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INTRODUCTION

Change is immanent in organisations 
(Tsoukas & Chia, 2002). Today's increasingly 
competitive and dynamic business environment 
demands adaptability, which forces organisations to 
make the necessary changes to maintain the 
competitiveness in their business area (Chiang, 
2010). In the hospitality industry, the need for 
change is intensified, considering the labour- 
intensive operations that respond to the volatility 
of sales and the seasonality of a perishable good 
(Lee, 2008). 

As Smith (2005) argued, organisations are 
composed by individuals and, therefore, these 
individuals will be the primary vehicle of change. 
As stated by Bamford and Forrester (2003), when 
initiating and implementing organisational change, 
"bottom-up" actions should be favoured over 
"top-down" control. In hospitality firms, the 
privileged position of frontline employees in 
interacting with customers allows them to gather 
first-hand information on customers' diverse and 
changing needs and expectations (Coelho et al., 
2011; Martinaityte et al., 2019). As such, frontline 
employees are a good source of ideas to suggest 
service improvements (Bettencourt & Brown, 
2003).

Several studies have considered the 
significant influence of employee personality traits 
on their voice (e.g., Zare & Flinchbaugh, 2019). 
Employee voice includes proposing suggestions for 
organisational improvements and persuading those 
who disagree to accept their ideas (Van Dyne & 
LePine, 1998). Therefore, the personality of 

frontline employees in the hospitality industry can 
be key factor to obtain suggestions that will be 
implemented. 

Most of the research performed on 
organisational change in the hospitality empirical 
literature focuses on the role of managers, but 
relatively few studies have been conducted on the 
role of frontline employees as change facilitators 
(e.g., Chiang, 2010; Weber & Weber, 2001). 
Likewise, there is a lack of research on the role 
of frontline employees in the hospitality industry 
as change agents and how their personality 
influences this. Thus, the goal of the study is to 
analyse the influence of frontline employees' 
personality on implemented suggestions for 
organisational change in hospitality firms. 

LITERATURE REVIEW

Becoming a market leader or remaining 
competitive depends on an organisations' change 
efforts (Denning, 2005). Beer et al. (1990) affirmed 
that change must occur at the job-level and not 
because of top management judgements. Morrison 
and Phelps (1999) emphasised the value of 
employee-driven change for ensuring organisational 
effectiveness and performance.

As Chiang (2010) stated, managers should 
listen to employees' suggestions, allowing them to 
participate in the organisational change process. 
Schepers et al. (2016) argued that improvement 
ideas represent potential solutions to problems 
found in a frontline work context. By making 
suggestions for changes, employees can help their 
organisations improve products, processes, and 
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services, and thereby adapt to a changing 
environment. Thus, employee suggestions for 
change are considered a crucial opportunity for the 
development of competitive advantages (Lipponen 
et al., 2008). Axtell et al. (2000) claimed that making 
suggestions is more related to the individual 
characteristics of employees, while their 
implementation is undoubtedly linked to the 
characteristics of the work team and the 
organisation. Thus, it can be argued that making 
suggestions does not guarantee their 
implementation, as factors external to the individual, 
such as the approval of third parties, are involved 
(Axtell et al., 2000). Despite the key role played 
by the organisation in the evaluation and 
implementation of suggestions, there are some 
individual characteristics of the employee, such as 
personality traits, that can help to gain the 
organisation's approval. Therefore, it is also 
interesting to analyse the implemented suggestions 
from an individual perspective. Since a first step 
for the employee is to propose a suggestion, a 
second step is to advocate for its acceptance and 
push for its implementation. Moreover, some 
psychological traits can even overcome the 
resistance not only of specific individuals but of 
an organisational culture that rejects innovation and 
change.

Organisations that encourage and appreciate 
employee voice are more capable of achieving their 
goals and objectives (Daley & Vasu, 2005). 
According to Morrison (2011), voice refers to the 
discretionary communication of ideas, suggestions, 
or concerns about work-related issues for the 
purpose of improving the functioning of a unit or 
the organisation. Academic literature affirms that 
employees' personality traits have an important 
effect on their voice and, therefore, on the 
suggestions proposed by employees (e.g., LePine 
& Van Dyne, 2001). This underlines the relevance 
of the personality of frontline employees in the 
suggestions proposed and implemented in 
hospitality firms.

One of the most studied personality 
frameworks is the Big Five or five-factor model 
(FFM) of personality, which includes extraversion, 
neuroticism, conscientiousness, agreeableness, and 
openness to experience. The FFM describes the 
structure of individual personality differences 

(Digman, 1990; McCrae and John, 1992). The 
discussion on the influence of employee personality 
on the implemented suggestions has resulted in the 
formulation of the following five research 
hypotheses:
• H1: Extraversion is positively associated with 

the suggestions proposed by employees and that 
will be implemented by the company. 

• H2: Neuroticism is negatively associated with 
the suggestions proposed by employees and that 
will be implemented by the company. 

• H3: Conscientiousness is negatively associated 
with the suggestions proposed by employees 
and that will be implemented by the company. 

• H4: Agreeableness is negatively associated with 
the suggestions proposed by employees and that 
will be implemented by the company. 

• H5: Openness to experience is positively 
associated with the suggestions proposed by 
employees and that will be implemented by the 
company. 

METHOD

This study followed a quantitative 
methodology. Data were collected through a survey 
conducted with frontline employees of hotels in the 
north of Tenerife (Spain). Due to the different levels 
of services offered by these hotels and to find a 
homogeneous sample of employees, the category 
of frontline employees selected was frontline 
receptionists. The hotels in the selected area (77) 
were contacted to understand the number of 
receptionists working at the time of the research. 
Thus, the number of receptionists comprising the 
study was 484.

The questionnaire was prepared after the 
literature review. Carnevale et al. (2017) pointed 
out that future research on innovative behaviour 
should focus more on the promotion and 
implementation of employees' ideas. In this regard, 
the dependent variable used was the total number 
of suggestions proposed by the respondent in the 
last month and which had been implemented. 
Therefore, the dependent variable consisted of an 
indicator of the suggestions proposed that were 
original, valid, and suitable for implementation in 
the company, thus leaving aside those suggestions 
that were deemed not useful for implementation. 
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The independent variables were taken from 
Rammstedt and John's (2007) personality scale. 

As a result of the fieldwork, 153 valid 
questionnaires were collected, they composed the 
final sample of this research. This sample implies 
a valid response rate of 31.6% and a maximum 
margin of error of 6.56% at a confidence level of 
95%.

FINDINGS

Due to the direct linear nature of the 
hypothesized relationships, multiple regression 
analysis was selected as the statistical tool to test 
the research hypotheses proposed. Two control 
variables were also included in the regression 
model, namely the respondent's gender and age. In 
order to enter the personality variables in the 
regression analysis, some items of the personality 
scale were recoded and then all items were clustered 
into 5 factors, which correspond to the Big Five 
personality traits.

The results showed the significant relevance 
of four independent variables in explaining the 
suggestions proposed by the respondents and that 
were implemented by the organisation. Three of 
these variables are related to the research 
hypotheses: employee extraversion (H1), employee 
neuroticism (H2) and employee conscientiousness 
(H3). The fourth significant variable refers to a 
control variable: employee age. Based on the results 
obtained, H1 and H3 are accepted, H2 is rejected 
and H4 and H5 are not accepted. Thus, frontline 
employee's extraversion and neuroticism are 
positively associated with the number of 
implemented suggestions, but employee's 
conscientiousness is negatively linked to these 
suggestions.

IMPLICATIONS AND CONCLUSION

This paper analysed the relevance of 
employee personality on organisational change in 
hospitality firms through the proposed suggestions 
that will be implemented by the company. The 
strategic agents in the change process of hospitality 
firms are employees, as they are in direct contact 
with guests, have access to valuable information and 
witness the needs of customers. This study has 

focused on the suggestions performed by frontline 
employees that are implemented by the organisation, 
together with the importance of employee 
personality traits on the development of these 
suggestions. The results of this work have shown 
that extraversion, neuroticism, and lack of direction 
increased the number of suggestions proposed by 
employees and that were implemented in the context 
of the hotel reception department. Moreover, older 
frontline employees tend to come up with 
significantly more valid suggestions that are 
implemented in the company compared to younger 
employees, pointing to the relevance of knowledge 
aspects in the process.

Frontline employees are relevant change 
agents in hospitality firms due to their position as 
boundary spanning and their centrality in an 
information network. The personality of these 
employees is a decisive factor to increase the 
number of suggestions that end up being 
implemented. Specifically, extraversion, 
neuroticism, lack of direction, and age are relevant 
to create and defend suggestions. This result has 
academic implications since it creates a new line 
of inquiry for employee-driven change and 
innovation in the hospitality sector. Practical 
implications can be also derived from the findings 
of this work. Specifically, several recommendations 
can be made for human resource managers and 
managers of operational front-of-the-house 
department regarding employee selection and 
training.
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INTRODUCTION

Staff turnover has been a challenge faced by 
luxury hotels for decades (Riley 1991, Wood 1992). 
Authors Denvir and McMahon (1992) defined staff 
turnover as ‘the movement of people into and out 
of employment within an organisation’ (p.143). 
Historically, staff turnover in the hospitality/hotel 
industry shows to be significantly high (Kennedy 
and Berger, 1994), averaging up to 200 or 300 per 
cent per annum (Woods, 1992; Tanke, 1990), with 
some variations that exist between different 
establishments.  In 2004, authors Yang and Wan 
reviewed literature on the issue published in past 
10 years (Yang and Wang 2004). The authors found 
that Birdir (2002); Stalcup and Pearson (2001); 
Choi, Woods and Murrmann (2000); Teare and 
O’Hern (2000); Deery and Shaw (1999); Iverson 
and Deery (1997); Cho, Sumichrast and Olsen 
(1996); Ohlin and West (1993); Boles, Ross and 
Johnson (1995); Cantrell and Sarabahksh (1995) and 
Hogan (1992) have examined this issue and 
published in different academic journals. Studies 
have also shown that high staff turnover rates in 
the hotel industry are not country specific, but rather 
seems to be a worldwide phenomenon (Birdir, 
2002). Authors such as Bonn and Forbringer (1992) 
and Iverson and Deery (1997) have stated that one 
of the most long-term issues in human resources 
within the tourist sector is the rapid staff turnover 
in the industry.  

The hotel industry has the highest rate of staff 
turnover. Many different factors affect the rate of 
employee turnover. According to Fallon and 
Rutherford (2010), “ ... hospitality employees in one 
organisation ranked reasons as the most likely 
causes for high staff turnover, such as treatment 

by superiors, amount of work hours, job pressure, 
scheduling, training, fringe benefit packages, better 
opportunities elsewhere, and physical demands of 
the job” (p. 454). Hinkin and Tracey (2000) also 
point out that high rates of staff turnover is the 
consequence of poor working environment and poor 
supervision. In order to decrease the total costs of 
the operation, most of the hotels pay less attention 
to employees real profits. In a study conducted by 
Williams et al. (2008), research results of  the hotel 
industry in New Zealand found that there are three 
pull factors that  cause high staff turnover; 
1. Age: The young age profile and part time nature 

of employment are important elements in the 
hotel industry. This is linked to the rate of staff 
turnover. 

2. Low Unemployment: Opportunities of 
employment available to people also affects staff 
turnover. 

3. Remuneration: Low pay is a significant issue for 
the hotel industry (Bull, 1992), which decreases 
employees job satisfaction directly. Generally, the 
problem of low pay leads to employees leaving 
an organisation as soon as they find an 
opportunity.  

High staff turnover also leads to serious issues 
of low quality of customer service and greater costs 
for the hotels, through recruitment and training 
expenditure (Horner & Swarbrooke, 2004). As the 
quality of service becomes low, customer 
dissatisfaction is directly influenced. Lockyer 
(2007) points out, “... staff turnover seems to 
contribute to a reduction in service quality and a 
sense of burnout, particularly for front-line 
supervisors who are constantly involved in 
‘fire-fighting’ when their departments are staffed 
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with inexperienced employees” (p.88). The front 
office employees are like the ‘face’ of a hotel which 
relates to customer satisfaction, so the inexperienced 
staff will decrease the customer’s satisfaction 
thereby decrease the occupancy rates indirectly. In 
addition, Powell and Wood (1999) state that an 
important problem is ‘brain drain’. Brain drain 
occurs when the skills and qualifications gained in 
one hotel are easily transferable to other hotels. In 
the modern hotel industry, the senior and skilled 
employees are very familiar with the hotels 
operation and business secrets, so the competitive 
advantage will be decreased if they leave the 
previous hotel and seek employment in another 
hotel.

The aim of this study is to perform a 
systematic literature review on staff turnover in 
hotel industry published in last 2 decades and seek 
answers to the following questions: 

(ⅰ)  What insights does current literature offer 
regarding staff turnover in hotels?

(ⅱ) What lessons could be learned from the 
publish literature?

(ⅲ) What needs to be investigated now? 

METHOD:

A research on papers related with staff 
turnover in the hotel industry looking for search 
terms on the abstract, title or keywords in the 
database SCOPUS identified 181 relevant studies 
written in English. 

The search code used was 
(TITLE-ABS-KEY("staff turnover" AND hotel) OR 
TITLE-ABS-KEY("employee turnover" AND 
hotel) OR TITLE-ABS-KEY("staff loyalty" AND 
hotel) OR TITLE-ABS-KEY("employee loyalty" 
AND hotel) OR TITLE-ABS-KEY("job security" 
AND Hotel) OR TITLE-ABS-KEY("job loyalty" 
AND hotel)) AND LIMIT-TO ( PUBTYPE,"J" ) 
AND ( LIMIT-TO ( LANGUAGE,"English" ) ) 

This study adopted a hybrid design 
comprising the systematic quantitative review 
method, supplemented by semantic network analysis 
and narrative analysis. Using a systematic method, 
the authors document the geographical spread of 
the papers by author, year, research methods, and 
primary topical areas, thus providing a reproducible 

and reliable assessment of current progress in the 
research field. The authors also content-analysed the 
papers’ abstracts through Leximancer, a software 
program that automatically extracts semantic 
networks from qualitative data. The narrative 
discussion discusses the research production within 
each of the topical areas, explores emerging themes 
and methods, and identifies knowledge gaps for 
future research directions. 

FINDINGS:

The study of staff turnover in hotels has 
received increasing attention by researchers. Indeed, 
53 out of the 181 papers were published in the last 
two years (2019 and 2020). 

The top three leading journals on this subject 
are International Journal of Contemporary 
Hospitality Management, Journal of Human 
Resources in Hospitality and Tourism and 
International Journal of Hospitality Management.

Out of the 181 papers, 140 (77%) were 
published in Q1 or Q2 SCOPUS indexed journals 
(83 - 46% in Q1). As regards the research areas, 
and considering that each journal might be classified 
in more than one research area, 153 papers (85%) 
are indexed in Business, Management and 
Accounting, 40 (22%) in the social sciences, 12 
(7%) in the Environmental Science, 11(6%) in the 
Economics, Econometrics and Finance, and 9 (5%) 
in Psychology. The authors with the higher number 
of contributions are Karatepe, O.M. (9 papers), 
Simons, T. (5 papers), McPhail, R. and Yang, J.T. 
(4 papers each) and Akgunduz, Y. and Han, H. (2 
papers)

Regarding the Leading countries, the USA 
concentrated the highest number of documents (50), 
followed by Australia (18), Turkey (17), South 
Korea (13), China (12), India, Malaysia and Taiwan 
(11 each), United Kingdom (9), and Hong Kong 
(7). 

The most frequent keywords are Hotel (n=27), 
employee turnover (24) and job satisfaction (16).

CONCLUSION AND IMPLICATION: 

The empirical studies under review have 
mainly focused on the causes of staff turnover. 
These studied addressed a large variety of variables, 
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such as trust in supervisor support and in co-worker 
support, emotional exhaustion, depersonalization, 
reduced personal accomplishment (Han et al., 2020), 
perceived career opportunities, career adaptability, 
orientation to happiness (Rasheed et al., 2020), job 
satisfaction, climate shock, perceived managerial 
support, emotional labour, job satisfaction (Lai et 
al., 2020), openness to experience, neuroticism, 
employee engagement, personal growth initiative 
(Srivastava & Bajpai, 2020), role stress, burnout 
(Wen et al. 2020), employee-related stressors, 
individual-related stressors, employee motivation, 
job satisfaction (Khuong et al., 2020), job 
dedication, organizational-based self-esteem, social 
exchange (Dalgic and Algunduz, 2020). Several 
moderators were included in the analysis, namely 
gender, age, education, tenure (Rashedd et al., 2020) 
and job levels (Datta, 2020).

Future studies should attempt to develop an 
integrative approach that combines causes and 
consequences of staff turnover (e.g., job 
engagement, high performance, high customer 
service). Moreover, the study of new moderators 
such as national/ foreign employee, staff generation 
and hotel type also merits future research,
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REVISTING PHI PHI: NOT RIGHT NOW I’M AFRAID 
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INTRODUCTION

In the wake of the Asian Tsunami, research 
was undertaken on the island of Koh Phi Phi, 
Thailand, to evaluate how political economy and 
interpretations of sustainability affected post- 
disaster tourism redevelopment (Taylor, 2012). It 
sought to resolve academic concern about the 
limited insight within existing bodies of knowledge 
into how sustainability and sustainable tourism 
development are conceptualised at a grassroots level 
by inhabitants and other stakeholders of tourism 
destinations (Redclift, 1987; Liu, 2003; 
Swarbrooke, 1999; Mowforth and Munt, 2015; 
Maida, 2007) and furthermore how these 
conceptualisations were shaped through expressions 
of political economy in a post-crisis context. 

LITERATURE

Numerous authors have highlighted a relative 
lack of academic attention directly addressing the 
influence of political economy on achieving 
sustainability in post-disaster reconstruction (Klein, 
2008; Hystad and Keller, 2008; Olsen, 2000; 
Bommer, 1985; Beirman, 2003; Faulkner, 2001; 
Glaesser, 2003; Ritchie, 2004). This work extends 
existing academic debates and studies in a number 
of areas. Concerning the political economy of 
post-disaster reconstruction, there is a trend towards 
‘disaster capitalism’ (Klein, 2005: 3) or ‘smash and 
grab capitalism’ (Harvey, 2007: 32) and ‘attempts 
to accumulate by dispossession’ (Saltman, 2007a: 
57). However, this did not occur on Phi Phi. Despite 
claims of a ‘clean slate’ being offered by the tsunami 
in developmental terms (Pleumarom, 2004; UNDP, 
2005; Dodds, 2011; Ko, 2005; Nwankwo and 
Richardson, 1994; Argenti, 1976; Rice, 2005; 
Altman, 2005; Brix, 2007; Ghobarah et al., 2006; 
Dodds et al., 2010), this research provided evidence 
and explanation of why this did not and would never 

exist on Phi Phi, a finding that may offer insight 
to other destinations in a post-disaster context. A 
prominent consideration however is in the discourse 
surrounding vulnerability to disasters, and that, in 
the wake of disaster, vulnerability is often re-created 
and creates the conditions for future disasters 
(Blaikie et al, 2004). This underlines the value of 
studies of disaster vulnerability, to create a ‘break’ 
in the lifecycle of disaster. 

METHODOLOGY

An interpretive philosophy informed the 
research design, in which primary data was gathered 
using an inductive mixed methodology. Methods 
included online research, comprising the design and 
operation of a tailored website to overcome 
geographical and access limitations; and offline 
methods such as visual techniques to monitor 
change and confirm opinions offered by participants 
of the research; in-depth face-to-face interviews 
with hand-picked stakeholders of Phi Phi’s 
development; open-ended questionnaires with 
tourists; and extended answer Thai script 
questionnaires in order to overcome language 
barriers and present a Thai ‘voice’. 

FINDINGS

At the time, it was found that the factor with 
the greatest influence over Phi Phi’s development 
was the desire to develop the economy through 
tourism, and the philosophy underpinning the 
development was largely economic. The tsunami did 
not cause any significant reassessment of the 
tourism development trajectory but served to 
uncover a range of conflicts and unlawful activity, 
resulting from powerful stakeholders pursuing their 
own interests and desired outcomes, in order to suit 
their own needs rather than those of the community 
as a whole. 
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In terms of how sustainability was 
conceptualised by different stakeholder groups, it 
was found that the meanings attributed to 
sustainability in this context differed greatly to 
meanings elaborated within western ideological 
debates. Stakeholders’ conceptualisations of 
sustainability were mapped against key debates 
within literature. How meanings differed between 
stakeholder groups was also examined and a 
definition for sustainable tourism development on 
Phi Phi was compiled encompassing a broad range 
of interests. The work provided a rare opportunity 
to see which political, economic and cultural factors 
shape the planning of tourism development and 
whether actual practice mirrors the principles of 
sustainability. 

In response to Blaikie et al.’s (2004) concerns 
that vulnerability is often reconstructed following 

a disaster and may create the conditions for a future 
disaster, the research refined the work of Calgaro 
and Lloyd (2008) to identify a detailed framework 
of vulnerability factors intertwined with factors of 
political economy, presenting a post-disaster 
situation that was highly vulnerable and 
non-conducive to sustainability. The strategic 
response to the disaster was analysed through an 
adapted Strategic Disaster Management Framework 
(Ritchie, 2004) to identify the shortcomings of the 
disaster response to comprehend how such a disaster 
has influenced tourism development and planning 
on the island, showing that this experience deviated 
from the theory of how a disaster should be handled 
(Ritchie, 2004; Adger et al., 2005; Miller et al., 
2006; Olsen, 2000; Coppola, 2007; Faulkner, 2001; 
Baldini et al., 2012). 

Figure 1: A framework of factors influencing Koh Phi Phi’s vulnerability to disasters (Author’s own comprised 
through data collection)

An examination of development philosophy 
established how specific factors of political 
economy and relationships of a hegemonic nature 
influence the development trajectory of both Phi 
Phi and Thailand. Despite governmental rhetoric 
influenced by a strong ‘sufficiency economy’ 
hegemony led by the late King Bhumibol Adulyadej 
(Noy, 2011; Konisranakul and Tuaycharoen, 2010), 

the observations of dependency theorists provide a 
better fit for the experiences on Phi Phi and present 
significant challenges for the pursuit of 
sustainability. The research posited that an effective 
response to the disaster and pursuit of sustainability 
were undermined by the political economy of the 
destination.
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CONCLUSIONS

In the current day, the author is revisiting this 
location to explore whether propositions presented 
within her earlier work had been realised. In 2012, 
when the original research was concluded, there was 
still much ongoing redevelopment work on the 
island, and it was of interest whether the outcome 
of this work has resulted, once again, in a form 
of tourism which is socially and ecologically 
unviable in the longer term. Whilst there has been 
limited research undertaken from a tourism 
development perspective in the intervening years 
(Calgaro, 2011; Steckley and Doberstein, 2011), 
much web-based discussion of the Ton Sai/ Ao Lo 
Dalaam area adopts a negative tone, and there is 
growing evidence to suggest that tourist satisfaction 
has been diminishing for a long time now (Kahl, 
2014). The presentation will discuss preliminary 
findings resulting from data collection in March 
2019 during a field visit, which included 
observation, visual data, focus groups with island 
residents and online surveys following the author’s 
return from Thailand. This mixed methodology is 
aimed at permitting the multiple realities associated 
with the interpretivist paradigm governing the 
research. 

The main focus of the presentation however 
concerns the methodological challenges that are 
presented when the current crisis, that of Covid-19, 
makes it impossible to travel to the island to engage 
in traditional data collection. Therefore, the prospect 
of online research is considered (Lu, Chen and Lew, 
2018), as an interim measure until international 
travel safely resumes. The presentation will consider 
the utility of online methods in tourism research, 
particularly visual methods supported through tools 
such as Google Earth and Google Streetview to 
monitor development and assess destination 
vulnerability to disasters (Muthusankar et al, 2018). 

The importance of undertaking this 
longitudinal research lies in Blaikie et al’s (2004) 
prediction of the reconstruction of vulnerability. Has 
vulnerability been re-created on Phi Phi and, does 
it create the conditions for a future disaster? With 
an ever-increasing range of shock events threatening 

the tourism industry (Ritchie and Campiranon, 
2014) and with increasing competition from other 
south east Asian island locations (Hampton and 
Hamzah, 2016), now seems an appropriate time to 
assess whether Blaikie’s (2004) assertations are true. 
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