sog.=.067
Native Language

QENglish 510/ 4423 5018 3969 4.443 5.063 3.389
(n=185)

b)Non-
English

4.686 3.693 4.255 3.425 3.624 4.666 3.708
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Dependent  Work Work Super Compe- Personal Overall Intention

Variables Enviro- Itself -vision nsation Status Satisfaction to
nment w/Work Remain

Independent Environment

Variable Mean Mean Mean Mean Mean Mean Mean

(n=47)

F 11.152 16.45313.507 7.792 18.942 4,699 10.661

P value .001 .000 .000 .006 .000 .031 .001

St_atlstlcal b asb asb  asb asb a>b a<b

Difference

Wilk’s Lambda=.879, F=4.407, df=7.000, sig.=.000

Ethnicity

a)Caucasian ¢ 197 4500 5115 4.003 4526 5.189 3.389

(n=95)

b)African-

American 5.069 4.301 4.930 3.907 4,244 4,886 3.708

(n=79)

‘(?;'észr;a”'c 4783 3750 4.326 3391  3.653 4.711 2.826

?gffger 5437 4000 4541 4000 A4.888 5.250 4.250

F 2.598 5.436 4532 3.137 7.541 2.591 3.854

P value .001 .000 .004 .026 .000 .054 .010

St_atlstlcal asc a>c  asc asc b>c b>c

Difference

Wilk’s Lambda=.808, F=2.408, df=21.000, sig.=.000

The probability of a hotel worker’s overall job satisfaction
changed according to his or her satisfaction with workforce
diversity. Table 5 shows the levels of association between a hotel
worker’s overall job satisfaction and satisfaction with workforce
diversity for male respondents (= .497) and for female respondents
(B= .382). The age group 3645 (B= .552) indicates a stronger
association in overall job satisfaction and satisfaction with
workforce diversity in comparison with other age groups. As age
advanced, the level of association grows stronger until the age group
reaches 46 or older (B = .473). The level of satisfaction with
workforce diversity had a statistically significant impact on overall
job satisfaction for both native English speakers (= .431) and non-
native English speakers (= .318). Satisfaction with workforce
diversity also indicates an association with overall job satisfaction
for Caucasians (B = .500), African-Americans (B = .379), and
Hispanics (B=.377).
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Table 5: Relationships between Work Environment and
Workforce Diversity

Dependent Variable B B T Sig.
Satisfaction w/ Work Environment .952 416 8.638 .000
R2= 173, F =74.612
Gender

Male 1.075 497 5.929 .000
R?=.247, F = 35.149
Female 877 .382 6.407 .000
R?=.146, F = 41.051

Age
18-25 513 .239 2.201 .031
R2 = .057F = 4.486
26-35 .860 371 3.794 .000
R2 =138, F = 14.396
36-45 1.242 552 6.214 .000
R2 =305, F = 38.617
46 or older 1.128 473 4.051 .000
R2 =224, F = 16.407
English Articulation

English 917 431 7.985 .000

R2=.186, F =63.754
Non-English 876 318 2.600 012

R2=101F =6.758
Ethnicity

Caucasian .982 .500 6.925 .000

R2 =250, F = 47.958
African-American .926 379 4.333 .000

R2=.144, F = 18.779
Hispanic .994 377 3.478 .001

R2=.142, F =12.101
Independent Variable: Satisfaction w/ Workforce Diversity

DISCUSSION

The study finds some significant relationships between job-
satisfaction factors, overall job satisfaction, and an intention to
remain at the current hotel with regard to age, gender, native
language, and racial-ethnicity. Relationships are also found between
overall job satisfaction and satisfaction with workforce diversity.
This study gives hoteliers a better understanding of the importance
of customized support and needs, as well as of social training.
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The hotel industry provides a unique work environment that
allows people to easily join and leave the workforce. As the
industry’s workforce becomes increasingly diversified, this change
may cause new workers to become more sensitive to their work
environments. Hoteliers need to redesign workplaces with
customized work environments which allow people to work
effectively with coworkers from different backgrounds. For instance,
people who are new to the geographic area of a workplace may have
different perceptions of their work, compared to workers who have
lived in the area for a longer period.

The findings indicate gaps still remain between male and
female workers in accepting social status and work roles. People
care about their social status and their involvement within the
workplace and local area. For example, instead of just teaching
English for non-native English speakers, a company may need to
help with introducing workers to the local culture or may need to
provide social counseling and assimilation services according to
each group’s characteristics. This study shows that women are more
attached to their work than men are, regardless of their satisfaction
with the work environment. Men appear to more easily accept
workplace social status (such as opportunity to supervise others), a
variety of work duties, and the feeling of their own importance at
work.

Both female and male workers weigh workforce diversity as
an important factor influencing their overall job satisfaction. Female
workers highly value belonging to the organization, an attitude
which helps maintain workplace stability; however, they also
perceive fewer opportunities for supervising others, experience a
wider variety of work duties than men do, and develop their own
sense of importance at work. Managers need to enhance female
workers’ positive feelings about their work environment and provide
them with more opportunities to sharpen their abilities.

Aged employees express a higher level of intention to remain
with their current employers compared to younger employees. This
finding indicates younger workers might be looking for jobs which
compensate them better and allow them to move to different
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locations; on the other hand aged workers may have settled into the
area where they work and consider their employment as important in
terms of belonging to the society and the community. They may
consider it more than a job. The results indicate workers between 36
and 45 are more likely to be in management positions with years of
experience; their responsibilities in managing diversified workers
lead them to be more sensitive to workforce diversity compared to
ones in other age groups. It indicates that ones in supervisory level
positions must have training which can help collaborating workers
with different backgrounds. Workforce diversity plays a more
important role among those in management positions than for line
employees, and aged workers see workforce diversity more
sensitively than younger workers do.

Non-native English speakers tend to remain at their current
workplace regardless of their satisfaction level with the current work
environment. One partial explanation is that job security is their
prime consideration. As native English speakers are probably more
familiar with U.S. culture, they tend to be more sensitive to
workforce diversity compared with non-native English speakers.
Non-native English speakers may not be familiar with U.S. work
environments or have difficulty adapting to new environments
because of their English ability.

Job security is a primary consideration for non-native
English speakers, who tend to be new to the area in which they work
and have some difficulties communicating with coworkers and
customers. Miscommunication may generate customer complaints,
which might create conflicts that could lead to an uncomfortable
work environment for non-native English speakers. Employers can
minimize a lack of familiarity with new work environments and
language by assuring these non-native English speakers of
sustainable job opportunities and ensuring that they have access to
consistent language training and the opportunity to participate in
organizational and community activities.

Employees who are a part of the major racial-ethnic group in

the workplace might have a more sensitive attitude toward
workforce diversity. Since acceptance of workforce diversity is
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associated with satisfaction with the work environment, it is
important that hoteliers implement a variety of customized programs
which can assist each group of people who share similar
backgrounds. The greater the levels of acceptance of workforce
diversity, the more likely individuals will be able to accept
individual differences and foster the integration of diversity into the
workforce.

As Iverson and Roy (1994) indicate, when workers have
stable employment and opportunities for career development, the
level of satisfaction with the work environment increases. It is
important for hoteliers to become aware that increasing diversity
requires a greater need to ensure all employees believe they have
equal access to opportunities for advancement, feel empowered to be
more creative in providing service, and believe their efforts will be
recognized. Hoteliers also must be aware workers feel differently
about these and other matters based on their backgrounds.
Furthermore, managers must strive to set levels of expectations that
are seen as fair, motivational, and in line with the strategies of the
organization.

Managers need to understand what employees tend to expect
from their work (Rafaeli, 1989), even as the level of interaction with
service products varies from person to person. They must create
more opportunities for workers to interact with coworkers. As Lee
and Moreo (2007) and Lee and Way (2010) suggested, employers
need to consider letting workers maintain positive interactions with
peers who have different backgrounds, as a retention tool. Workers
with more opportunities to interact with others tend to increase
employee loyalty and may in turn help to increase the retention of
quality workers.

The impact of workforce diversity on the respondent’s
satisfaction with work environment was significant for all
respondents, regardless of gender, age, native language, and racial-
ethnicity. This study suggests to effectively utilize increasing
workforce diversity, hoteliers need to create a workplace that can
provide customized services not only for customers, but also for
employees. Since employee expectations about work environments
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differ by individual characteristics, hoteliers need to understand that
a training mentality of one size fits all, may not work in the hotel
industry because of the diversity of its employees. Providing
services with customized trainings for workers may make them feel
recognized, not only in the organization but also in the community.

One suggestion would be to use higher public education to
provide necessary training at a reasonable cost with meaningful
results. Many educational facilities and public offices also offer
courses for newcomers to an area. It may be beneficial for both
hoteliers and employees if all workers are required to participate in
diversity-related training and workshops, rather than just making
these activities optional. This is because simply saying a hotel
provides a workplace without offering some customized assistance
to employees may not be able to ensure the hotel will attract
qualified employees.

Since the current study used limited attributes and measured
only the acceptance of workforce diversity, further research needs to
implicate an instrument with detailed individual characteristics.
Research regarding the direct influence of individual experiences,
and their influence on the acceptance of workforce diversity, might
provide theoretical and practical suggestions for managing
diversified hotel workers. Even if the present findings demonstrate
the relationships between workers, one type of measurement is not
adequate to measure all workers. The scale that was used in this
study may need further modifications and testing to fit in future
research. More research is needed to apply the results to different
types of workers at various levels in the hotel industry.
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