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Abstract:

Job satisfaction is correlated with employees on job performance, guest satis-
faction and implicitly with financial performance of a hotel. Previous studies
showed that employees’ satisfaction when published online can influence
guests booking intentions. We argue that it can influence and that it should
be used to facilitate the human resource management process and prevent
high turnover rates which are characteristic for hospitality. User generated
content created a space for hotel employees to share their satisfaction/dis-
satisfaction online with thousands of other jobseekers. This giant database
could be used to improve working conditions, increase job satisfaction, and
consequentially increase performance and guest satisfaction. This paper pre-
sents initial results from data collected from one of the most visited websites
in the world glassdoor.com. In total, primary findings from more than 10.000
workers reviews were presented. Results show that culture and values and
career opportunities are ranked as top variables that contribute to the overall
job satisfaction. In addition, these two variables showed strong correlation
with rating of senior management. This could be understood that employees
their career opportunities and culture and values that prevail in organisation
significantly associate with senior management.
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1. INTRODUCTION

Satisfied employees in a hotel, tend to provide a better service quality
to a customer as they feel more enthusiastic and inspired with their job
[1]. Apart from the fact that satisfied employees provide better service,
they also show a higher intention to stay in the company [2] This is ex-
tremely important in hospitality as it records a high employee turnover
rate across the industry. There are estimates that an average turnover of
frontline employees in a year in hospitality moves around 65% [3]. This
should not be that surprising if we know that tourism is distinguished
by poor working conditions for employees, which logically lead to high
turnover rates [4]. However, high turnover rates are certainly not
desirable to top management. It is not only a time-consuming process,
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but a very costly one as well. There were several attempts
from academics to estimate the cost of employee turno-
ver in a hotel. A study from Wasmuth and Davis from
1983 estimated that each incident of an employee turno-
ver costs around 2,500 $ [5]. A more recent study from
Simons and Hinkin estimated even greater costs of em-
ployee turnover per incident (around 5,000$) in their
research [6]. Even though there are limitations in both
studies, it is clear that hospitality faces a serious prob-
lem regarding employee turnover, which, as previously
stated, is directly linked with employee satisfaction i.e.
dissatisfaction at work.

Yet, employee satisfaction doesn’t reflect only on
retention rates. Many academics demonstrated that
a satisfied employee performs better in the workplace
as well i.e. that employee satisfaction is positively cor-
related with employee performance [7]-[9]. As Guest
points out, employees’ linkage with performance is the
most common thing researched by many academics in
the domain of HR [10].

Finally, employee satisfaction is set to be indirectly
correlated with financial performance having customer
satisfaction as mediator [11], [12]. Therefore, employee
satisfaction sets to be one of the crucial factors in terms
of successful hotel managing nowadays as it affects cus-
tomer satisfaction, employee performance and finally
financial results.

2. LITERATURE REVIEW

Many academics worldwide explored the topics cov-
ering employees’ satisfaction. The pioneer work in this
field may be traced back to almost a century ago, i.e. to
prof. Fritz Roethlisberger. He developed a series of ex-
periments in Western Electric Company in which more
than 20,000 employees took part. A broad correlation
between working conditions, motivation, incentives, or-
ganizational structure and performance was discovered
[13]. Despite the fact that the conclusions sparked off
many debates, its significance was so immense that Rust
et al. highlighted that there had been over 5,000 stud-
ies on employee satisfaction prior to 1995 [14]. How-
ever, despite the tremendous effort, academics have not
reached an agreement about what the most important
factors that influence employee satisfaction are. One of
the reasons for it is, as Lester points out, the number of
variables that needs to be taken into consideration when
one discusses employee satisfaction [15]. Simply put,
employees are human beings, and they differ very much

Sinteza 2020
submit your manuscript | sinteza.singidunum.ac.rs

at many different levels, thus the idea about finding one
perfect recipe for employee satisfaction which may be ap-
plicable on every organization is perhaps too optimistic.

Yet, some considerable efforts have been made, as in
the study done by Cotton and Tuttle. They performed a
meta-analysis in order to determine the most significant
variables that lead to employee satisfaction or dissatis-
faction which ultimately led to employee turnover [16].
Loveman analysed employee satisfaction and service
profit chain in the retail banking sector [17]. Yee et al.
explored employee satisfaction in high contact service
industries [12]. However, most of the research con-
ducted until recently hasn’t involved hotel employees
exclusively.

In the meantime, tourism and hospitality emerged
as independent scientific disciplines and academics
started to dig into the differences between hospitality
and other industries. Finding the differences in hospi-
tality is significant as it is fast and a vibrant, growing
industry, globally speaking [18]. Moreover, repeating
the experiments and research similar to prof. Roethlis-
berger would cause enormous costs and require signifi-
cant resources. In addition, the working environment in
hospitality is changing rapidly, therefore managers need
a quick and efficient tool to access the job satisfaction of
their employees. With the development of new technol-
ogy and mass use of user generated content, this process
could be facilitated much more efficiently.

3. USER GENERATED CONTENT AND
WORKER WORD OF MOUTH

Since 2006, there was a major shift looking at the way
media content has been produced [19]. Regular people
became the online content creators, and most impor-
tantly they created the content everyone was interested
to look at. There are several major reasons why UGC
(User Generated Content) had such a strong impact in
the world. Firstly, it is inexpensive and, in most cases,
even free, since people usually create content at no
charge [20]. Secondly, for content consumers informa-
tion they consume is perceived as more relevant, and
they tend to show higher rates of trust [21]-[23] .

UGC is a big resource of data which travellers and
employees in hospitality leave on the Internet. In hospi-
tality, there is a growing interest in using UGC in order
to determine and gain insights into research problems
which were not clearly understood by conventional
methods [12, p. 200], [24]
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While most of the previous studies analysed UGC
from the demands side (large guest reviews on the Inter-
net distribution systems such as booking.com, Expedia
or even social media) little has been analysed using UGC
from hotel employees. This should not be surprising as
UGC posted by hotel employees almost didn’t exist in
the way it could be analysed. However, its significance
was recently demonstrated in a study undertaken by
Gonzalez and Gidumal, using the experiment as a meth-
od. It showed that customers’ booking intentions can
be seriously affected if they find any kind of injustice
towards employees on the Internet [25]. For that rea-
son, employers nowadays, apart from all the other fac-
tors, need to pay attention to what their employees share
and post online as it can affect their reputation and even
sales. Not only do employees make posts about their job
satisfaction on their private platforms, but also do so on
specialized platforms for integrated exchange of opin-
ions which were created with a view to having a cen-
tralized database containing employees’ reviews of their
employers. This data is quite relevant and important for
job seekers, but it also serves as a unique database for
research as well. Considering that this has been a rising
phenomenon, Gonzalez and Gidumal even invented the
term weWOM which stands for “Worker eWOM”. Be-
fore internet and platforms containing UGC, the process
of finding information about prospective employer was
quite demanding. Job seekers often found out most of
the information about prospective employers, only after
they started working [25].

At the moment, one of the best online sources for we-
WOM internationally is the website www.glassdoor.com.
To add to the relevance of the source, Glassdoor contains
the information from over 600,000 companies worldwide,
while studies from web traffic ranked it among the first
800 websites searched online in the world [25], [26]. Even
tough Glassdoor offers significant amount of information
that primary of interest to jobseekers, it may offer valu-
able information for hotel managers as well. Managers
can gain insight in what drives the overall satisfaction of
their employees. In addition, hotel managers could use
UGC platforms to gain knowledge and differentiate their
job offerings towards potential candidates as well as to-
wards their current employees in accordance with their
attitudes presented online.

In order to gain insight in what drives employee
satisfaction in corporate hotel chains, in this paper we
decided to look into the data publicly available from
Glassdoor.com. The dataset downloaded from Glass-
door included 10.207 valid reviews from hotel employees.
Research findings are presented below.
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4. RESEARCH FINDINGS

Research sample included ratings and reviews from
the employees of 8 international corporate hotel chains
that were ranked in the top 20 biggest hotel companies
in 2018 according to the [27]. The selected hotel compa-
nies operate with over 4,000,000 hotel rooms worldwide
and hire over 500,000 employees globally [27], [28]. In
total employee ratings from 2719 hotels worldwide were
evaluated. Hotels data were collected during the period of
May 2008 up to June 2018. The sample included employ-
ees from six continents, and properties ranging from the
small ones, with 10 rooms, to the big ones with a 1,000-
room capacity. The positions held by the employees who
left their reviews ranged from that of a Housekeeper to
General Manager i.e. from the top management to an en-
try level. Every respondent left answers about 5 specific
variables in total followed with additional information
and open comments and recommendations for manage-
ment. Our research focused only on quantitative marks
related with 5 variables. These 5 variables were: work life
balance, culture and values, career opportunities, com-
pensations and benefits and senior management. The re-
spondents rated their satisfaction on a 5-point scale.

The results from descriptive statistics and correla-
tion matrix are presented in tables 1 and 2. Before run-
ning the Pearson correlation, normality distribution of
each variable was checked. Two variables were slightly
skewed towards higher rating points, yet not significant-
ly to be excluded from performing the analysis.

The reviews analysed in this paper rated their sat-
isfaction on a 5-point scale (1- lowest satisfaction, 5 -
highest satisfaction). In table 1 results show that em-
ployees were the most satisfied with culture and values
in their respective organisations followed with career
opportunities and compensations and benefits. Con-
trary they rated the lowest on average the senior man-
agement and work-life balance.

Table 1. - Descriptive statistics

N Min Max Mean std var
Sta Sta Sta Sta.

Std.er.  Sta Sta

WLB 11837 1 5 3,31 ,012 1,29 1,66
CV 10419 1 5 3,72 ,013 1,31 1,72
CO 11868 1 5 3,46  ,012 1,29 1,66
CB 11840 1 5 3,35 ,011 1,23 1,51
SM 11643 1 5 321  ,013 1,37 1,87

Valid 10207

Legend: WLB- Work life balance; CV - Culture & Values;
CO- Career opportunities; CB — Compensation & Benefits; SM
- Senior Management, Sta — Statistic, Std. er. - standard error,

var- variance, N - number
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Results from table 1 are in accordance with previous
findings which demonstrated that financial benefits are
not still the top priority for hotel employees, as well as that
career opportunities are among the highly appreciated
job satisfaction factors within generations Y and Z [29],
[30]. Furthermore, correlation matrix (table 2) shows that
there is a moderate, positive correlation among all vari-
ables except culture and values and career opportunities
with senior management. Each correlation was proved
statistically significant at the level of 0.95.

Table 2. - Correlation matrix

WB (6)% CO CB SM

r .57 .46 49 .58
WB

P .00 .00 .00 .00

r .65 .55 72
CcvV

p .00 .00 .00

r .59 .64
CcO

P .00 .00

r .52
CB

p .00

Legend: WLB- Work life balance; CV - Culture & Values;
CO- Career opportunities; CB — Compensation & Ben-
efits; SM - Senior Management; r — Pearson correlation;

p - significance (2-tailed)

This could be understood that the highest rated vari-
ables on average (Culture and values and Career oppor-
tunities) are in strong correlation with the actions taken
from senior management. Further analysis could dem-
onstrate if these findings were under the influence of
younger workers. Finally, results from table 2 also prove
that overall job satisfaction is influenced by multiple fac-
tors which are all positively corelated.

5. CONCLUSION

This paper analysed job satisfaction of corporate hotel
employees using workers reviews left on UGC website.
Over 10.000 worker reviews from 8 hotel chains were
analysed. The results showed that non-financial factors
such as culture and values and career opportunities
remain the top factors that contribute to the overall job
satisfaction, which is in accordance with previous recent
findings. In addition, the results from correlation matrix
showed that these two variables had strong correlation
with senior management. This could be understood
that employees consider that the culture and values in
an organisation as well as their career opportunities are
dominantly influenced by senior management.
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The importance of hotel employees' satisfaction
and the impact it has on hotel performance has already
been demonstrated multiple times. Yet hotel industry
remains distinguished by poor working conditions and
high turnover rates. We argue that UGC could be used
by hotel managers to facilitate the process of job satisfac-
tion analysis. WeWOM was already proven to influence
booking intentions of potential guests, and we argue it
could be used to offer better working conditions and to
prevent a very costly process of turnover in hospitality.

Further analysis should look into differences among
hotel scales, market where hotels operate as well as the
difference in rating according to the job title of worker
i.e. if it is service line, middle management or top man-
agement level of employee.
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