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Abstract
Many investigators have documented the impactgi httrition rates on an
organization’s ability to deliver its expected rigsu However, limited information is
available regarding the efficacy of a specific denaf variables, which would support a
leader’s ability to influence voluntary employeertover. This quantitative study
investigated the effectiveness of a 60-day treatnm@plemented to address the problem
of voluntary employee turnover in a diverse retavironment. The research questions
examined the effectiveness of an increase in conuation, answering, recognition, and
training on voluntary employee turnover and jobs$attion in a diverse retail
environment. The theoretical foundation of the gtwas the job embeddedness theory,
advocating closer community ties, organizationalaind sacrifice to support retention. A
pretest-posttest control group design, in whickladesigned survey instrument, along
with the short form of the Minnesota Satisfactione®tionnaire, were used to gather data
from a diverse group of retail employe&s< 279). Pearson product-moment
correlational analysis was used for both pretedtmosttest measurements, which showed
evidence of a moderate association between theemtient and dependent variables,
and lead to a rejection of the null hypothesissdgbon the observed increase in retention
rates, the intervention of the 60-day treatment essmed moderately successful.
Positive social change will be evident not onlyhintdiverse organizations, but also
within those which are increasingly becoming makeide, as they seek to design
platforms which would afford their influential lead the ability to increase their current

levels of communication, answering, recognitiord &maining.
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Chapter 1: Introduction to the Study
Introduction

In this study, an examination of the breadth arutldef an apparent agreement
among many notable human resources scholars wdsiciewl, from as early as March
and Simon’s (1958) theory on desirability and ezfsmovement through Madera, Neal,
and Dawson'’s (2011) work on a strategy for divgrsaining. As evidenced by the
study’s theoretical framework, there has been grgatest in research surrounding
specific variables, which, when combined, havegatigee association with voluntary
employee turnover. This study was designed to gecthe appropriate mix of variables
that would reduce employee turnover. This approeas based on the premise that
organizational human resources (HR) practices @idetoward decreasing employee
turnover “should form a coherent, integrated ‘ba'ich system of complementarities
whose effect is greater than the sum of its pd@aiest, 2002, p. 537; see also
Applebaum, Bailey, Berg, & Kallenberg, 2000; God&@04).

In this study, the termsommunication, answering, recognitiamdtraining
formed my specific bundle of independent varialaleg are referred to by the acronym
CART. The purpose of this study was to investighéerelationships between the
independent variables, CART, and the dependeravarivoluntary employee turnover,
in a diverse retail setting. The study sought testigate the synergistic effect of
bundling the CART variables and their combined @fen voluntary employee

turnover.



The aim of the study was to advance prior reseanctetail retention and
employee turnover by examining a diverse workfovdeich is rapidly becoming an
undeniable cultural model in the 21st-century orgational composition in the United
States. For the purpose of this study, | useddira,influential leadershipto elucidate
the affect an organizational leader can have wiffemiemtly serving the workforce by
ensuring the consistent use of the following buradleariables:

1. Communication: Daily promulgation of essentiasimess communication (i.e.,
oral or written form) to all employees regardlegshfts. One-on-one communication
with employees throughout a retail store’s varistiategic business units or departments,
as opposed to primarily group communication.

2. Answering: Being sensitive to both businessemgloyee needs by
responding quickly, which in most cases would me#hin 24 hours (worst case
scenario), preferably the same business day (in cases). The objective would be to
provide a response to an employee’s questiongsssu concerns as close to
immediately as plausible.

3. Recognition: Public acknowledgement of bothwdlial and group
achievements, during store meetings, when most@mees$ are present in one area of
any given store.

4. Training: Departmental training, which is pladnerganized, scheduled,
monitored, measured, and designed to align empsoyéh established standards.

The literature review discusses managing divers#igruitment, and retention of a

diverse workforce; employee turnover studies inrétail sector; human resources
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management (HRM) effectiveness; corporate commtiaitaraining; and recognition
programs designed to reduce employee turnover. & metailed discussion of the
literature review is provided in Chapter 2.
Problem Statement

A number of researchers (e.g., Mitchell, Holtome8ablynski, and Erez (2001)
job embeddedness theory) have conducted studitsee@association between certain
variables and employee turnover, and this studyemdeéd the problem of attrition in a
diverse retail environment by examining the com8@iafect that an increase of
influential leadership in conjunction with an inase in CART will have on voluntary
employee turnover. According to Griffeth, Hom, @dertner (2000), Kinicki, McKee-
Ryan, Schriesheim, and Carson (2002), and Pric&l{2® common theme found in the
literature on employee retention was that high eyg® turnover rates increased the
expenses associated with selection and recruitrémght, Gardner, and Moynihan
(2003) suggested that another commonality wasdkierae effect that uninspiring
performance and debilitating retention had on sgites/th. This negative effect has
contributed markedly to an elongated learning cudve to the need to train new
employees repeatedly due to unmanageable attrates. Harter, Schmidt, and Hayes
(2002) examined a wide range of work-related vdembncluding profit, customer
service, accidents, productivity, and employeeduen. Ryan, Schmidt, and Johnson
(1996) found a negative relationship between emgaaatisfaction and employee

turnover. Harter et al. and Ryan et al. observadithinstances where management
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positively influenced employee satisfaction, empkyetention also increased, along
with customer service metrics, profits, and othssogiated business outcomes.
Nature of the Study

This study involved a true experimental designyimch subjects were randomly
assigned to two or more groups. This quantitatiudysused a pretest—posttest control
group, which measured both the experimental anddah&ol groups before and after the
treatment (i.e., the increase in CART) had beeemgiwhe control group did not receive
the higher level of training and attention that éx@erimental group received. This was
not only well-timed, but made possible due to the that the segment of the
organization under study was a recent acquisitidnch was not fully integrated with the
parent organization and their HR methodologiesrasdurces, even though they were
readily available to the recently acquired compiangome cases.

According to Singleton and Straits (2005), studliaging the rudiments of a true
experiment are high in internal validity to theemttthat the researcher maintains the
minimum requirements of random assignment, manijoulaf the independent variable,
measurement of the dependent variable, have aot@mu experimental group, and the
constancy of conditions across groups. As with iothe test designs, the pretest—
posttest design is stronger with internal validihd weaker in external validity because
of an interaction effect. This particular interactieffect has the potential to pose a threat
to external validity when the subjects have becamee receptive or resistant to the
treatment due to the pretest. A posttest-only aesigs considered because of its ability

overcome the interaction effect of the pretest{esstesign; however, it was not used



because it did not offer the opportunity to analsimd compare valuable pretest
variances.

| considered the interrupted time-series designHisrstudy due to its
requirement of multiple observations before andrafie experiment. This design has
been favored in instances where the researchedvgauh added value from periodic
measurements. Although this design might have bseful in this study, the limited
amount of time | anticipated having access to thgexts would have made any form of
periodic measurements unlikely.

Also considered was the Solomon four-group desidmich synthesizes the
advantages of both the pretest—posttest grouprdasid the posttest-only control group
design. According to Singleton and Straits (20€%g,Solomon four-group design also
has the benefit that “information is available melyag the effect of pretesting alone, ...
the possible interaction of pretesting and treatmerand the effectiveness of
randomization procedure” (p. 197). This particaasign was not appropriate for this
study because it is a costly procedure involvinditashal groups.

Research Questions and Hypotheses

This study involved examining the relationshipamy, between CART and
voluntary employee turnover. In the process of cmtidg research, a researcher must
first examine a much broader issue and then naitrdawn with a question that he or she
can solve or answer empirically (Creswell, 2005rlkger (1973) posited that, for most
research, a question about a relationship betweemit more variables should be asked.

According to Creswell, hypotheses are the tentansvers to research questions. The



following research questions and hypotheses sdovethrt the process of further
examining the research problem:

1. What, if any, association exists between areg®e in communication and
a decrease in voluntary employee turnover?

2. What, if any, association exists between are@mse in answering (i.e.,
responding quickly) and a decrease in voluntaryleyse turnover?

3. What, if any, association exists between are@ee in recognition and a
decrease in voluntary employee turnover?

4. What, if any, association exists between are@ee in training and a
decrease in voluntary employee turnover?

5. What, if any, association exists between are@ee in the combination of
CART and a decrease in voluntary employee turnover?

6. What, if any, association exists between are@ee in the combination of
CART and an increase in job satisfaction?

| proposed that an increase in the current levelfaiential leadership will have a
negative association with voluntary employee tugram a diverse retail environment.
With the operationalization of the teninfluential leadershipmeaning the sum total of a
leader’s effective CART, the following hypothesesravestablished:

H1,: No association exists between an increase in agmoation and a decrease
in voluntary employee turnover.

H1. An increase in communication will have a negatigsociation with a

decrease in voluntary employee turnover.



H2,: No association exists between an increase inemmsgv(i.e., responding
quickly) and a decrease in voluntary employee tveno

H2,. An increase in answering (i.e., responding quicklill have a negative
association with a decrease in voluntary employesot/er.

H30: No association exists between an increase irgretton and a decrease in
voluntary employee turnover.

H3.: An increase in recognition will have a negatigsaciation with a decrease
in voluntary employee turnover.

H4,.No association exists between an increase in trgiand a decrease in
voluntary employee turnover.

H4,: An increase in training will have a negative asston with a decrease in
voluntary employee turnover.

H50: No association exists between the combined effeah increase in CART
and a decrease involuntary employee turnover.

H5,: The combined effect of an increase in CART wdl/b a negative
association with a decrease in voluntary employesot/er.

H6o: No association exists between the combined effeah increase in CART
and an increase in job satisfaction.

H6,: The combined effect of an increase in CART wal/b a positive association

with an increase in job satisfaction.



Purpose of the Study

The purpose of this experimental study was to discithe influence of the
relationship between a commitment to an increasbeoindependent variables, CART,
and the dependent variable, voluntary employeettamn in a diverse retail environment.
The independent variables and the dependent varablfurther explained in Chapter 3.
The Minnesota Satisfaction Questionnaire (MSQ) tsfosm and a self-designed survey
instrument were used to collect data for the inddpat and dependent variables. The
significance of this study was realized in the eadnd benefits gained from the
generalizability of the aforementioned purpose ulgfmut the retail industry and, more
specifically, its ever increasing diverse workfarteaddition to the social scientific
community, the primary beneficiaries of the study the retail community and its
shareholders, who stand to reap the benefits aflibe- and long-term results of the
contributions made by the study.

Theoretical Framework

According to March and Simon (1958), the year 1888 particularly significant
for a segment of HR practices designed to sigmtigaaffect employee retention (i.e.,
intent to leave and voluntary turnover). March &mhon’s theory on desirability and
ease of movement provided the impetus for an isamganumber of researchers to search
for the relationship between HR practices and tei@cts on leadership, employees,
turnover, performance, and other areas of sigmfiedo an organization’s competitive
survivability. For instance, Jackofsky and Pet&é@3@) suggested that the earlier term

desirability corresponded to the tefjob satisfaction The second part of March and



Simon’s constructease of movemenwas comparable to the phrask alternatives
Hulin, Roznowski, and Hachiya (1985) declared thath of the research on employee
turnover is often supported by its two most siguaifit constructs, which are job
satisfaction and job alternatives.

As large organizations grew in size and scopelastequarter of the 20th century
continued to be a challenge to employers to imprgaan employee retention initiatives.
As a result of the earlier research on employesntein and turnover, Mobley (1977)
later introduced a model in which he theorized:that

Job dissatisfaction leads to (1) Thinking of qodti (2) Evaluations of expected

utility of search and cost of quitting, (3) Inteamito search for alternatives, (4)

Search for alternatives, (5) Evaluation of altekrest, (6) Comparison of

alternatives versus present job, (7) Intentionuit/stay, (8) Quit/stay. (p. 238)

Mobley’s (1977) model did not come without crititisHom and Griffeth (1991),
Hom, Griffeth, and Selaro (1984), and Lee (1988himal out a weakness in its ability to
predict turnover, in which it accounted for only tp5% of the explained variance.
Mobley, Griffeth, Hand, and Meglino (1979) expandédbley’s (1977) earlier model to
include the variables labor, organization, job, patson. Although additional variables
thought to be relevant to employee turnover wecdeddo the later model, Lee and
Mitchell (1999 suggested that the variables, job satisfaction@mdlternatives,
remained the most significant constructs. Lee antdhdll, and Lee, Mitchell, Holtom,
McDaniel, and Hill (1999) then proposed a theorgalibed as the unfolding model of

turnover. At the heart of the unfolding model afrtover, Lee and Mitchell, and Lee et al.
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offered the perspective of analyzing the reasorfoployee turnover from at least four
different paths using a single variable. The foathg are (a) following a plan (script
driven), (b) leaving without a plan (a push dea$jdc) leaving for something better (a
pull decision), and (d) accumulated job dissattsfac(with or without a plan). Lee and
Mitchell, and Lee et al. noted that the first thpaghs are attributed to what they called
shock wherein the decision to voluntarily turnover relght on by some jarring event
that could come from external as well as interimid to an organization.

Mitchell, Holtom, Lee, Sablynski, and Erez (200dfyoduced a more recent
construct referred to gsb embeddednes$he job embeddedness theory advocates that
there are three considerations that significamijyence an employee’s decision to leave
or remain with an organization when faced with saatecision. Mitchell et al. outlined
the key considerations in this theory as (a) lithied tie an employee to his or her
organization or community, (b) a fit that existdhe organization or community, (c) a
sacrifice that the employee is willing to make bg\ing the organization or community.
Mitchell et al., after conducting a study involvibgth retail and hospital employees,
discovered a negative correlation between job exhixtess and employee quit rates.
Mitchell et al. further realized a significant atyilto predict subsequent retail employee
turnover based on the degree of embeddedness\ix&=, 2.58,p < .05; Wald statistic =
2.54,p < .05; pseudo partial=-.08) after controlling for job satisfactionganizational
commitment, and gender. Among hospital employedshdil et al. also found that job

embeddedness significantly increased the abilifyréalict employee turnover (i.ea,y?
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=5.29,p< .01; Wald statistic = 4.9%,< .01; pseudo partial= -.14) using the same

controls.

The ability to reduce voluntary employee turnovaswentral to this study.
According to P. M. Wright, Gardner, Moynihan, anlieA (2005) the continuous
involvement of the organizational leadership remmain integral part of a successful
retention effort. P. M. Wright, Gardner, Moynihamd Allen (2005) noted that the
overall effectiveness of an organization’s leadigrsbuld influence organizational
performance, combined with the manner in which éHeaders take care of their
employees using progressive HR practices. CongeKanungo (1988), Day and Lord
(1988), and Kouzes and Posner (1995) noted thd¢tsarchestrate those profound
factors that directly contribute to the overall segs of a firm (i.e., providing strategic
direction, integrating various job activities, cdmating communication between
organizational subunits, monitoring activities, awhtrolling deviations from standard).
Nelson (1994) presupposed that communication irg&md motivate an employee or
employees should be timely and delivered with aqeal touch. Nelson reported that
recipients tend to value communication deliverethia manner more highly. Kouzes
and Posner (2007) argued that the usefulness efrettcommunication could not be
undervalued. Kouzes and Posner added, “Unlessnatesmmunication is actively
encouraged, people interact with outsiders lesdessdfrequently and new ideas are cut
off” (p. 177). Additionally, Kouzes and Posner angld the increased need to personally
recognize, be attentive to, and appreciate all neesnbf any organization, especially as

U.S. organizations are becoming more diverse.
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Although significant HR variables were a domindr@rhe throughout this study,

it is the leaders and their willingness to senedhganization for which they are
employed to the degree that a positive changeoisght about due to their existence and
the efficacious use of those variables. GreenlEa72) concluded,
This is my thesis: caring for persons, the more alld the less able serving each
other, is the rock upon which a good society istbWhereas, until recently,
caring was largely person to person, now mostigfmtediated through
institutions—often large, complex, powerful, impanal; not always competent;
sometimes corrupt. If a better society is to bdtpoine that is more just and more
loving, one that provides greater creative oppotyuor its people, then the most
open course is to raise both the capacity to semdethe very performance as
servant of existing major institutions by new reg@tive forces operating within
them. (p. 1)
The willingness of the leader to serve his or hrganization and those individuals who
are a part of it was at the center of this study esdated to CART. In an effort to further
examine the theoretical underpinnings of what makesetooling of an existing practice
necessary (e.g., in this case the infusion of es®d CART) and evaluate how an
organization would come to realize the need favaketg such things as HR
methodologies, | refer to Kuhn (1996), who offetied following:
So long as the tools a paradigm supplies contioyedve capable of solving the
problems it defines, science moves fastest andtfzes most deeply through

confident employment of those tools. The reasareiar. As in manufacture
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management so in science—retooling is an extrav@gembe reserved for the

occasion that demands it. The significance of €isthe indication they provide

that an occasion for retooling has arrived. (p. 76)
The support that HR practices received from theagapoint of the reviewed authors
provided unambiguous theoretical support for tha@e in the positive influence of
employee retention, job satisfaction, and behaWdnat presents itself as being less
comprehensible from the existing literature aredtiects that a specific bundle of
variables (e.g., CART) have on voluntary employeeadver in a diverse retalil
environment.

Operational Definitions of Terms

Answering:By being sensitive to both business and emplogeels1and
responding quickly, which in most cases would me#hin 24 hours (worst case
scenario) but preferably the same business dayndst cases), the objective would be to
provide a response to an employee’s questiongsssu concerns as close to
immediately as plausible. According to Walton (1992hen it comes to responding
quickly, organizations benefit by adopting a cudtwhich places an added emphasis on
answering the questions of its employees and custobefore the sun sets on the same
day the questions are raised.

Communicationincreased one-on-one and group communicationewtployees
throughout stores’ various strategic business wmittepartments. The greater the

investment made in communicating everything th& ®employees need to know, the
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greater the likelihood that competence and cariiligoe added to your employees’
abilities and attitudes (Walton, 1992).

Influential leadershipThe sum total of a leader’s effective CART as raedi
herein.

Job satisfactionAn employee’s overall engagement in both in-raievéties and
out-of role organizational citizenship behaviorsthe work environment (Jones, 2006;
Robert et al., 2006).

RecognitionPublic acknowledgement of both individual and group
achievements, during store meetings when most gregsoare present in one specific
area of any given store. Recognition efforts cambst effectively employed once
employees understand the definition of the empley@tpectations versus achieving
great results and observes the positive reinforoéneeeived after accomplishing those
great results (Kouzes and Posner, 2007).

Training: Departmental training, which is planned, organizstheduled,
monitored, measured, and designed to align empsoyéh established standards.
Training involves ways in which individuals are s@tto master an expected level of
proficiency by being allowed to learn reasonabl@ants at reasonable intervals (Kouzes
and Posner, 2007).

TreatmentThis pretest posttest designed study did not irevalvy workplace
manipulation, but utilized both the momentum aratt®n caused by an apparent
obedience to authority on the part of the lead®ig’ of assuring that CART was

effectively occurring within their scope of authgriAs the district manager (i.e.,
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authority figure) of the stores selected as thattnent group, | instructed this particular
group of store managers to increase their CARTtamdcord its usage daily. | then
maintained a tally sheet which reflected their rded daily increase or lack thereof.
Based on Milgram’s (1974) obedience to authorifyeziment, it was expected that the
store management (i.e., leaders) would increase@#dRT as instructed by their district
manager. As Milgram (1974) observed that obedi¢m@uthority has little to do with the
leader’s style and more to do with his/her autlgdréing accepted by the followers as
legitimate.

Voluntary Employee TurnoveEmployee(s) who of their own volition left the
organization in a manner which would qualify thesma longer being employed there
and as such are numbered amongst those individinasare considered to have
voluntarily quit.

Assumptions

An assumption with this study was that managemedtsapervisors involved in
this research project would be both supportiveamtiusiastic enough to facilitate the
momentum needed for this study. Another assumptesthat the authority that granted
the permission to conduct the study would contitaugupport this endeavor until its
completion. It was also assumed that both thedsdfgned and the MSQ surveys were
the appropriate tools to measure the variablesruademination. The final assumption
was that the individual(s) who would serve as d@erpreter would interpret accurately
due to the extent of the diverse population invdl{&g., predominately Spanish

speaking or bilingual Spanish- and English-speakmgloyees of different dialects).
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Limitations

The scope of the research included six retail stasi¢hin the same chain. Stores
in District A located in Northern Virginia and vatis parts of Maryland represented the
experimental group. Stores in District B, locatetighout Maryland, represented the
control group. The focus of the research was tlaioaship between a bundle of specific
HR variables, which were expected to have a negatsgociation with voluntary
employee turnover.

Remaining within a 100-mile radius of the midpdietween the experimental
and control groups limited the number of store®ined in the study to Maryland and
Northern Virginia. Due to the diversity of the eropde population, |, being only fluent
in English, was placed at a disadvantage whenaati&g with subjects and not having an
interpreter at my disposal continuously. An addigiblimitation that affected
communication was placed on the interpreter(s)tduke range of the Hispanic
employee population speaking many different vasraiof the Spanish language. The
newly acquired segment of the organization undetyshad no history of a recognition
program to act as an incentive for motivating erjipés to be recipients of public
recognition. This particular segment of the orgatian had no formal or structured
training programs or training literature readilyadable to hourly employees,
supervisors, or managers.

This study took place during the second half of2@uring a period many
economists have referred to as either still beingrijust coming out of the Great

Recession or the global economic slowdown. Accgrdiinthe Bureau of Labor Statistics
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(2010), the national unemployment rate increasewmh fa 5.8% annual average in 2008, to
9.27% in 2009, to a 9.62% annual average in 20HylMnd experienced an increase in
unemployment ranging from 4.3% in 2008, to 7.492009, to 7.8% in 2010. Virginia
experienced a similar increase from 4% unemploynmeR008, to 6.9% in 2009, and 7%
unemployment in 2010. Although the unemploymersd fat the country’s majority
population experienced a steady decline from 82010 to 5.9% in 2013, the
country’s diverse population remained above 8% agsbHispanics (i.e., 8.3%) in 2013
and nearly 12% amongst African-Americans (i.e.9%). for the same period (Bureau of
Labor Statistics, 2013). It is therefore reasonéblexpect a spurious relationship
between the independent variables that constituteaease in influential leadership and
the dependent variable (i.e., voluntary employeedver) based on the presupposition
that fear stimulated by economic conditions or o#maotional and cultural variables
would probably have a causal effect on increasesnployees’ willingness to conform,
along with their tolerance and retention, theredsutting in the research findings being
inflated.

As the study was conducted within the framework dfverse retail organization,
generalizability to those less diverse retail orgations comes into question as the
United States has become a much more diverse ratenthe last decade than at any
other time in its history. From my own lens, it whe primary goal to examine whether
or not an association (i.e., negative or positesa@¥ted, and that a more thorough
examination of generalizability to those nondivers@ail organizations can be the core of

a future study. In conducting research that inv®IM& practices, | have come to realize
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that the variables under examination are limitedc&the focus of inquiry was the
association between CART and voluntary employemotter, the focus on these specific
variables offered a more precise examination oféisearch questions than the wide
range of HR variables which could have otherwisenbeelected for examination.
Delimitations

This study consisted of a target population comgjsaf 573 individuals. This
particular sampling frame included a diverse grotimdividuals who were all
employees of six retail stores within the same sagrof a recently acquired retail chain
that had been in business for 30 years. As a rekthie recent acquisition, the newly
acquired stores became a part of a larger retaihadomprised of over 330 stores
throughout the United States, Canada, and AustrEtia boundaries of the control group
and treatment group were restricted to Northergi¥ia and Maryland. A pilot test of
the research instrument was conducted in Minnesgiiea diverse group of employees
from the same acquired chain of stores and withl@irdemographic characteristics. The
respondents ranged in age from 18 years to beybryg&'s of age. The respondents used
in the pilot study were not a part of the studystrol or experimental groups, but were
used for the purposes of the pilot study only. mhmber of pilot study respondents was
held to a minimum of 25.

The study involved evaluating the population urstady to examine the effects
that an increase in influential leadership had oluntary employee turnover in a diverse
retail environment. Along with an existing surveg ( MSQ) a self-designed survey

instrument was constructed and was reviewed byperepanel to assist in the data
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collection process. The instruments were part efpitetest—posttest methodology that
was employed to measure the before and after tegditeffect and its relationship to the
control group.
Significance of the Study

As previously noted, the study aimed to be a sigguit component in filling the
knowledge gap that exists due to a lack of reseandhe use of the aforementioned
specific variables and their effects on voluntampéoyee turnover. The ability to
examine a plethora of information regarding past mesent HR practices has the
potential of contributing to significant advancertseim employee retention initiatives.
Researchers have, in some instances, dissectdd gargables and some bundles of
independent variables aimed at making improvemarttss area. Countless
organizations remain motionless, however, in thegsfle to find the appropriate mix of
variables having the potential to bring about aiicant effect on their current levels of
retention.

With the change in organizational appearance tivatsity and inclusion will
bring about in the 21st century, it is imperatiweekamine the variables under study more
closely to increase the potential of bringing aljmegitive social change. In an attempt to
prepare proactively for this eventual organizationakeover throughout the United
States, it was important not to overlook the redian that the ability to communicate
clearly with all employees has a greater potemtialecrease as time goes on. It is for this
reason that a greater focus is necessary on hoanionunicate effectively, even when

the leadership may not speak the same language employee base; how to improve
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upon the ability to be approachable enough to Ip@eple who do not quite know how to
phrase their questions feel comfortable with tlaelés’s level of patience so that they will
ask their meaningful questions; how to appropnatetognize the existence, importance,
and value of each individual in the organizatiamg &ow to identify the need to design
essential training programs and improve upon e¥jstinstructured training programs
using employee input along with relevant data.
Summary and Transition

This chapter contained an introduction to an apgrda improve employee
retention in a diverse retail environment, whicls heceived little or insufficient attention
in past or current literature. Several theoristeehargued the need for an effective HR
program, where when combined with ambitious legdbesresults have the potential to
positively affect the overall retention levels irganizations. A combination of specific
independent variables were defined for further aration throughout the study.

Chapter 2 includes a review of the literature wrgapports the overall research.
The literature review contains a range of topieg #re central to the variables under
study. Diversity and voluntary employee turnover mviewed in the United States and

abroad.
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Chapter 2: Literature Review
Introduction

The literature review begins with those segmentgerhiture that best underscore
the variables that comprised CART. The strategyl tgeonverge the most recent and
reflective studies involved peer-reviewed searchésBI/INFORM Complete,

Academic Search Complete/Premier, Business Souwng@te/Premier, ERIC, and
PsycINFO. The review is organized according tovidugables under study, beginning
with the dependent variable, voluntary employeaduer (i.e., turnover, quit rates), and
ending with the independent variables, CART.

A growing number of researchers have focused oanizgtional approaches to
employee retention. Most recently, much of theaedehas emphasized the effect of
both internal and external factors on employeeswdomsidering the decision to stay or
quit. Considerations such as how well one is linteethe community, the degree to
which one is embedded into their children’s schadtdirs, and individual social
connectedness are a few areas that were furthéregpn this study as they weighed
heavily in this decision-making process. This ustierding stands in stark contrast to
earlier beliefs primarily centered on the likesd@likes of an individual boss. Most
interesting is the growing amount of literaturetthangs researchers beyond the single-
variable solution into the more complex multivateabrena, where a more salient
explanation awaits further exploration and discgver

Although a significant amount of research in thesawf employee retention and

turnover exists, there lies an equally significgap in the literature in the area of specific
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bundles of variables designed to reduce voluntarpleyee turnover in a diverse retalil
environment. According to the U.S. Department dbdra Bureau of Labor Statistics
(2008), with the rate of retail salespersons emgdaynder the category of general
merchandise projected to experience 46.8% growth 2008 to 2018, combined with an
increasingly diverse population, a demand for robesearch in this area has become
more relevant than ever before throughout the hisibthe United States. Because of the
broad implications of the word diversity, the la&ire review was not limited to only
U.S. corporations.
Theoretical Framework

The job embeddedness theory of Mitchell, Holtonmg,L®ablynski, and Erez
(2001) provided the theoretical underpinning fas gtudy. Mitchell et al. argued that the
effectiveness of HRM, and how an organization emad by its employees, contributes
immensely to the effectiveness of job embeddedoessnployee retention. According to
Wheeler, Harris, and Harvey (2010) in their stufljob embeddedness theory, drew
conclusions which were aligned with this study’search questions when they suggested
that “HRM practices achieve greater results whemdlad together as a set of reinforcing
mechanisms” (p. 187). The problem exists, howewhgre there is insufficient research
on developing the most effective bundle that waidphificantly reduce voluntary
employee turnover. Mitchell et al. presupposed ithaas equally important to create an
atmosphere at work which would create additionasoas to stay other than work itself
(i.e., close ties, organizational fit, sacrifick.pas it was to encouraging employees to

get well connected to their communities (i.e.,dt@h’s school, church, bowling league,
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etc.). One area of the job embeddedness theomygdyriocused on strengthening ties to
the community (among employees). In fact, Whedlat.eecommendations for future
research suggested that it would be of great vtalfierther explore worker relationships
that show potential for increased ties to the comitguOne area in which the job
embeddedness theory lacks connectivity is not beinhg to adequately influence such
external community relationships from inside thdlsvaf the organization. This study is
geared at focusing on a bundle of variables whashlze influenced by the leaders within
the place of work.
Managing Diversity: How Organizational Efforts to Support Diversity Moderate the
Effects of Perceived Racial Discrimination on Affetve Commitment
Organizational leaders’ ability to clearly commuate the: who, what, where,
when, and how of their antidiscrimination effortmains a critical element of improving
employee retention. Cox (1993), Dipboye and Col@@05), and Goldman, Gutek,
Stein, and Lewis (2006) noted that an organizasidéalure to research and gain an
understanding about how to proceed in the direaicgliminating racial discrimination
will undoubtedly be fraught with serious implicatgfor both the employees and the
organization. Griffeth and Hom (2001), McKay et(@007), and Robinson and Dechant
(1997) purported that employee quit rates are asingly higher among members of an
organization who are more likely than others toegignce any form of discrimination.
Triana, Garcia, and Colella (2010) noted that wta&e discrimination can be mitigated
once employee attitudes have been altered as lh@ésn organization’s commitment to

eradicating the problem. For this reason Griffetbm, and Gaertner (2000) argued in
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favor of the need for further research on the erist of two proximal indicators,
affective commitment and turnover intent, and faysto counter the discriminatory
effects as they relate to these attitudes. Triaah evhen first attempting to define the
constructs for their study, used Allport’s (1954fidition of discrimination: “Denying
certain people equality of treatment based on teup membership” (p. 51). Triana et
al. further employed Cox’s interactional model aftaral diversity as well as Cox’s
definition of diversity climate as they includediimidual, group, and organizational level
factors. The final portion of this study was affeetcommitment, which Meyer and
Allen (1991) described as the connectivity thaemployee has with her organization
when the emotional attachment becomes an integrabpher identification and overall
participative commitment.

Chrobot-Mason (2003) pointed out that minority eoygles have remained
cynical toward the aspirations of those organizetithat not only rarely achieve their
yearly diversity goals but often fall short on sfgrant promises pertaining to diversity
initiatives. According to Triana et al. (2010), ttreerall perceptions of organizational
diversity efforts for groups that have had fewgrarted discriminatory claims appear to
improve attitudes on affective commitment. Indivatkior groups who commonly report
more discriminatory issues share an entirely diffiéattitudinal experience. The latter
group’s perceptions of an organization’s statedrogdment to an effective diversity
initiative face a great deal of cynicism, which adsely reduces affective commitment.

Triana et al. (2010) found that for organizatiopgdgrams and practices to be

effective, they must have total support from theghest level of leadership down to their
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lowest line of managers and supervisors. CataB@g), Cox (1993), Kalev, Dobbin,
and Kelly (2006), and Kossek and Zonia (1993) satggkthat those groups affected by
the lack of a sound discrimination policy beinglace must be convinced of
organizational support for diversity programs ia thrm of accountability held when the
tenets of the policy have not been adhered to. Aliag to Catalyst (2006),

The most common diversity programs target sex,, ise@aial orientation,

working parents, disability, part-time workers, geational and age issues,

nationality, and religion. Common diversity praesdmplemented to target these

groups include observing religious and culturaidey}s, engaging in diversity

recruiting, conducting employee engagement sunaays holding community

outreach and cultural events as well as condusti@ggotype- and bias-avoidance

diversity training. (p. 14)
Catalyst presupposed that it was not only critiodlave an all-inclusive diversity
program, but equally essential to have a soundsitydraining program in place where
all levels of the organization actively participate

Griffeth and Hom (2001) and Robinson and Decha®®7) espoused the leaders
of organizations who have increased their minaegruitments efforts have seen a
similar increase in minority turnover, thereby nrakthis particular form of focused
recruiting more costly than recruiting for nonmiitpgroups. According to recent data
found in the Bureau of Labor Statistics (2007), onity turnover outpaced nonminority
turnover by more than 30%. Foley, Kidder, and Po{2€02) and Greenhaus,

Parasuraman, and Wormley (1990) concluded thatntige>have had a history of
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experiencing a greater number of undesirable worklitions than their White
counterparts, which fails to mitigate negative ahconditions. Chrobot-Mason (2003)
and Foley et al. claimed that the failure of orgational leaders to address racial and
cultural differences and issues appropriately weigdavily on minority attitudes toward
the organization. Griffeth and Hom, Chrobot-Masamg Foley et al. indicated that
unaddressed culturally related issues were ateéhe bf voluntary turnover in the
minority population according to much of the orgaational literature.

Mor Barak, Cherin, and Berkman (1998) advocatedideeof the terndiversity
climateand linked its meaning to the perceptions of mtiew as it relates to their
feelings of fairness within the organization. Comgakto the White and Hispanic
population, McKay et al. (2007) found the diversitynate attitudes of Black employees
to be more significantly associated with intentiémsjuit the organization voluntarily.
McKay et al. noted that the survey results of tiversity climate perceptions revealed
turnover intention at the rate of 15% for Black®; br White males, 7% for White
female, and 4% for Hispanics. Hopkins, Hopkins, Bladlette (2001) discovered that in
sharp contrast to much of the recent literaturesreim researchers reported that diversity
climate studies reflected no differences in peioagt Hopkins et al. reported that all
minority groups respond differently to an organizas diversity climate. Harrison,
Newman, and Roth (2006) concluded that organizatioommitment to the overall
diversity climate mitigates employee turnover iniems. Additionally, the application of

the same level of organizational commitment thliénces employee turnover should
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be further investigated for possible relationshyath work performance, absenteeism,
and organizational citizenship.

Recruitment and Retention of a Diverse Workforce: Gallenges and Opportunities

From 1992 to 2002, the American College of Healtb&xecutives (ACHE)
conducted a series of cross-sectional studies althitare leaders’ career
accomplishments by gender and race or ethnicitg.rébults of these cross-sectional
studies had far-reaching implications for retentaomong health care executives.
According to the findings of the ACHE (2002) reparore Black women were promoted
to the level of chief executive officer (CEO), asdenced by the 2002 survey, than in the
previous 1997 survey. Data from the ACHE (1992ysureported that Black men
earned only 85% of what their White counterparteied at the executive level.
However, the results of the ACHE study, which coltéd for education and experience,
reported Black men’s earnings ($122,600) to be @atge to White men’s earnings
($120,200). Additionally, the 2002 ACHE report falfewer claims of discrimination
than the previous (1992 and 1997) studies. Althdbghstudy of executive-level health
care professionals has shown promise mitigatingridignation concerns in areas relating
to the compensation of Black men and the promaiiddlack women to CEOs, it did not
show an equivalent improvement regarding the cosga@am of Black women or for
Black men holding the title of CEO.
D. A. Thomas and Ely (1996) noted that the valugvdd from an organizations

diversity initiative is measured by the way it imaped the functionality of the total

business and not just its demographic make-upeF(2#004) described and defined a
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feeling he calleschobodied in which individuals are treated in a manner imch they

feel not included, not worthy, inferior, and notdregging. Williams (2000), Meyerson
(2001), and Fuller articulated that it is the negaéeffect of being nobodied that drives
individuals from organizations after taking itsltoh them professionally,
psychologically, physically, and often spiritualBohnson (1997) and Fuller explained
that those members of an organization that woulddnsideredsomebodiesan easily
find themselves totally unaware of the perspectofabose who consider themselves
nobodies Johnson and Fuller reported that this percegamis the area where change
agents should focus to strengthen diversity retentiecruitment, and overall
performance.

Fuller (2004), Meyerson (2001), and Banaji, Bazernaaad Chugh (2003) noted
that leaders within the healthcare community casitpely affect retention by making
adjustments in their own behavior. These adjustsenist include introspection to the
extent of asking one’s self the following:

Do | exclude some colleagues from formal and infdroommunications? Do |

greet managers with a friendly smile and banterrdou fail to similarly

acknowledge the support staff? Do | credit alimegaembers for their
contributions to our shared success? Am | motealiand demanding of
managers of color than | am of White managers? &sume that Hispanic
patients will not be responsive to recommendatfon$festyle changes but that

White patients will be? (p. 295)
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Weech-Maldonado, Dreachslin, Dansky, DeSouza, attb@002), Muller and Haase

(1994), and Motwani, Hodge, and Crampton (1995iceted that the lack of desire, on
the part of racially or ethnically nonaffected likehre professionals, works contrary to
the need to recruit and retain a diverse workforce.

Myers and Dreachslin (2007) recognized in theieaesh that a large number of
those healthcare professionals, who represent #perity population, as with other baby
boomers, will be retiring soon and the pool of lfkeeplacements is unavoidably diverse.
Myers and Dreachslin offered that healthcare lesdpwould benefit from taking
advantage of the research on employee retentiategtes. As such, D. A. Thomas and
Ely (1996) and Fuller (2004) advocated the praaticembracing a culture that
encourages the participation of all employeesliargas of the organization, increasing
the emphasis on quality, and working aggressivet/\asibly to reduce any forms of
abuse. Ford and Orel (2005) pointed out that reteminproves when employee
development takes into account and accommodatdaltiiange of diverse needs and
potential barriers to employee growth. Ford and ©wacluded that to learn across
boundaries to inclusion, obstacles must be breals@dentoring, reverse mentoring,
experience, wisdom, and sharing technical knowledge

Job Satisfaction and Turnover in the Chinese Retaiindustry

When exploring similarities in the effects of tumeo among different cultures,
the one constant throughout this global concernthvasccompanying expense.
According to Griffeth et al. (2000), Kinicki, McKdeyan, Schriesheim, and Carson

(2002), and Price (2001), the cost associated matlbeing able to retain the individuals
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that an organization has invested in has both tdaed indirect financial consequences.
Organizations are directly affected because of tggeturns on investment in areas
such as costs of recruitment, time and personiselceged with the selection process,
training, and employee development. The indirefetot$ of turnover include quality,
productivity, workforce commitment, and profitabyliRobbins and Coulter (1996) noted
in concert with much of the research community,gabsfaction is negatively associated
with employee turnover; however, Wong, Wong, Haig &aw (2001) asserted that
studies have also shown that in some instancesrgstelationship was not found. This
antecedent to employee turnover (job satisfacti@s)long been treated as an intervening
variable (Robbins & Coulter, 1996). Kirkman and fiha (2001) espoused after
accepting the well-established research suppottiagelationship between job
satisfaction and employee turnover, one must censithat the antecedents of employee
turnover may be with regard to different countaesl cultures.
Job Satisfaction and Turnover in the United States.iterature

As much as job satisfaction has been a signifiaega of focus regarding
employee retention and turnover, Saks (2006) and Hiad Kinicki (2004) reported that
additional considerations such as financial resipditg, the existing labor market,
opportunities to gain comparable or better emplayiege, and ability also factor into
the employee decision-making process. Cotton anteT(1986) and Griffeth, Hom, and
Gaertner (2000), known for their often-cited metalgses on causes and correlates of
turnover, both support the existence of a modeoasérong relationship between job

satisfaction and employee quit rates, which is algmed with much of the current
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research on this subject. Cotton and Tuttle, ur@Bkéfeth et al. observed a strong
negative relationship between employees’ attitudesrds pay and quit rates.
Job Satisfaction and Turnover in the Chinese Literéure

Zhu (2005) advocated that, unlike their Westermeeparts, Chinese workers
are more accustomed to operating within the boueslaf a centralized economy, have
limited education levels, and tend to be charanterias collectivists rather than
individualists. Hui, Yee, and Eastman (1995) ndteat collectivist employees expressed
a higher level of overall job satisfaction in selatimensions of their work. Scott,
Bishop, and Chen (2003) discovered that reasonsniployee withdrawal were different
between Chinese and Canadian managers. Alas (R068) that when comparing the
attitudes of manufacturing employees from ChinpadaHong Kong, and South Korea,
a significant difference existed. In an attempprtovide an explanation for these
differences, Tian-Foreman (2009) presupposed thany given society the values of a
culture would ultimately dictate the definition @fperson within that culture, and the end
result would influence the behavior and attitudesmployees. Tian-Foreman noted most
of the current research failed to support a negassociation between job satisfaction
and employee quit rates. Additionally, Lam, Baumg &ine (2001) examined the level
of job satisfaction and turnover intent among managnd found that managers who
experience an increase in job satisfaction arelilkesly express or act upon an intention
to quit.

Chen (2005) argued in sharp contrast to the afonéoreed research after his

investigation of 150 information technology emplegehroughout various organizations
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in Shanghai revealed no significant relationshijstexl between job satisfaction and
turnover. Chen asserted that among the Chinese, éippears to be no direct relationship
between job satisfaction and employee turnover bgma of organizational commitment.
Wong, Wong, Hui, and Law (2001), and later Chemead when they pointed out that
their study consisting of 550 Chinese participatiswed that job satisfaction did not
directly influence employee turnover intentiongtogir commitment to the organization.
Job Satisfaction and Turnover Studies in the RetaiSector

Arndt, Arnold, and Landry (2006), Saks (2006), @&mndett, Laverie, and Meiers
(2003) are among the researchers who have corgdlatthe body of literature
involving retail. Arndt et al., Saks, and Arnettagtfound a negative relationship between
job satisfaction and intentions to quit. Arndt ket 8aks, and Arnett et al. further
explained that years of employment and the agbeoétnployees negatively related to
turnover intentions in the retail organizations enstudy. Throughout much of the
research on job satisfaction and its relationshth employee turnover intentions in
China, researchers have grossly overlooked regtihgs (Gamble, 2006). Cooke (2009)
reported managers are the primary source of infoomahen conducting workforce
studies in China, which may explain why far leds gatisfaction information is available
from the perspective of Chinese employees notsgiivia managerial role. A study
conducted by Tian-Foreman (2009) was dissimildahéomanager-centric studies
described by Cooke. A synopsis of Tian-Foremarnrsda of the study conducted on job

satisfaction and turnover in the Chinese retailigid/ indicated,
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Most of the study’s participants were female (n12)1 75.6 percent of the

population; most (45.7 percent) were aged 40 or.ovEurthermore, most

respondents (57.9 percent; n = 95) were frontimeleyees; and non-

management employees (62 percent; n = 101). (p. 361
Mobley (1982) noted that the youth of the employaéht have a significant effect on
turnover intention given the negative relationdgween age and turnover.

Job Satisfaction—Turnover Relationship Across Occugtional Groups

In evaluating the intention to quit across variwels within organizations, it is
not surprising to expect a difference in job satsibn between management and
nonmanagement employees. Price (2001) advocatethttars such as compensation,
communication, and the ability to influence orgatianal change create a sizable gap
between managers and nonmanagers. Price contdratetis gap was made evident in
the quit rates of managers as opposed to nonmaragemployees, because managers
are generally at the front end of organizationahownication, are paid at significantly
higher rates, and are in a better position to affeange. Price concluded that the power
associated with the aforementioned factors wouldxXpected to create a higher degree
of job satisfaction in one group and mitigate reasior staying in the other.

A Winning Approach

According to Cunningham (2004), leaders of orgaions that experienced
reductions in employee turnover yearly were mudktebat communicating useful
information to their employees than those that eérpeed increased turnover.

Cunningham explained that employees were not amglved in key decision making,
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but found that significant meetings were very infative and planned well in advance in
most cases. In organizations that experienced temgan turnover, managers prioritized
individual face-to-face meetings with all membefshe workforce.

Cunningham (2004) found that at organizations Wwigher turnover rates, there
was an apparent lack of a desire to listen to spoad to employee concerns, which
increased employee frustrations. Unresolved issarggng from machines not
functioning properly to management'’s failure to\pde the necessary tools or resources
to complete a task successfully or safely routimebeived very little, if any,
management attention. Cunningham reported thaetimsviduals employed at
organizations experiencing reduced turnover haseesys in place that allow for the
solicitation of employee suggestions and comménse important, there were
processes in place that measured the time betwegestion and action taken when
warranted.

Regarding the value gained by appropriately recggiemployees within the
organization, Cunningham (2004) posited that, efdlganizations surveyed, those
reporting a decrease in turnover had employeesfalhappreciated by the management
and recalled being told “thank you” by someone poaition of leadership when they
believed it was appropriate. Conversely, the emg#gyof organizations experiencing a
greater degree of turnover were of the opinion thahagement was too busy to help,
talk, or listen. Furthermore, management genelalyan to engage employees when a

crisis would arise. Cunningham concluded that eggdaetention can be significantly
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improved by addressing the fundamental needs aivtkforce (e.g., active listening,
communication, recognition, and responding in atinmanner).
Job Satisfaction, Employee Commitment, and Trust irManagement

The available pool of literature covering the comslis job satisfaction, employee
commitment, and trust in management are quite ektenMoreover, there remains a
plethora of literature that examines their relagiuips. Harter et al. (2002) reported that
among the array of available literature on thesestacts, a researcher will find that job
satisfaction is presumably without fail in its nega association with employee quit rates
wherein the employee chose to exit the organizaMathieu and Zajac, (1990) observed
that the available literature has shown ongoingsttfor the existence of a significant
positive correlation between job satisfaction dmel¢dommitment level of its workforce.
Although correlation does in fact exist, causalédynains ambiguous (Lance, 1991;
Mathieu, 1991). Vandenberg and Lance (1992) adedddiat although some researchers
claimed that job satisfaction leads to employeermdment, a sufficient number of
researchers suggested the opposite. Rogg, Sci#hiat, and Scmitt (2001) further
posited that within customer-based organizatidmes amount of evidence of an
inextricable link between job satisfaction andeitiect on obtaining customer satisfaction
has increased.

T. A. Wright and Bonett (2002) explained that aipes association exists
between employee commitment and job performancpleyaum, Bailey, Berg, and
Kallenberg (2000) noted that committed employee® lteveloped a strong

psychological attachment with their employers, asd result, they will have a greater
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tendency to do more than what is normally exped®edd. Wright et al. (2003)

concluded that committed employees are less likcebe involved in antisocial behaviors
that detract from organizational goals and morelyiko be associated with those efforts
that are beneficial and contributory.

The available literature on the effects of highfpenance work systems practices
has provided overwhelming support for its influeoceorganizational performance,
commitment, and motivation for employees to renvaih their employers. Wright and
Boswell (2002) explained the need for further reseaegarding the effects btindles
whereas a certain cluster of specific HR-relatethées may provide a greater effect
than others. Wright and Boswell reported that resepurporting the effects of bundles
is more limited.

Moderating and Mediating the HRM Effectiveness—Intat to Turnover

Relationship: The Role of Supervisors and Job Embetedness

According to Lepak and Snell (2002), many schokdre have investigated the
relationship between strategic human resource nesnegt (SHRM) and employee
performance found an additional link between SHR a decrease in employee
turnover intentions. Becker and Huselid (2006) neceended further examination in an
effort to explain the psychological associationN®n the effectiveness of SHRM and
the individuals within the organization it servbtchell et al. (2001) espoused job
embeddedness was the primary factor that held gregsoin place long after other
programs designed to do so have come and gonehéllitt al. contended that the social

and psychological underpinnings normally formed wheembers of the organization
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become active members of the communities in wtiiely tive give job embeddedness its
gravitational force. Holtom and Inderrieden (208&erred to this level of embeddedness
as an antiwithdrawal theory. Mitchell et al. delsed employee job embeddedness that
resulted from the previously mentioned work and amity association as a type of
web which is capable of holding and bonding indist$ within an organization. P. M.
Wright, Gardner, and Moynihan (2003) noted thatorgations whose leaders have
focused on HR programs to strengthen employee comant have not only improved
employee retention, but also experienced an inergathe organizations’ financial
performance. Mitchell et al. further explained tladue of having employees embedded
in the communities in which they live. As a resaflthis communal relationship,
employees faced with intentions to quit often cdashaving to sacrifice their
community relationships and commitments, whichadten associated with leaving
one’s place of employment.

Lepak and Snell (2002) noted that one way to ensgreased employee
retention is to incorporate a combination of batfhiperformance work systems and
HRM practices that are commitment based. Holtomladdrrieden (2006) explained,
“Job embeddedness is conceived as a key mediaiimgjract between specific on the job
and off the job factors and employee retention”1(p. Holtom and Inderrieden
advocated for it to be a function of HRM to devebojpb embeddedness type of
environment, which often mitigates situations legdip to employee turnover

considerations. Wheeler, Harris, and Harvey (2@l&ljned that retention results are
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significantly improved upon when HRM practices bundled together, thereby
reinforcing weaker practices.

An Exploratory Study of U.S. Lodging Properties’ Organizational Practices on

Employee Turnover and Retention
During the last century HR managers have madesisehttempts at finding a way

to retain their employees. Brayfield and Crock&®55) noted that scholars from as early
as 1955 recognized the value that organizatiorcedlan maintaining an optimum level
of employees in any given industry. Gustafson (306@orted that the lodging industry
is among the industries known for having an exosatily high rate of employee
attrition. Cho, Woods, Jang, and Erdem (2006) ctgininat annual turnover in the
hospitality industry has ranged from as low as 38%s high of 300%. Woods, Sciarini,
and Heck (1998) outlined that the cost associaidtdemployee turnover was especially
high in this industry with hourly employees rangfingm $3,000 to $10,000 and salaried
employees exceeding $50,000. Hinkin and Tracey(QR68plained that the failure to
retain employees grossly affects the operatiorajrganization due to lost
productivity. Hinkin and Tracey advocated that ncatiexecutives who work in support
of HR managers’ sound practices and policies, aviintually reap the benefits of
retaining a higher performing workforce. Simons &hakin (2001) concluded that when
HR managers effectively put together sound prastilbat concentrate on employee
retention, the programs and their associated costgeigh the cost of inaction and its

detrimental effect on turnover and lost producivit
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Corporate Culture and Communication

Becker and Huselid (1999) surmised that the contistccommunication of an
organization’s culture to its employees has a pnofly positive influence on employee
retention. Becker and Huselid contended that anaap’s behavioral change brings
about this effect on retention, which generally kgoin the direction of aligning itself
with both the communicated and demonstrated org#oiral culture. Chew, Girardi, and
Entrekin (2005) along with Cho, Woods, Jang, amdeEr (2006) agreed with the
argument offered by Becker and Huselid in that tlegported a similar finding as it
pertained to the influence that a communicatedamatp culture had on employee
retention and turnover. Milman and Ricci (2004) daded that a combination of
management’s approach to handling issues and am)gaktaposed with a clearly
communicated culture, works in the direction ofraproved employee retention rate.

Training

Walsh and Taylor (2007) supported the position thase organizations that have
placed a greater emphasis on training have gepdradin rewarded with increased
employee retention because employees were betigypagl to handle their work
assignments. Shaw, Delery, Jenkins, and Gupta jK@fjested that much of the earlier
research on the relationship between HR trainingmams and employee turnover
pointed to a negative association; however, Shaal: &@und instances where a positive
association exists. Shaw et al. posited that corepann the risk of an increase in
employee turnover as a result of an increase initigy which can be a by-product of

building a smarter and more capable workforce.
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Employee Recognition, Rewards, and Compensation

Researchers (Cho, Woods, Jang, & Erdem 2006; @u&001; Milman, 2003;
Milman & Ricci, 2004; Walsh & Taylor, 2007) have aseired the effects that
recognition, rewards, and compensation had on graploetention and turnover
intentions. Cho et al. stated that a positive dati@n existed between the use of
incentive plans and employee retention among hamgloyees. Milman and Ricci
added that compensation would not be enough totemaiadequate employee retention
levels. Walsh and Taylor espoused opportunitiegfowth and professional
development among managers outweighed compensatiegards to reasons to remain
with an organization. Wildes (2007) agreed thati@any employees compensation is an
important factor, but added that an enjoyable varkironment and flexibility in
scheduling were significant motivators in effoxsricrease employee retention.

Evaluating Verbal and Nonverbal Communication Skills in an Ethnogeriatric,
Objective, Structured, Clinical Examination

Ngo-Metzger et al. (2006) noted the significanceler communication between
health care professionals and patients. Theirfiigglsuggested that the lack of clear
communication in the medical field negatively irdhced patient satisfaction with their
care, patient compliance with physician recommeaodaf and the patients’ overall
health. J. A. Hall, Harrigan, and Rosenthal (198t5gerved that an overlooked part of the
relationship-building blocks between health cafgssionals and patients is the
effective use of verbal and nonverbal forms of camimation. K. Collins et al. (2002)

advocated the existence of a positive associagtwden health care professionals’
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display of empathy and patients’ satisfaction witéir overall health care experience. K.
Collins et al., Gordon, Street, Scharf, and Sou¢BéKk6), and Tai-Seale, McGuire,
Colenda, Rosen, and Cook (2007) contended thathhesale providers have shown a
tendency to exert increased verbal authority aedwather removed from patient
connectedness when it comes to their communicatidtnminorities. Tai-Seale et al.
reflected that this gap in the ability or desirdo®focused on sensitivity in verbal
exchanges seems to increase with older African Aaies.

Branch et al. (2001) noted that to bridge this camization gap, a new set of
skills must be introduced and learned. L. G. Csllifachrimmer, Diamond, and Burke
(2011) explained, that in order to make this aitygadn individual who has adopted these
new sets of skills must “practice them, be observeckive helpful feedback, reflect on
his or her performance, and then repeat the cyplel62). L. G. Collins et al. concluded
that a tool referred to as an ethnogeriatric objecttructured clinical examination may
be one of several resources researchers can ussrtect health care providers in
culturally sensitive, unambiguous, nonverbal andh&ecommunication, particularly
with their older African American patient base.

The Pantomime of Persuasion: Fit Between Nonverb&ommunication and
Influence Strategies

Many adults living in the United States have bdentarget of salespeople’s
cleverly scripted messages or sales tactics, nioghich have been the subject of several
studies on persuasive communication. However, B{id#99) and McFarland, R. G.,

Challangalla, G. N., and Shervani, T. A. (2006had their focus to an area that has
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received less attention, which is studying whatasbeing said. Fennis and Stel (2011)
noted,

The influence of fit (and misfit) between nonverbammunication and influence

strategies on the recipient’s compliance has noteeeived empirical

investigation....We propose that nonverbal commatroa can “boost” the
persuasive impact of influence strategies to thergxhat it fits the strategy’s
orientation, and conversely, that a misfit betwaeenverbal behavior and type of

strategy may render it ineffective in fostering qgiance. (p. 807)

Cesario and Higgins (2008) examined and later drelstinction between two
types of nonverbal message delivery styles: Tis¢ $ityle is an eager nonverbal style that
is highly demonstrative and places great emphas@bgious and strong gestures and
enthusiastic body language, while the other st/eemingly the direct opposite or a
scaled down version of the first. McGinley, LeFexard McGinley (1975) found that
individuals who regularly used the open body posiin nonverbal cues were evaluated
as being more positive than those who used closdy Imovements. Lastly, Fennis and
Stel (2011) explained that using either nonverbadédi.e., open or closed body
positioning) when accompanied by a fitting verb&ssage will increase the chances of
compliance from the recipient of the message, wasetiee persuasiveness of the verbal
message is attenuated when the body positionigyiisg off a conflicting message.

Questions and Answers: The Substance of Knowledged Relationships

In an environment rich in diversity, leaders musikenthemselves readily

available to receive a variety of questions from workforce. These questions will often
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range from the well thought out and prepared tartbhemplete questions that require
much probing to understand what is being askede®e{2006) argued that the art of
asking questions has not received the attentidrittdaserves. Petress surveyed over 150
teachers and students and discovered that noneithad taught or been the recipient of
any methodical or repetitive instruction on hovask either open or closed probing
guestions. Petress suggested parents should tessshdkills in early childhood and
teachers should build upon this at the elementzrgd, middle school, and high school
levels. Furthermore, this skill should be refineédh& collegiate level. In an interview of
parents, Petress noted that a typical responseeecieom parents after being asked
about their role in the training of how to form gbguestions was, “I am not a teacher,”
“That is a teacher’s job,” or “| don’t have the 8
Of equal importance is the manner of answeringeBgt(2006) articulated that

the ability to answer or respond adequately iscaliin many areas outside the classroom
(i.e., physician—patient relationships, lawyer—dieslationships, retailer—customer
relationships). Petress further recommended thasatiety do more to demand that
individuals are better educated on the art of agkalue-added questions and demanding
useful, yet timely, answers both inside as webatside of the school system.

An Integrative Approach to Personality: Behavioral Approach System, Mastery

Approach Orientation, and Environmental Cues in thePrediction of Work
Performance
In the search for effectual motivators used togait employee quit rates,

organizational leaders have taken a closer lodkeat methods of recognition (i.e.,
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rewarding) desired behaviors. Elliot and Sheldd@9{) adopted mastery approach

orientation as a means of increasing work outcdmagason of the demand placed on
mastering individual skill sets. Stringer (2002§alaramillo, Mulki, and Solomon (2006)
advocated one significant moderator between emplboghavior and attitudes that
affects quit rates is having a work environment thdoth psychologically meaningful
and rewarding. Izadikhah, Jackson, and Loxton (R0d@ealed, “Mastery approach
orientation is a stronger mediator of the relatiopdetween BAS [behavioral approach
system] and work performance in work climates wtaoh perceived as rewarding” (p.
590). According to Gray and McNaughton (2000) aiwkéting and Gray (1999), Gray’s
reinforcement sensitivity theory has been regaeted leading theoretical reference in
the study of BAS. Izadikhah et al. noted that r@ioément sensitivity theory proposed
that as environmental surroundings differ, so dbvidual neurological influences as a
result of being rewarded or punished. Izadikhadl.dater concluded that reinforcement
sensitivity theory supported the notion that bebealiapproach systems are highly
attuned to rewarding ideal behaviors and that rekeas who failed to investigate the
value of reward and the recognition of good behawannot accurately refute or support
Gray'’s theory.
A Strategy for Diversity Training: Focusing on Empahy in the Workplace

U.S. employers have been challenged with findingsita rapidly acclimatize a
growing immigrant workforce. According to the Buweaf Labor Statistics (2009), 24.1
million U.S. workers (15.6%) were foreign-born (j.legally admitted immigrants,

refugees, and temporary residents and undocumentejrants). Shin and Bruno
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(2003) reported that 25 million (81%) U.S. worke#so are foreign-born spoke their

native language while at home, while 9 million loistsame population rated their
English speaking capabilities as either “not well*not able.” Data presented by the
National Restaurant Association (2006) highlighteslfoodservice industry as one of the
largest employers of non-English-speaking employedse United States. National
Restaurant Association data noted that 26% of tddlservice employees do not speak
English in their homes. Shin and Bruno pointedthat 11.9 million individuals lived in
homes where no one over the age of 14 years wableapf communicating in English
at a reasonably acceptable level. Lee and Chor0j20@ Loh and Richardson (2004)
advocated that a great concern arises out of timg mvarkplace impediments this causes
(i.e., bias, communication, training, cohesion)st@a Fujishiro, and Sweitze (2006)
declared that a feeling of isolation and discrinioraare the natural response of those
non-English-speaking employees confronted with faashiers. Madera, Neal, and
Dawson (2011) surmised that organizational leader& aggressively to develop a
workplace environment that embraces other cultanesincreases its understanding and
value of diversity. In attempting to lead and urstiend a diverse workforce, it is critical
to understand their perspectives. Hogg and TeO9ERposited,

People categorize themselves and similar othdiseifiin-group” and group

dissimilar others as the “out-group.” Thereforéew individuals interact with

other people at work, they do not act as a singlevidual; instead, individuals

perceive themselves as members of a social grang psrsonally meaningful
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dimensions such as ethnicity or race to categdhiemselves and others into

groups. (p. 471)

Minimizing the differences upheld by a multicultvaorkforce often involves
removing many obstacles. Dovidio et al. (2004),it&kly and Ku (2004), and Galinsky
and Moskowitz (2000) agreed that possessing thatitee ability to be considerate of
how others would feel and react would provide tbstIstrategy for removing potential
barriers. Madera et al. concluded that after irthigls are placed in training and learning
environments, where the objective is to view lifelavork from another person’s
perspective, barriers then start to collapse arnll t@hesiveness and understanding begin
to develop.

The Effect of Path-Goal Leadership Styles on Work @up Effectiveness and
Turnover Intention

With the changing demographical landscape in thiéedrStates, organizational
leaders face the challenge of finding the rightesynd mix of capable leadership
necessary to motivate the workforce in the directibremaining or creating viable and
equally competitive organizations. Lockwood (200d)ed,

Throughout the next decade, the U.S. workforceriedasted to become even

more diverse, with 75 percent of the immigrant gapon arriving in the United

States from Asia and Latin America, with only fipercent coming from Canada

and Europe. Women and minorities were projecteépoesent 70 percent of the

U.S.’s 2008 workforce. (p. 52)
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According to Duemer, Christopher, Hardin, and Qdi2004), research is lacking on the

influence of leaders in their organizations in arsach as job satisfaction and
performance; however, the opposite is true of theumt of available literature covering
leadership and its associated effect in diversarmaegtions. Duemer et al. noted this lack
of available research has been especially evidethial area of turnover intentions within
diverse organizations.

G. B. Cunningham and Sagas (2004) posited thaeadnset of organization
work group relationships, individuals show a stréergdency toward focusing on the
visible aspects of others. As the group develogstteer and learns more about one
another beyond that which is visibly apparent, tit@focus shifts to the nonvisible
aspects of group membership (e.g., education, palisg values). Lankau, Ward,
Amason, Sonnenfeld, and Agle (2007) noted thateldividuals who had less in
common with their leader also were less likelyuport that dissimilar leader. D. C.
Thomas (1999) argued against the value and beé¢fiiverse work group performance
when he confirmed that performance of groups whiehconsidered similar exceeded
that of those groups considered demographicallsiitar. Conversely, Thatcher, Jehn,
and Zanutto (2003) asserted that when the leadgeglan integral role in creating
cohesiveness, despite obvious differences, by g@akinowledging the value and
benefit of diversity in the workplace, the overgbup performance increased. Sousa-
Poza and Henneberger (2004), Peterson (2004), aaq2004) noted the benefits
derived from having a diverse workforce dissipdteraghe group perceives that the

organizational leadership has begun to show sigfallimg beneath the group’s expected
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standards of leadership. Sousa-Poza and HennepBrgerson, and Kuo further reported
that diverse work groups showed a tendency toghnvenvironments in which the
leadership openly recognized and embraced thderdiices. Brannon, Barry, Kemper,
Schreiner, and Vasey (2007) and Loi, Hang-Yue,Fwildy (2006) supported the
argument that when leaders have shown a noticegpleciation for diverse work
groups, the result has been an increase in comesiseeffectiveness, and commitment
and a decrease in turnover intentions.
Consequences of the Performance Appraisal Experieac

The effect that annual or semi-annual performampgeaasals have on employee
retention cannot be overlooked. Many managers dadwqguately invest in the time to
properly prepare and deliver the results to reafgieHeathfield (2007) indicated that,
“when surveyed about most disliked tasks, managgythey hate conducting appraisals,
second only to firing employees” (p. 6). Mitchéllpltom, Lee, Sablynski, and Erez
(2001) noted that organizational leaders shouldlyaedhe relationship between
intentions to quit and the quality of the perforro@ameviews because it is far more
expensive to recruit than it is to replace emplsyé@ecording to Fugate, Kinicki, and
Prussia (2008), much of the research on turnovietpto employees expressing a desire
to distance themselves from organizations thatecghem to be in situations that are
contrary to their best interests. Poorly prepamdgomance reviews combined with an
employee’s uncertainties about the grading proaesstrong contributors to tensions

that are not in the best interest of both the aegdion and the employees reviewed.



49

Career Decisions From the Decider’s Perspective

A common thread found throughout much of the lii@@ points to the
inextricable link between personal and professio@asons when it comes to deciding
whether an employee remains with or chooses tocaexitrganization. Phillips and Jome
(2005) surmised that person—environment fit motelse become the focus of research
in career choice. Blustein, Schultheiss, and HR2004) advocated that an employee’s
decision to quit is generally driven by negativ@exences within an organization, which
may have affected him or her psychologically, aallly, socially, or economically.
Blustein (2001) and Blustein et al. added thatrétational aspect of the organizational
environment is essential to ensuring employee tietgnas individuals have a need for
connectedness where they are employed. PhillipgstGpher-Sisk, and Gravino (2001),
laquinta (2007), and D. T. Hall (2004) added thmatemployee’s decision to remain with
an organization or exit is relational, is emotidyaifluenced, and takes into
consideration areas of one’s life that are outthéeconfines of the work environment.
Phillips et al. posited that one’s choice to stag@was relational to the extent that it
generally involved the sought out opinions of clpd@itted community members.
Amundson, Borgen, laquinta, Butterfield, and Kq2f10) explained that Phillips et al.
(2001) overlooked the significance of major liféeosuch as parenting and their related
effect on career choice. Amundson et al. concluded,

Of the participants, 94% described the importarfaonectedness with family,

friends, and colleagues within and outside work @simary factor in their career

decision making. Participants prioritized relatioips and intentionally made
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career decisions that enhanced a relational sércgmpection. Connectedness

involved feeling loved, nourished, and supportedaurishing, loving and

supporting others. (p. 341)
Trevor-Roberts (2006) concluded that among the nneagon that negatively affect
employee retention, having a contingency plan, @eother job) ranked high on the list.

Gap in the Literature

Throughout the review of the literature, it wasdiaapparent that the need for a
new paradigm had arisen. The problem of advananngistently in a manner which
would mitigate voluntary employee turnover usinguadled approach has remained
inadequately addressed. This apparent gap protgeidnpetus to stretch the existing
social scientific worldview beyond its current dinseons, and doing so through further
exploration via the research questions in ordgaia sufficient traction towards the
retention of the life-blood of our future econorBytterfield (1949) recognized the value
of viewing groups or bundles from the opposite siflthe spectrum, and further
expressed his appreciation for applying the vigeatalt when he articulated his
approach in “handling the same bundle of data &wdebut placing them in a new
system of relations with one another by giving theedifferent framework.” This
literature review may have provided evidence thag¢wa and better approach awaits
discovery.

Summary
This chapter included a review of the literaturet @®rtained to voluntary

employee turnover in a diverse retail environm&he primary focus of this review was
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on the variables which constitute CART and how timéyence individual decisions to
stay or leave an organization. The literature r@we@amined a reality that has
undoubtedly challenged organizational preparedmedack thereof, for reducing
voluntary employee turnover in a diverse retailissrniment.

Chapter 3 contains insight on the research desigrapproach, data collection

and analysis, and further describes the instrurtientased to collect the data.
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Chapter 3: Research Method

Introduction

In the search to design a more efficient orgaromatine ability to get the most
out of an organization’s human capital remains patant and clearly distinguishes the
capabilities of one company from another. Counttessulting firms and organizational
leaders have probed intensely into HR departmendgtermine how to attract the best
and brightest, how to retain vital human capitarae long run, and how to remain in
business and thrive because of the contributionlseaf employees. As the literature
review suggested, some researchers have examintathdgindles of variables and
others a single variable in order to find the righx to reduce voluntary employee
turnover. It is for this same purpose that | exadia specific bundle of variables for
their potential value and application throughowt tommunity of organizational change
practitioners.

In this chapter, | address the research desigmpprbach selected for this study,
sample and the population, the treatment chosehtrenformula for obtaining the
sample size. Further discussion outlines the detdithe instrumentation and materials.
A substantial portion of this chapter details theposed data collection and analysis
process. Lastly, the chapter includes the measised to protect participants’ rights.

Research Design and Approach

The experimental design used was the pretest—pgsttrol group design in

which the experimental group was measured befateatier the experimental treatment.

The control group was measured in the same mabuedjd not receive the
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experimental treatment. As a part of this desigygthered and used secondary data (i.e.,
retention records, awards, and any recorded forraaafgnition given to employees) to
ascertain both the pretest and the posttest datau3e of secondary data benefitted the
study by significantly reducing the external valdihreat of testing—treatment
interaction, which is a weakness normally assodiatéh this design, by not sensitizing
either groups to the experiment or its treatmehe ffeatment was applied to three stores
that had similar demographics in terms of divergity., percentage of diverse employees
in the workforce in excess of 95% of the total s®population) to another three stores
(control group) that received no treatment (i.e.agart of the acquired organization’s
normal operations, CART was not being observed eyt current level of monitoring,
which would therefore draw no increased attentidhg design was tailored to the
problem statement, which needed to identify a $jpdmiindle of variables that were
negatively associated with voluntary employee tuenoFurthermore, the pretest—
posttest control group design supported the nektfe study by providing the ability to
measure and analyze the effects of the independeiables on the dependent variable,
while ensuring validity throughout the process.afiy for the purpose of this study, |
chose to conduct quantitative research using bs#ifalesigned and an existing survey
(i.e., MSQ) as a strategic tool for collecting data
Setting and Sample

Experimental design was the preferred design sighidy. The advantages of this

design allows the application of the laws of mathgoal probability to estimate the

accuracy of the sample. As a part of the procesarmafom selection, | applied a random
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sampling process by means of systematic samplomg & complete employee listing.
This approach further facilitated the study by @hating bias, in that it allowed each
case in the population an equal chance of seleclioa unit of analysis was individuals.
The operational definition of my target populatwas further refined by the sampling
frame, which consisted of those individuals cutlgeamployed (as of August 1, 2013) at
six out of over 330 retail stores within the sarhain, but excluded those who have been
hired for seasonal employment and fell into thegaty of temporary employees. The
employees were geographically located in the NontMerginia and Maryland area. This
particular group of stores were selected baseth@n geographic and logistical
accessibility to me as the researcher. Three afithstores, which were selected as the
treatment group, where chosen as such becauseffieesd unlimited access to me as the
district manager of those particular stores. Thee@gup consisted of those employees
ranging in age from 18 years to beyond 65 yearhodigh it was anticipated that the
sampling frame would consists of a diverse grouth thhe exception of the age
parameters, no employees were excluded due todgediie., non-English-speaking),
physical ability (i.e., handicap, pregnancy), oy ather known barrier. Strict adherence
to compliance and ethical standards for doctorsgaech and all applicable U.S. federal
regulations were upheld to ensure that beneficgnstige, and respect for persons were
maintained throughout the course of this research.

In determining the sample size, a number of faatecsived consideration. The
first factor was the heterogeneity of the populatiwhich was expected to be highly

diverse as it became apparent that the majoritgefvorkforce speaks English as a
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second language. With standard deviation beingppeopriate measure of heterogeneity
within a population, its use was effectively apglleere. The desired precision,
confidence level, and confidence interval were mheiteed for the sample of employees
that were involved in this study. The following @fjon was used to determine the

sample size:

n= X*N*P * (1-P)

(ME * (N-1)) + (X** P * (1-P))

Or

230 = 3.841458% 573 x 0.5 x (1 — 0.5)

(0.5x (573 — 1)) + (3.841458& 0.5 (1 — 0.5))

Wheren = sample size, X= Chi-square for the 95% confidence level at lreleg
of freedomN = population size, P = population proportion of,.&0d ME = margin of
error +/- .05.

The regional HR manager, representing the acquoirgahnization under study,
provided accurate employee listings for each sfbine.regional HR manager ensured
that the employee lists contained data necessatiidgurpose of this study (i.e., a

means to determine age, gender, etc.). The regitiRahanager also furnished
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applicable retention data (e.g., Appendix G shoalartary employee turnover for each
store for the period covering August 2013 versyst&§aber 2013).

The treatment, which involved an increase in thdiegation of CART, was put
into effect by using both the momentum and reaatemnsed by an apparent obedience to
authority on the part of the leaders’ role of asguthat CART was effectively occurring
within their scope of authority. As the district nager (i.e., authority figure) of the stores
selected as the treatment group, | instructedoidwiscular group of store managers to
increase their CART and to record its usage dhatlyen maintained a tally sheet which
reflected their recorded daily increase or lackdébé Based on Milgram’s (1974)
obedience to authority experiment, it was expetitatithe store management (i.e.,
leaders) would increase their CART as instructethky district manager. As Milgram
(1974) observed that obedience to authority hts tih do with the leader’s style and
more to do with his/her authority being acceptedh®yfollowers as legitimate. The
treatment was applied to three stores (i.e., exparial group) that have similar
demographics to another three stores (i.e., cogtmlp) that received no treatment (i.e.,
as a part of the newly acquired task oriented argéion’s normal operations, CART
was not observed beyond its current level of momgp which would therefore draw no
increased attention). During the third quarteriegdl year 2013 was the designated time
to apply the treatment. For a period of 60 daydris@tment was observed daily in certain
instances (e.g., communication), and as the needtvesise in others (e.g., answering,
recognition, and training), in all three storesest#d to receive the treatment. The

following protocol was designed for the purposenaiking CART observations:
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1. Communication: Within each store essential dailginess communication was
promulgated to all employees (i.e., managemengrsigors, and all other non-exempt
employees) regardless of shifts. Each store mavag@d ensure that the organization’s
existing “Daily Floor Walk” form was completed eyattay, including weekends, as is
required by company policy. The completed Dailydfl@valk form would be filed in its
appropriate binder and maintained in the store garsoffice. | would consistently
review this Daily Floor Walk form, outcomes, an@gess as a part of my observations.
The store’s leadership team’s ability to accompligh successfully or not was recorded
on a daily CART tally sheet maintained by me. Isveapected that as a result of my
consistent noticeable observations, that the ctleeel of employee engagement would
be increased with respect to daily interaction-on@ne communication, and making
available all sales data and other essential wrftiems of communication that should be
available for all employees.

2. Answering: As required, managers are to comphetdaily Floor Walk form
and ensure that all unresolved and unansweredigngestre addressed before the next
day’s store meeting begins. The completed DailpFRWalk form would be filed in its
appropriate binder and maintained in the store garsaoffice. | would consistently
review this Daily Floor Walk form, outcomes, an@gess as a part of my observations.
The store’s leadership team’s ability to accompligh successfully or not was recorded
on a daily CART tally sheet maintained by me. Isveapected that as a result of my
observations, the current levels of employee engagg follow up, and responsiveness

would increase.
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3. Recognition: When warranted, managers, supes/iand all other nonexempt
hourly waged employees would receive an appropléats of public recognition during
store meetings when most employees are preseneigpecific area of any given store.
Each store manager would ensure that the orgamivaexisting Daily Floor Walk form
was completed every day, including weekends, esgigired by company policy. The
completed Daily Floor Walk form would be filed its iappropriate binder and maintained
in the store manager’s office. | would consistenglyiew this Daily Floor Walk form,
outcomes, and process as a part of my observalibiesstore’s leadership team’s ability
to accomplish this successfully or not was recomed daily CART tally sheet
maintained by me. It was expected that as a refulty consistent noticeable
observation, that the current level of employe®gadion would be increased with
respect to public recognition and the existingesteadership team looking for
opportunities to recognize appropriate behavioey thiould like to see repeated and are
worthy of recognition.

4. Training: As required, managers, supervisord,ahother non-exempt hourly
waged employees would receive training applicabliae¢ir areas of responsibility. As
required by company policy, each store manageravensure that the organization’s
existing Daily Floor Walk form was completed eveay, including weekends, as is
required by company policy. The completed Dailydfl@valk form would be filed in its
appropriate binder and maintained in the store garsaoffice. | would consistently
review this Daily Floor Walk form, outcomes, an@gess as a part of my observations.

The store’s leadership team’s ability to accompligh successfully or not was recorded
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on a daily CART tally sheet maintained by me. Isveapected that as a result of my
consistent noticeable observations, that the ctuleeel of training would be increased
with respect to scheduling, planning, intensityd detail in areas where there was a need
for improved performance and associated busingssimes.

Data Collection Process

In planning the data collection process, | sectinedaid of one bilingual (i.e.,
English and Spanish speaking) interpreter. Thepnéter was selected amongst the
employees of the organization under examinatioms ifldividual was selected based on
their ability to act as an interpreter of both Ergglish and Spanish languages, which is
particularly useful in a highly diverse work enviraent. The interpreter was, however,
utilized by me as needed for the sole purposetefpnetation. The interpreter was only
called upon to clarify any questions for respondgewhich would arise from the self-
designed survey or the existing survey instrumieait, MSQ). Lastly, as a means of
tallying and observing increased CART, | used astig form created by the
organization under study (i.e., Daily Floor Walkrfg.

In view of the primary hypothesis that an increiasmfluential leadership will
have a negative association with a decrease imtanlyemployee turnover in a diverse
retail environment, | examined the relationshipAmstn the operationalized hypotheses
and their applicable research questions.

The null hypotheses were as follows:
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H1,. There are no associative differences brought diypah increase in the
combined effects of CART and the association betvezeh variable and a decrease in
voluntary employee turnover.

H2,. There are no associative differences brought diypah increase in the
combined effects of CART and the association betveseh variable and an increase in
job satisfaction.

The alternative hypotheses were as follows:

H1.: | hypothesized that an increase in communicatitirhave a negative
association with a decrease in voluntary employe®oter. As this hypothesis relates to
Research Question 1, will an increase in commuicdtave a negative association with
a decrease in voluntary employee turnover? | haaé/aed the independent variable
communication (before and after treatment) anceittionship with the dependent
variable voluntary employee turnover.

H2,: | hypothesized that an increase in answering (esponding quickly) will
have a negative association with a decrease imtaryiemployee turnover. As this
hypothesis relates to Research Question 2, witharease in answering have a negative
association with a decrease in voluntary employe®otver? | have analyzed the
independent variable answering (before and aféatrtment) and its relationship with the
dependent variable voluntary employee turnover.

H3.: | hypothesized that an increase in recognitiohiveive a negative
association with a decrease in voluntary employe®oter. As this hypothesis relates to

Research Question 3, will an increase in recognitiave a negative association with a
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decrease in voluntary employee turnover? | havé/aed the independent variable
recognition (before and after treatment) and isti@nship with the dependent variable
voluntary employee turnover.

H4,: | hypothesized that an increase in training hél’e a negative association
with a decrease in voluntary employee turnoverthds hypothesis relates to Research
Question 4, will an increase in training have aateg association with a decrease in
voluntary employee turnover? | have analyzed tdependent variable training (before
and after treatment) and its relationship withdiependent variable voluntary employee
turnover.

H5, | hypothesized that an increase in the combinatfcCART will have a
negative association with a decrease in voluntargleyee turnover. As this hypothesis
relates to Research Question 5, will an increaslkearcombination of CART have a
negative association with a decrease in voluntargleyee turnover? | have analyzed the
independent variables CART (before and after treatyjrand their relationship with the
dependent variable voluntary employee turnover.

H6,: | hypothesized that an increase in the combinatfcCART will have a
positive association with an increase in job satisbn. As this hypothesis relates to
Research Question 6, will an increase in the coatlain of CART have a positive
association with an increase in job satisfactioh@Je analyzed the independent variables
CART (before and after treatment) and their refatop with the dependent variable job

satisfaction.
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Upon completion of the statistical analysis, | vabte to determine whether or not
to accept or reject the null hypotheses. If thésteal analysis showed that there was no
difference in the aforementioned hypotheses a®10® significance level, | would then
accept the null hypotheses. Conversely, if theyasimaleflected a difference at the same
level of significance, | would then accept the rlégive hypotheses reflectedhti,
through HG.

The data analysis and further interpretation vidsdby using computer
software (SPSS 21.0 and Microsoft Excel where apple). The specific statistical
analysis included the use of descriptive statisifdsequency distribution comparisons to
summarize the demographic characteristics of thgomdents in both the pretest and
posttest results and the number of valid casesspiandents. This was followed by the
descriptive statistics in terms of the central By measures of mean, and standard
deviation to summarize the pretest and posttestfdathe continuous measured
independent variables of individual CART and thenbemed CART scores, the
dependent variable of voluntary employee turnopdr satisfaction, and total number of
employees currently working. Cronbach’s alpha belity statistics were obtained to
analyze the internal consistency of the self-designuestionnaire that measured the
individual CART. The CART scores were obtained bitigg the summed scores of the
guestion items measuring it. Communication was orealsby summing the score of
Questions 1 to 9 of the self-designed questionnAmmewering was measured by
summing the scores of Questions 10 to 15 of tHedesigned questionnaire. Recognition

was measured by summing the scores of Questiots A® of the self-designed
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guestionnaire. Training was measured by summingdbees of Questions 21 to 28 of
the self-designed questionnaire. The combined CAgbFe was the summed scores of
the 28 Questions. In addition, the dependent viriabjob satisfaction was measured by
summing the scores of the 10 questions in the MSQ.

Then, Pearson’s correlation coefficients with aiket test of significance with
confidence intervals being at a level of 95% tolyweaboth pretest and posttest
independent and dependent variable measuremertsefdata which had a normal
distribution were conducted. Pearson correlatigtsteequire the data to be continuous at
either the interval or ratio level, in which thisidy’s variables fit that requirement. This
is the reason the independent variables commuaiganswering, recognition, training,
and the combined CART became continuous variabies the scores of the responses in
the survey items that measured the respectiveblasavere summed. Scaling was
accomplished and illustrated in Appendix H, by sungihe respondents’ individual
communications pretest score (i.e., 44.00), ans\gaaretest score (i.e., 20.00),
recognition pretest score (i.e., 14.00), and aingi pretest score (i.e., 40.00) for a
combined CART pretest score (i.e., 118.00). Thishadology was used for each CART
variable per respondent per store for both pretegdtposttest variables. An excerpt of the
SPSS data set used, which illustrates how the icha pretest and posttest variables for
CART and the combined pretest and posttest vasdbleCART were manipulated, has
been provided in Appendix H. Specifically, the &imentioned variables became interval

variables since the CART variables were measu@uyah continuum.
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The six research questions of the study were aseldassing the Pearson’s
correlation test. The Pearson’s correlation tegieweonducted to determine the
correlation between the independent variablesaiidual CART variables and the
combined CART scores with the dependent varialleslantary employee turnover,
job satisfaction, and total number of employeesenily working. The Pearson’s
correlation test was conducted to measure thegitrexi correlation and also the
direction of association (positive or negative)séixig between two variables. Separate
correlation tests were conducted for the data ettbatment and control group. A level
of significance of 0.05 were used in the correlaiaest which means that the
correlation is significant if the p-values wereddlsan or equal to the level of significance
value of 0.05.

According to Aczel and Sounderpandian (2009) aireduassumption of
parametric tests, such as the Pearson’s correli@sbnis that the data used as a result of
the study variables be normally distributed. Thaswachieved in all of the study
variables of CART, voluntary employee turnover, gtasatisfaction by investigating
the skewness and kurtosis of the data. In the d@liahthe data did not meet the
conditions for the aforementioned parametric procesl, | was prepared to employ the
appropriate nonparametric equivalent.

Lastly, in accordance with the participant recr@itrhand data collection steps
contained in the Institutional Review Board Apptioa for this study, the following
timeline was established:

Step 1 - Pilot test of the self-designed survegq@secutive work days);
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Step 2 - Initial contact with participants (6 cotisive work days);

Step 3 - Informed consent procedures (6 consecwiivk days);

Step 4 - Examination of records (6 consecutive vdays);

Step 5 - Pretest self-designed survey and MSQ r{6ezutive work days);

Step 6 - Treatment applied to treatment group (8thg);

Step 7 - Observation of treatment and control gsd@mmonths);

Step 8 - Posttest self-designed survey and MSQ@r{6exutive work days);

Step 9 - Verbal dissemination of results to pasaaits during their store meetings
(3 consecutive work days), and written dissemimattstakeholders via e-mail in the
form of a 1-2-page summary of the results (1 day).

Steps 2 and 3, along with Steps 6 and 7 were desitgnrun concurrently.

Instrumentation and Materials

After much deliberation over which existing survegtrument would be
applicable to my research questions, | decidedsimgua self-designed questionnaire in
concert with an existing instrument. In arrivinglais decision, the areas of significant
consideration were the nature of the questionkesrelated to the abilities of a
culturally diverse unskilled workforce to understaand appropriately respond, costs,
and suitability of the survey to my research questi Creating a self-designed survey
enabled me to ensure that there was a logicablatween the survey instrument and the
research questions. After operationalizing the epteinvolved in the study, | used this
self-designed survey instrument for the purposagaté collection and as a pretest—

posttest control group designed instrument to nreathie independent variables (i.e.,
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CART) and their association with the dependentaldei (i.e., voluntary employee
turnover). As a means of streamlining the selfglesd research instrument, a pilot test
was conducted using a retail store within the seln@n as the control and treatment
groups. The pilot store contained a group of redpats with a similar demographic
makeup with respect to the control and treatmeptfations. The results of the piloted
survey were shared with the panel of experts, eelvés needed, and incorporated into the
final design of the instrument used for this study.

The dependent variable, “voluntary employee turndweas analyzed using data
supplied by the regional human resources managbeiform a comprehensive report
(see condensed version in Appendix G) for eacledtorthe period covering the pretest
period (i.e., August 2013) and the posttest (Sep&ra013). Both the control and the
experimental groups were surveyed (i.e., pretesti@st) in order to extract and analyze
applicable data relating to the previously mentéresearch questions and hypotheses.
Of the three major types of attitudinal scalessddia 5-point Likert scale to measure
what was intended to be measured. The effectiveitde 5-point Likert scale was
achieved by ensuring that the statements on tieiment were reflective of the overall
attitude relating to each independent variablecthvas refined in the process of pilot
testing.

In the decision whether to use a categorical arraarical scale, | selected the
former based on an observation that the widelyrdev@opulation would better express
itself in this manner. This observation was lardeged on my previous experience

working with groups that were made up of a large@etage of diverse backgrounds
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combined with an attempt to find common grouncemmis of educational equivalence
across several continents. The categorical sceledad five categories. All of the
statements, which required a response using otiedive categories, were one-
directional, and as such, they were written in sitpe@ tone. Therefore, to conduct an
analysis of the responses, | applied a numeridakvia each. For example, in the five-
category scale, a score of 5 was applied to the fawsrable response (i.astrongly
agreg and a score of 1 was applied to the least favenrasponse (i.estrongly

disagreg. Lastly, | calculated the respondents’ attitutls@ore by totaling the numerical
values assigned to each response.

My selection for the use of an existing survey WasMinnesota Satisfaction
Questionnaire (MSQ) short-form, which provided aamefor measuring job satisfaction
by offering respondents an opportunity to commentheir work environment by
selecting one of five choices using a 5-point Lilsmale (Weiss, Dawis, England, &
Lofquist, 1967). The range of choices varies froerySatisfied (VS), Satisfied (S),
Neither (N), Dissatisfied (DS), to Very Dissatisfi@/DS) (Weiss et al., 1967). Intrinsic
Satisfaction, Extrinsic Satisfaction, and Genegtisfaction make up the three scales
used in the MSQ short-form. The MSQ short-form salilbout 5 minutes to complete,
designed to comprehend at a fifth grade readingl J@end consists of the following 20
items which represent each of the aforementionalkscAbility utilization,
Achievement, Activity, Advancement, Authority, Coany policies and practices,
Compensation, Co-workers, Creativity, Independenmal values, Recognition,

Responsibility, Security, Social service, Socialtss, Supervision (human relations),
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Supervision (technical), Variety, and Working cdratis (Weiss et al.). Weiss et al.
indicated that the percentile scores are the naefuilmeasurement for the purpose of
interpreting the MSQ. Weiss et al. noted that laghsfaction would be denoted by a
percentile range of 75 and above; 25 and lower avaeppresent low satisfaction; and
those mid-range scores would be indicative of arage level of satisfaction.
The rationale for using the MSQ was based on thesvderived from its 1967
findings (Weiss et al., 1967):
This questionnaire (the MSQ) makes it feasiblelitam a more individualized
picture of worker satisfaction than was possiblegigross or more general
measures of satisfaction with the job as a whate ifdividualized measurement
is useful because two individuals may express déingesamount of general
satisfaction with their work but for entirely difeent reasons. For example, one
individual may be satisfied with his work becausallows him to satisfy his
needs for independence and security. Another pevbons equally satisfied with
his work is able to satisfy his need for creativéability utilization and
achievement...it is, therefore, likely that peopledfdifferent satisfactions in
work, and to understand these differences, itésul$o measure satisfaction with
the specific aspects of work and work environments.
For the purpose of this study, this particular gjoesaire provided greater utility than
the Multifactor Leadership Questionnaire (5x), whwas also considered. Although the
MLQ has been widely used as a leadership surveésgumgnt, its main focus is in the

areas measuring transformational and transactleadérship according to Ozaralli
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(2003). Charbonneau (2004), Yukl (1998), and Nar®so(1997) reported that the MLQ

had been the subject of debate where it receivédigm about its conceptual framework
in some, but not all, areas.
Reliability and Validity

As a significant part of the instrumentation pra;dsndeavored to attain
goodness of fit by measuring what is intended tonkasured. According to Kerlinger
(1973), “The commonest definition of validity isigpnized by the question: Are we
measuring what we think we are measuring” (p. 45@)answer the question posed by
Kerlinger, | employed my own logic by providing fifeation of the statements relative
to the study’s objectives, and | used the expeaariexperts in the field. It was essential
that | established both face and content validytgbsuring the logical link between the
instrument’s statements and the overall objectofdbe study, along with full coverage
of the range of independent variables being medstmausing the self-designed survey,
efforts to establish interrelatedness were accahnet by using SPSS 21.0 reliability
analysis, which enabled me to consider the Croribadpha score when determining
whether individual questions would remain a patthefresearch instrument. This was
accomplished by analyzing the Cronbach’s alphadtesliability looking for evidence
of internal consistency among the set of questusesl in the research instrument.
Furthermore, the instrument’s dimensionality wasaty examined by means of SPSS
21.0 factor analysis, which was done for the puepmfseducing data by removing highly

correlated variables. However, after conductingahalysis it was determined that the
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data were not large enough to support variableatemtuvia factor analysis, therefore it
was not included as a part of this study.

Moser and Kalton (1989) posited, “A scale or tegtiiable to the extent that
repeat measurements made by it under constanttmswill give the same result” (p.
353). Kumar (1999) suggested that to ensure thenaplevel of consistency and stability
while conducting this form of research, the researshould be aware of five factors that
have the potential to affect the reliability of ttesearch instrument: (a) the wording of
statements, (b) the physical setting, (c) the nedpnts’ mood, (d) the nature of
interaction, and (e) the regression effect of tterument. |, along with a panel of
experts, analyzed the precise wording of the statéscontained in the instrument to
assess its face validity. The qualifications fa ganel of experts included, but were not
limited to, a minimum of 15 years in their respeetarea of expertise, the equivalent
number of years working with individuals of divetsackgrounds or diverse
environments, and each having attained the higieegtemic degree in their respective
field. A synopsis of their background included fbkowing:

1. Expert 1 has over 20 years of experience in séeamtership and management
roles; possesses a Ph.D. in management; servesagguact faculty member
of several universities; has constructed and etedua host of surveys in the
course of his duties as an adjunct faculty mendoeguthor, and a scholar-
practitioner; and has provided leadership in casstiprivate and public sector

projects, which in many cases have extended belyofdborders.
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2. Expert 2 has over 15 years of experience as anadtiomard-certified
psychologist; possesses a Ph.D. in clinical psylhas over 15 years of
experience in public health management and therashration of large-scale
research projects; and has a widespread knowleakpgednd extensive
consulting expertise in organizational developmtsam building, conflict
resolution, and cultural diversity.

3. Expert 3 has over 20 years of experience servingea€EO of an
organization committed to working with at-risk, etooally impaired youths.
He leads an organization composed of teachers$ semants, social workers,
and entrepreneurs; possesses a Ph.D. in clinigahpl®gy; and has validated
numerous surveys in the execution of his businpssations and in the
process of his own doctoral research.

The physical setting remained unchanged from presgsosttest. The
respondents’ mood was taken into considerationaarmresult | attempted to administer
the pretest and posttest survey as close as possitiie start of the week (i.e., Monday
or the first Monday following the first-of-the-mdnpayday) where respondents’ mood
may be more similar, by having more in common, thiay other period. The nature of
interaction was manageable to the extent that ghaag mitigated by using the same
administrator (i.e., myself). The regression effemtmally associated with a pretest/
posttest control group design was considered. Aliogrto Stigler (1997), when two
measurements are taken in the form of a test @eguthere tends to be a regression

toward the mean. This phenomenon occurs as a dbk extreme lower scores from
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the first measurement raising on the subsequensumement and in similar fashion the
extreme outliers or higher scores on the first messent adjust to lower scores on the
second measurement. Singleton and Straits (20Q&gdrthat random assignment in the
respondent selection process, is an effective Waliminating this threat because both
random groups should regress about the same qo#tiest.

The process required for each respondent to coenthletresearch instrument was
outlined on the face of the instrument. It desatibiee method of selecting responses to
an established number of statements by fillindenappropriate circle with a Number 2
pencil. It further detailed using an eraser to vamid changes, selecting only one answer
per statement, and raising one’s hand if and whaunestion would arise.

The dependent variable was assessed in terms détree of influence the
independent variables had on it after making aggtdb posttest comparison of the
voluntary employee turnover outcomes. The dependeamdble voluntary employee
turnover was analyzed using data supplied by themnal human resources manager in
the form a comprehensive report for each stor¢hi@iperiod covering the pretest period
(i.e., August 2013) and the posttest (Septembe8R2@he data consisted of the total
amount of voluntary employee turnover, which ocedrin three of the treatment group
stores along with three of the control group stofé® outcome of the research
instrument undoubtedly yielded a significant amaafimaw data. The applicable portions
of the data were made available in tables througtioapter 4, the text of chapter 5, and

the appendices.
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In terms of the reliability of the existing survihat was used (i.e., MSQ) to

measure job satisfaction, the reliability coeffrdgeranged from .84 to .91 for Intrinsic
Satisfaction; .77 to .82 for Extrinsic Satisfactiand .87 to .92 for General Satisfaction.
The median reliability coefficients were .86 fotrinsic Satisfaction; .80 for Extrinsic
Satisfaction; and .90 for General Satisfaction @¥eit al., 1967).

According to Weiss et al. evidence of the MSQ’sdigl “comes from other
construct validation studies based on the Theokyoik Adjustment” (p. 17). In the
other construct validation studies, the dependangkle used was general job
satisfaction, while the Minnesota Importance Questaire (MIQ) scores represented the
independent variables (Weiss et al., 1967). SiheeMSQ short-form is derived from the
long-form, its validity, as it pertains to the lefaym, may be inferred from that
particular source (Weiss et al.).

Protection of Human Participants

Careful consideration was applied throughout pineecess to ensure that ethical
issues concerning research participants and thgpective protection were upheld.
Schinke and Gilchrist (1993) explained,

Under standards set by the National Commissiothi®iProtection of Human

Subjects, all informed-consent procedures must thee¢ criteria: participants

must be competent to give consent; sufficient imfation must be provided to

allow for a reasoned decision; and consent musbhatary and uncoerced. (p.

83)
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Of equal importance was the ability to conducs gtudy, along with its
associated research instruments, in a manner thatwse no harm to participants. All
reasonable efforts were made to minimize any rdksarm, discomfort, anxiety,
harassment, or any other experience that wouldbsidered greater than ordinarily
encountered in the course of an average busings8déey (1978) suggested that the
term harm includes “not only hazardous medical eérpents but also any social research
that might involve such things as discomfort, atysibarassment, invasion of privacy, or
demeaning or dehumanizing procedures” (p. 3849.iihportant to note that, for the
purpose of this study, the HR standards of theroegéion under study are closely
aligned with the standards set by the National Casion for the Protection of Human
Subjects.

Although this study included pretest and postiesa using the same group of
respondents to the extent possible, | maintainedritegrity of the study by applying
additional measures to ensure confidentiality. Gdmpleted research instrument was
and will be only accessible to me. Neither the ran@ any identifiable data were
collected on the research instrument. Walden Usitxés Institutional Review Board
(IRB) approval number for this study is 07-09-13881035.

Summary

This chapter revealed the research methodologytasiselected to conduct this
study. A detailed description of my pretest-postéggproach was discussed, along with
my plans to utilize both a self-designed and exgsiurvey (i.e., MSQ) tool for the

purpose of data collection. In accordance withrésearch design, a treatment group and
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a control group were selected amongst a recentjyiged retail chain. This acquired
organization had been in business for 30 years fwithe acquisition. The treatment
group was comprised of three stores along withrerobgroup also comprised of three
separate stores belonging to the same acquired.chae stores under study were found
to be highly diverse in their demographic compositand were geographically located in
Maryland and Northern Virginia. Finally, this chapbutlined the treatment and its
application, which was centered on the influene the individual store leader’s had on
reducing voluntary employee turnover after the pedelent variables, included in
increased CART, were applied.

In Chapter 4, the data, data analysis, findingggmenendations and conclusions

of the study are presented.
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Chapter 4: Results

Introduction

The purpose of this experimental study was to discthe influences of the
relationship that commitment to increased commuimnaanswering (i.e., responding),
individual employee recognition, and training havevoluntary employee turnover in a
diverse retail environment. This quantitative stuthluded a pretest—posttest control
group version of the true experimental design tasnee both the experimental and the
control groups before and after the treatment (nereased CART). The research
guestions and hypotheses were as follows:

1. What, if any, association exists between areg®e in communication and
a decrease in voluntary employee turnover?

H1l,: No association exists between an increase imaamcation and a
decrease in voluntary employee turnover.

Hl. Anincrease in communication will have a negatgsociation with a
decrease in voluntary employee turnover.

2. What, if any, association exists between are@mee in answering (i.e.,
responding quickly) and a decrease in voluntaryleyse turnover?

H2,: No association exists between an increase wennsg (i.e., responding
quickly) and a decrease in voluntary employee tveno

H2,  Anincrease in answering (i.e., responding dyicwill have a negative

association with a decrease in voluntary employesot/er.
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3. What, if any, association exists between arese in recognition and a
decrease in voluntary employee turnover?

H3,: No association exists between an increase ogretton and a decrease in
voluntary employee turnover.

H3, An increase in recognition will have a negatasociation with a decrease
in voluntary employee turnover.

4. What, if any, association exists between are@ee in training and a
decrease in voluntary employee turnover?

H4o. No association exists between an increase inim@iand a decrease in
voluntary employee turnover.

H4, Anincrease in training will have a negativeasation with a decrease in
voluntary employee turnover.

5. What, if any, association exists between are@ee in the combination of
CART and a decrease in voluntary employee turnover?

H50,: No association exists between the combined edffiean increase in CART
and a decrease in voluntary employee turnover.

H5,; The combined effect of an increase in CART Wwdle a negative
association with a decrease in voluntary employesot/er.

6. What, if any, association exists between are@ee in the combination of
CART and an increase in job satisfaction?

H6o,: No association exists between the combined edfiean increase in CART

and an increase in job satisfaction.
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H6,; The combined effect of an increase in CART Wwdle a positive

association with an increase in job satisfaction.
Data Collection Analysis

The primary means for collecting data was a sedigieed survey (see Appendix
C) and the MSQ short form (see Appendix D). Thédesigned survey underwent a
pilot test and a select panel of experts analyzeddsults. Based on their findings,
revisions to the survey instrument involved elintimg four questions and rewording one
guestion. Upon review of the revised instrumerg,gkpert panel determined that the
guestions presented in the self-designed surveyuadely addressed the independent
variables that comprised CART. The finalized, sid§igned survey included a 5-point
Likert-type scale ranging frostrongly agredo strongly disagreelt consisted of 35
guestions, of which 24 were for obtaining CART d¢#t@ remaining 11 questions were
for capturing demographic information. Accompanyihg self-designed survey was the
MSQ, an existing survey that offers respondentscace of a 5-point Likert-type scale
ranging fromvery satisfiedo very dissatisfiedThe data collected from the MSQ were
for analyzing the dependent variable, job satighactThe MSQ consisted of 28
guestions, of which 20 were for obtaining job-datton-related data; the remaining 8
guestions were for capturing demographic infornratio

The time frame used to collect the pretest sunag,dmplement the treatment to
the experimental group, and collect the posttestesudata covered a period of 2 months.

The actual sample size was 279 respondents, wkadeded the targeted sample size of
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230. The rate of return for the experimental greupreys was 89.7%, with an 86.2% rate
of return for the control group (see Table 1).
Table 1

Rate of Return for Surveys

Return rate n %
Experimental group 166/185 89.7
Control group 113/131 86.2

The next part of this chapter begins with the bdeakn of the demographic
information of the samples in which the data wekected. Cronbach’s alpha measure
of the self-designed questionnaire for CART wasdemted to determine the reliability of
the survey responses. Centrally tendency measndedescriptive statistics were used in
the analysis. This was followed by the resultshef data analysis of Pearson’s correlation
test to address the research questions presented.

Frequency and Percentage Summary of Demographic lafmation

The total number of respondents in the study w&1B5 in the treatment group

and 113 in the control group. Table 2 summarizeddgmographic information of the

pretest respondents and Table 3 summarized theepogspondents.



Table 2

Pretest Respondents’ Demographic Characteristics

Demographic characteristic n %
Gender pretest
Male 52 18.6
Female 175 62.7
Missing 52 14.1
Age pretest
18to 25 38 13.6
26 t0 35 77 27.6
36 to 45 66 23.7
46 to 55 33 11.8
56 to 65 14 5
66 and older 4 1.4
Missing 47 16.8
Education level pretest
No high school diploma or GED 38 13.6
High school diploma or GED 103 36.9
Some college 28 10
Associate’s degree 8 2.9
Bachelor’'s degree 41 14.7
Master’s degree 4 1.4
Doctoral degree or professional degree 2 0.7
Missing 57 19.7
Ethnicity pretest
American Indian/Native American 2 0.7
Black/African American 43 154
Hispanic/Latino 153 54.8
Pacific Islander 2 0.7
White/Caucasian 6 2.2
Other 24 8.6
Missing 49 17.5
Country of birth pretest
United States 21 7.5
Other 211 75.6
Missing 47 16.8

(table continues



Demographic characteristic n %
Primary language pretest
English 43 15.4
Spanish 152 54.5
Other 35 125
Missing 49 17.5
Speak primary language fluently pretest
Strongly agree 129 46.2
Agree 90 32.3
Neither 4 1.4
Disagree 3 1.1
Strongly disagree 3 1.1
Missing 50 17.9
Read primary language beyond 6th grade level dretes
Strongly agree 138 49.5
Agree 80 28.7
Neither 1 0.4
Disagree 6 2.2
Strongly disagree 3 1.1
Missing 51 18.3
Secondary language pretest
English 137 49.1
Spanish 52 18.6
Other 22 7.9
Missing 68 24.4
Speak secondary language fluently pretest
Strongly agree 40 14.3
Agree 96 34.4
Neither 13 4.7
Disagree 52 18.6
Strongly disagree 11 3.9
Missing 67 24
Read secondary language beyond 6th grade levelspre
Strongly agree 48 17.2
Agree 92 33
Neither 12 4.3
Disagree 48 17.2
Strongly disagree 11 3.9
Missing 68 24.4

81



Table 3

Posttest Respondents’ Demographic Characteristics

Demographic characteristic n %
Gender posttest
Male 59 21.1
Female 201 72
Missing 19 6.8
Age posttest
18to 25 45 16.1
26 t0 35 100 35.8
36 to 45 74 26.5
46 to 55 34 12.2
56 to 65 15 5.4
66 and older 4 1.4
Missing 7 2.5
Education level posttest
No high school diploma or GED 52 18.6
High school diploma or GED 110 39.4
Some college 39 14
Associate’s degree 6 2.2
Bachelor’'s degree 50 17.9
Master’s degree 5 1.8
Doctoral degree or professional degree 2 0.7
Missing 15 5.4
Ethnicity posttest
American Indian/Native American 3 1.1
Black/African American 54 194
Hispanic/Latino 176 63.1
Pacific Islander 3 1.1
White/Caucasian 10 3.6
Other 26 9.3
Missing 7 2.5
Country of birth posttest
United States 33 11.8
Other 236 84.6
Missing 10 3.6
Primary language posttest
English 57 20.4
Spanish 175 62.7
Other 42 15.1

(table continues
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Demographic characteristic n %
Missing 5 1.8
Strongly agree 150 53.8
Agree 106 38
Neither 5 1.8
Disagree 9 3.2
Strongly disagree 3 1.1
Missing 6 2.2
Read primary language beyond 6th grade level @®istte
Strongly agree 172 61.6
Agree 80 28.7
Neither 3 1.1
Disagree 11 3.9
Strongly disagree 5 1.8
Missing 8 2.9
Secondary language posttest
English 154 55.2
Spanish 56 20.1
Other 34 12.2
Missing 35 125
Speak secondary language fluently posttest
Strongly agree 52 18.6
Agree 132 47.3
Neither 8 2.9
Disagree 53 19
Strongly disagree 4 1.4
Missing 30 10.8
Read secondary language beyond 6th grade leveepbst
Strongly agree 62 22.2
Agree 111 39.8
Neither 11 3.9
Disagree 56 20.1
Strongly disagree 8 2.9
Missing 31 111

Reliability Measure of the Self-Designed Survey Insument
In a further exploration of the appropriate us¢hefindependent variables of
CART, analyzing the reliability measure of the sidigned questionnaire revealed the
internal consistency and reliability of the survegults. Cronbach’s alpha statistic was

the reliability measure used to determine the istatedness between individual
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guestions. The analysis involved measuring Cronbadpha of each component of the
CART for the pretest and posttest results, inclgdire pretest and posttest responses for
the variables of communication, answering, recagmjtand training. Table 4 contains a
summary of Cronbach’s alpha reliability statistics.

Table 4

Cronbach’s Alpha Reliability Statistics of the Sa&#signed Survey Instrument

Cronbach's

Self-designed survey alpha n
Communication pretest .83 9
Communication posttest .87 9
Answering pretest .78 4
Answering posttest .81 4
Recognition pretest .82 3
Recognition posttest T7 3
Training pretest 91 8
Training posttest 91 8
Overall CART pretest .94 24
Overall CART posttest .95 24

Based on the output in Table 4, all the Cronbaalpka statistics for each CART
component of the pretest of communicatiar=(.83), answeringa(= .78), recognitiono
=.82), and trainingo(= .91) and each of the CART components of thetpesisof
communicationd = .87), answeringo(= .81), recognitiono( = .77), and trainingo(=
.91) were greater than the minimum acceptable vafiug0, which implied that the
measurements of the CART in the self-designed guestire were acceptable, reliable,
and internally consistent in measuring the studijabtes. Some reliability measures of
some constructs were excellent because Cronbalgiia @alues were greater than .90.
Additionally, the overall reliability measure ofefCART for the pretestu(= .94) and

posttest ¢ = .95) were all greater than .90, which impliedeanellent overall reliability.



85

Descriptive Statistics of Study Variables

The descriptive statistics included the statisticsiean and standard deviation.
The study obtained the descriptive statistics efittdependent variables of CART, the
dependent variable of voluntary employee turnopdr satisfaction, and the total number
of employees currently working in the pretest andtfest results. These variables were
essential to address the hypotheses. Descripatststs for the treatment group (with an
expectation that CART would naturally increaserdftaders became aware that | was
observing their use of CART) and the control gr¢agp part of the acquired
organization’s normal operations, | did not obseé®ART beyond its current level of
monitoring, which drew no increased attention) appe Table 5.
Table 5

Descriptive Statistics of Study Variables for then€ol and Treatment Group

Control Treatment
Descriptive statistics (n=113) (n=166)
Mean SD Mean SD

General level of job satisfaction pretest 70.83.60 55.86 34.32
General level of job satisfaction posttest 76.665.30 69.42 16.26
Communications pretest 33.230.62 27.86 15.19
Communications posttest 35.96 7.55 32.90 8.47
Answering pretest 14.79 5.07 12.33 7.08
Answering posttest 15.98 3.75 14.55 3.71
Individual employee recognition pretest 9.634.15 8.35 5.30
Individual employee recognition posttest 10.833.58 10.37 2.83
Training pretest 28.05 9.88 24.40 13.77
Training posttest 30.91 6.43 27.93 7.27
Combined CART pretest 85.727.51 7294 39.61
Combined CART posttest 94.8115.66 85.76  18.99

Total number of employees currently working 156.31 15.41  200.20 13.71
pretest

Total number of employees currently working 158.12 2.14  209.14 8.96
posttest

Voluntary employee turnover (number of 4.721.23 21.15 17.02
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employees who voluntarily quit) pretest
Voluntary employee turnover (number of 4.68 2.37 10.91 6.04
employees who voluntarily quit) posttest

Scoring the independent variables of CART and #peddent variable of job
satisfaction involved obtaining the sum of the indiial questions for the questionnaires
measuring each variable. Measuring the dependeiatbla of voluntary employee
turnover involved using the number of employees wilantary quit in August and
September. Higher scores for the CART questionmagant the respondents strongly
agreed that the leaders have exhibited the atstaderactices of each CART variable.
Higher scores for the dependent variables of valynémployee turnover and job
satisfaction meant that there is more voluntarylegge turnover and higher job
satisfaction, respectively. Comparison of the adrdnd treatment groups showed that
the pretested control group or those employeesdidhaot receive any treatment began
with a group of seemingly higher engaged employaeseflected by their lower
voluntary employee turnover mean scdve< 4.72) compared to the treatment group
voluntary employee turnover mean scdve< 21.15). However, the posttest means of
both groups showed a greater reduction in thentresatt group mean scores (i.e., going
from a pretesM = 21.15 to a postte = 10.91) compared to the control group mean
score (i.e., going from a pretédt= 4.72 to a posttedd = 4.68), which became apparent
after applying the treatment. This outcomeéicated that the treatment group realized a
greater decrease in voluntary employee turnovarrasult of the leaders’ increased
CART than the control group, which did not expecethe same interaction. The basis

of this observation was the comparison of the nseanes.
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For the control group, or those employees thandidreceive any treatment, the
respondents had higher job satisfaction in thetpsisfM = 76.66) than in the prete$l (
=70.83). For the total number of employees culyembrking, there were more
employees working during the posttegt £ 158.12) than in the pretedfl & 156.31). For
voluntary employee turnover (number of employees wiiuntarily quit), voluntary
employee turnover was lower during the posttiest(4.68) than in the preted¥l(=
4.72). For commitment in CART, respondents respdridehe possibility of an indirect
increase in communicatioM(= 35.96), answering = 15.98), individual employee
recognition M = 10.83), and trainingM = 30.91) in the posttest compared to the
commitment in increased communicatidh € 33.23), answering = 14.79), individual
employee recognitiorM = 9.63), and training = 28.05) of the respondents in the
pretest. The mean comparison showed that althdwegk tvas no treatment or
intervention introduced, the employees still extedihigher response to increased
communication, answering (i.e., responding), indli@l employee recognition, training,
higher job satisfaction, lower voluntary employambver, and more employees working
in the posttest than in the pretest.

For the treatment group, or those employees wheived increased observation
in CART, the respondents had higher job satisfaatiche posttest = 69.42) than in
the pretestNl = 55.86). For the total number of employees culyemorking, there were
more employees working during the postté$t5209.14) than in the preted &
200.20). For voluntary employee turnover, fewer Eyges voluntarily quit during the

posttest il = 10.91) than in the pretedil = 21.15). For the commitment in CART, the
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employees responded to the leaders’ higher commtitinancreased communicatioll (
= 32.90), answering\ = 14.55), individual employee recognitidv € 10.37), and
training M = 27.93) in the posttest compared to the effengegs of their CART in the
pretest results: communicatiod & 27.85), answering = 12.33), individual employee
recognition M1 = 8.35), and training = 24.4). The mean comparisons showed that the
employees responded positively to the leaders’ cihmemt to increased communication,
answering (i.e., responding), individual employeeognition, training, higher job
satisfaction, lower voluntary employee turnovew amre employees working in the
posttest than in the pretest after the intervergioincreased observation in CART.
Test of Normality

Prior to conducting Pearson’s correlation testddrass the six research
hypotheses, normality testing of the data ensuredlata exhibited normal distribution,
which is a required assumption of parametric dtasistests such as Pearson’s correlation
test. The test of normality involved investigatihg skewness and kurtosis of the data as
summarized in Table 6. Skewness statistics grédadert3 and kurtosis statistics
between 10 and 15 indicated nonnormality (KIineQ®0 The skew and kurtosis values
summarized in Table 6 indicated that the skewnesg)é between -1.42 and 1.36) and
kurtosis (range between -1.69 and 3.12) of allysutatiables was not greater th&B for
skewness and in the 10-15 range for the kurtodigesaThus, the distribution of the
variables of CART, voluntary employee turnover, gasatisfaction were all normal.

Therefore, there was no violation of the requirssuanption.
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Table 6

Kurtosis and Skewness for Normality Testing

N Skewness Kurtosis
Std. Std.
Statistic Statistic error Statistic error
General level of job satisfaction pretest 279  -1.07 0.15 -0.12 0.29
General level of job satisfaction posttest 277 -0.87 0.15 140 0.29

Communications pretest 279 -138 0.15 061 0.29
Communications posttest 279 -142 0.15 3.12 0.29
Answering pretest 279 -1.21 0.15 0.15 0.29
Answering posttest 279 -1.05 0.15 1.28 0.29

Individual employee recognition pretest 279 -0.76 0.15 -0.72 0.29

Individual employee recognition posttesi 279 -0.78 0.15 043 0.29

Training pretest 279 -119 0.15 0.18 0.29

Training posttest 277 -0.73 0.15 0.12 0.29

Total number of employees currently 279 -0.13 0.15 -149 0.29
working pretest

Total number of employees currently 279 -0.22 0.15 -1.69 0.29
working posttest

Voluntary employee turnover (number o 279 1.36 0.15 -0.46 0.29
employee voluntarily quit) pretest

Voluntary employee turnover (number o 279 1.09 0.15 -0.34 0.29
employee voluntarily quit) posttest

Correlation Results Between CART and Number of Empdyees Currently Working
The succeeding analysis involved an attempt tostiyate the correlation
between the independent variables of CART anddta number of employees currently
working. Pearson’s correlation test determinedrélationship existed among the study
variables. Hypothesis testing involved a levelighgicance of .05. A significant
relationship existed after finding tipevalue to be less than or equal to the level of
significance value. Pearson’s correlation test adgestigated the degree of the
correlation (positive or negative) and the strergftthe correlation. Analyses took place

for both the pretest and the posttest data.
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The results of the Pearson’s correlation testHertteatment group (i.e., the group
with CART intervention) appear in Table 7. The fesof the pretest that reflect the
leaders’ commitment to increased communicati¢h66) = -0.04p = .66; answering,
r(166) = -0.07p = .35; individual employee recognitior{166) = -0.01p = .89; and
training,r(166) = -0.09p = .27, prior to giving the intervention of increasobservation
in CART, did not have a significant relationshipimfituence to the total number of
employees currently working in a diverse retailiesrzyment because thevalues were
all greater than the level of significance valueG&. The results of the posttest, which is
the leaders’ commitment to increased communicatiosyering, individual employee
recognition, and training after giving the intertien of increased observation in CART,
showed that the leaders’ commitment to increasethwanicationy(166) = 0.02p = .82;
answeringr(166) = 0.11p =.14; individual employee recognitior(166) = 0,p = 1.00;
and trainingy(166) = 0.07p = .36, did not have a significant relationshigkhe total
number of employees currently working. This outcontgcated that the leaders’
commitment to increased CART after the employeg@&eenced the intervention of
increased observation in CART did not affect thtaltoumber of employees currently
working. The strength of correlations was weak bseahe correlation coefficient was

less than .3.
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Table 7

Pearson’s Correlation Test Result of Relationshgivigen Individual CART and Number

of Employees Currently Working for Treatment Group

Total no. of employees Total no. of employees
currently working pretes currently working posttest

Communications

Pearson correlation -.04 .02

Sig. (2-tailed) .66 .82
Answering

Pearson correlation -.07 A1

Sig. (2-tailed) .35 14
Individual employee recognitio

Pearson correlation -.01 0

Sig. (2-tailed) .89 1
Training

Pearson correlation -.09 .07

Sig. (2-tailed) 27 .36
Note. N= 166.

The results of the Pearson’s correlation testtferdontrol group, which was the
group without the intervention, appear in Tabl@®e results of the pretest showed that
the leaders’ commitment to increased communicatidi,3) = -0.25p = .01; answering,
r(113) =-0.20p = .04; and training;(113) = -0.18p = .07, have a less than moderate to
weak negative relationship or influence with tatamber of employees currently
working in a diverse retail environment, whereatvidual employee recognition(113)
=-0.07,p = .46, had none. The results of the posttest stidlaat leaders’ commitment to
increased communication(113) = -0.18p = .06; answering;(113) = -0.10p = .29;
individual employee recognition(113) = -0.10p = .29, and training;(111) = -0.18p =
.07, did not have a significant relationship to thial number of employees currently

working.
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Table 8

Pearson’s Correlation Test Results of Relation8epween Individual CART and

Number of Employees Currently Working for Controb@p

Total no. of employees Total no. of employees
currently working pretes currently working posttest

Communications

Pearson correlation -.25 -.18

Sig. (2-tailed) .01 .06
Answering

Pearson correlation -.20 -.10

Sig. (2-tailed) .04 .29
Individual employee recognitio

Pearson correlation -.07 -.10

Sig. (2-tailed) 46 .29
Training

Pearson correlation -19 -.18

Sig. (2-tailed) .05 .07
Note. N=113.

*p < .05, two-tailed.
Correlation Results Between CART and Voluntary Empbyee Turnover (Number of
Voluntary Employee Quits)

The succeeding analysis involves an investigatidhecorrelation between the
independent variables of CART and the dependeiablarof voluntary employee
turnover measured by the data for the number afnteker employee quits. This analysis
addressed Research Questions 1-4. Pearson’s tiomdksts indicate if a relationship

existed among the study variables. Hypothesisnigéticluded a level of significance of

.05.

Table 9 contains a summary of the results of theedda’s correlation test for the
treatment group. The results of the pretest, whiahk the leaders’ commitment to

increased communication(166) = 0.76p =.02; answering;(166) = 0.06p = .41,
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individual employee recognition(166) = -0.01p = .95; and training;(166) = 0.08p =

.32, prior to giving the intervention of increassaservation in CART, did not have a
significant relationship or influence to the depemidvariable of voluntary employee
turnover in a diverse retail environment becausetalues were all greater than the
level of significance value of .05. The resultslo# posttest, influenced by the leaders’
commitment to increased communication, answerimdjyvidual employee recognition,
and training after giving the intervention of inased observation in CART, showed that
all the treatment group leaders’ commitment toeased communication(166) = -0.33,
p = .00; answering,(166) = -0.33p = .00; individual employee recognitior{;L66) =
-0.23,p = .00; and training;(166) = -0.26p = .00, have significant negative individual
relationships to the dependent variable of volynéanployee turnover. This outcome
indicated voluntary employee turnover decreast®eife is an increased commitment to
communication, answering (i.e., responding), indiingl employee recognition, and
training after the employees experienced the ieteion of increased observation in
CART.

The results of the Pearson’s correlation testierdontrol group appear in Table
10. The results of the pretest showed that theelsddommitment to increased
communicationr(113) = -0.02p = .84; answering;(113) = 0.01p = .91; individual
employee recognitiom, (113) = -0.05p = .63; and training;(113) = 0.01p = .91, did
not have a significant relationship with or effeatthe dependent variable of voluntary
employee turnover in a diverse retail environmextduse the values were all greater

than the level of significance value of .05. Theules of the posttest showed that only
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communications;(113) = -0.26p = .01, and individual employee recognitio(l,13) =
-0.20,p = .03, had a significant negative relationshipghviite dependent variable
voluntary employee turnover. This outcomdicated that voluntary employee turnover
decreases if there is a commitment to increasedreoncations and individual employee
recognition in the environment where the employidendt experience the intervention of
increased observation in CART. The strengths afetations were weak because the
correlation coefficients were both less than .3.

Table 9

Pearson’s Correlation Test Result of Relationshgivigen Individual CART and Number

of Employee Quits for Treatment Group

Total no. of employees Total no. of employees

currently working currently working
pretest posttest
Communications
Pearson correlation .02 -33
Sig. (2-tailed) .76 .00
Answering
Pearson correlation .06 -33
Sig. (2-tailed) 41 .00
Individual employee recognitio
Pearson correlation -.01 -23
Sig. (2-tailed) .95 .00
Training
Pearson correlation .08 -.26
Sig. (2-tailed) .32 .00
Note. N= 166.

* p < .05, two-tailed.
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Table 10

Pearson’s Correlation Test Result of Relationshgivigen Individual CART and Number

of Employee Quits for Control Group

Total no. of employees Total no. of employees
currently working pretes currently working posttest

Communicationg

Pearson correlation -.02 -26

Sig. (2-tailed) .84 .01
Answering®

Pearson correlation .01 -.14

Sig. (2-tailed) 91 15
Individual employee recognitich

Pearson correlation -.05 -20

Sig. (2-tailed) .63 .03
Training®

Pearson correlation .01 -.18

Sig. (2-tailed) 91 .06

dN=166"N=111.
* p < .05, two-tailed.

Correlation Results Between a Combination of CARTYoluntary Employee
Turnover, and Job Satisfaction

The succeeding analysis indicates the correlataiwden the independent
variables, which are a combination of CART, anddbpendent variables voluntary
employee turnover and job satisfaction. The anslggddressed Research Questions 5 and
6. The Pearson’s correlation test had a levelgfiicance of .05. The analysis included
both the pretest and the posttest data.

The results of the Pearson’s correlation testHertteatment group appear in
Table 11. The combination of CART in the pretediioh is the leaders’ combined
commitment of increased CART, did not have a sigaift relationship with voluntary

employee turnover(166) = 0.05p = .55, but had a significantly positive relatiomsh
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with job satisfaction;(166) = 0.76p = .00, prior to giving the intervention of increas

observation of CART. This outconredicated that the job satisfaction of employeesrpr
to the intervention of increased observation of GAf®Rcomes higher if there is a higher
commitment to increased answering (i.e., respondiftge strength of correlations was
weak because thecorrelation coefficient was less than .3. The cioraiion of CART in
the posttest, which is the employees’ responsectimebined commitment of increased
voluntary CART, has a significantly positive retatship with job satisfactiom(166) =
0.65,p = .00, and a significantly negative relationshighwoluntary employee turnover,
r(166) = -0.34p = .00. This outcomadicated that job satisfaction becomes higher if
there is a higher commitment to increased CART Jewnluntary employee turnover
decreases if there is a higher commitment to ire@&L ART after the employees
experienced the intervention of increased obsemat CART. The strength of
correlations was moderate since therrelation coefficient was between .3 and .7.
Table 11

Pearson’s Correlation Test Result of Relationshgiv@en Combined CART, Voluntary

Employee Turnover, and Job Satisfaction for Treatn@&oup

General leve General Voluntary employee Voluntary employee

of job level of job turnover (number o turnover (number of
satisfaction satisfaction employee quits) employee quits)
pretest posttest pretest posttest
Combined CART
Pearson correlation .76 0.65 0.05 -0.34
Sig. (2-tailed) .00 0.00 0.55 0.00

Note. N= 166.
* p<.05, two-tailed.

The results of the Pearson’s correlation testiferdontrol group appear in Table
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12. The combination of CART in the pretest, whislthe leaders’ combined commitment
of increased CART, did not have a significant iielaghip with voluntary employee
turnover,r(113) = -0.01p = .93), but have a significantly positive relasbip with job
satisfactiony(113) = 0.87p = .00. The combination of CART in the posttest had
significant positive relationship with job satisfian, r(111) = 0.59p = .00. The
combination of CART in the posttest did not hawgmificant relationship with the
number of employee quits(111) = -0.18p = .06. This outcomadicated that the higher
commitment to increased CART did not affect volupamployee turnover, while the
job satisfaction becomes higher, if there is a @Gigtommitment to increased CART in
situations where the employee did not experieneertervention of increased
observation in CART.

Table 12

Pearson’s Correlation Test Result of Relationshgiv@en Combined CART, Voluntary

Employee Turnover, and Job Satisfaction for ConBmup

Voluntary Voluntary
General  General employee employee
level of job level of job turnover Gumber turnover Gumber
satisfaction satisfaction of employee of employee
pretest posttest  quits) pretest  quits) posttest

Combined CART

Pearson correlation .87 .65 -.01 -.18
Sig. (2-tailed) .00 .00 .93 .06
N 113 111 113 111

* p < .05, two-tailed.



98

Summary

In conclusion, this quantitative study involved eaing what, if any, association
existed between the effects of an increase inential leadership in a diverse retail
environment (i.e., herein defined as an increas2ART) and the dependent variables
voluntary employee turnover and job satisfactiome @ata supported the six research
hypotheses in the study.

Chapter 5 will include an overview, summary of thierpretation of findings,
limitations of the study, recommendations for actamd future research, implications for

social change, and the conclusion.
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Chapter 5: Summary, Conclusions, and Recommendation
Overview

The purpose of this experimental study was toadiscthe effect that leaders,
acting as instruments of influence by making a medde commitment to increased
CART, had on voluntary employee turnover in a ddearetail environment. The research
involved examining the effects of the applicatidnnereased levels of CART on job
satisfaction. The focus was on a single variable wrde range of independent variables
aimed at having a negative influence on voluntanpleyee turnover. In line with the job
embeddedness theory, the study involved examinspeaific bundle of variables that
comprised CART and investigating their effect ommbers of an increasingly diverse
sector of the retail industry as it related to viéury employee turnover.

Chapter 5 includes a summary and interpretatidhefindings, the limitations of
the study, recommendations for future researclometendations for action,
implications for social change, and the conclusion.

Summary and Interpretation of Findings

The study sample size consisted of 279 particgo@@ntified as part of a diverse
group of employees of six retail stores within faene retail chain. Pretest demographic
information indicated that 2.2% of the participastdf-identified as White or Caucasian,
18.6% self-identified as male, and 62.7% self-ideat as female. Posttest demographic
information revealed that 3.6% of the participaseB-identified as being White or
Caucasian, 21.1% self-identified as male, and 7@#4identified as female. The time

between the pretest and posttest was 2 months. dratey following the completion of
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the pretest survey, | conducted an interventioh wie treatment group, which consisted
of 166 participants; the control group consisted13 participants and did not have an
intervention. The intervention remained in placetfe 2-month period between the
pretest and the posttest surveys. The interveimiasived the leaders (i.e., retail
management staff) acting as instruments of infledmcincreasing their level of CART
in an effort to mitigate voluntary employee turnovEne data analyses served to (a)
create a demographic profile of the participari¥y ahswer the research questions, and
(c) test the associated hypotheses. The levebaoffeiance used in the hypothesis testing
was .05. A significant relationship existed afteding that the value was less than or
equal to the level of significance value. In themnaénder of this section, the findings of
the data analysis from Chapter 4 are interpreted.
Research Question 1

The topic of the first research question was whedlnencrease in communication
had a negative association with a decrease in tarlyiemployee turnover. The process
of investigating this question involved creatidd) which stated that no association
exists between an increase in communication aretegedse in voluntary employee
turnover. The analysis for this hypothesis includd@earson correlation. The pretest
results for the control group(113) = -0.02p = .84, provided insufficient evidence to
support a negative association between an increasenmunication and a decrease in
voluntary employee turnover in a diverse retailimnment based on thgevalue being
greater than the .05 level of significance. Coneigrshe posttest results for the control

group,r(113) = -0.26p = .01, although slightly less than moderate iargjth of the
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association, provided sufficient evidence to suppids, based on the coefficient apd
value. The pretest results for the treatment groi6,6) = 0.02p = .76) provided
insufficient evidence to support a negative assimtidoetween an increase in
communication and a decrease in voluntary emplaye®ver in a diverse retail
environment based on tiperalue being greater than the .05 level of sigaiice.
Conversely, the posttest results for the treatrgemip,r(166) = -0.33p = .00, although
moderate in strength of the association, providdficgent evidence to suppoil,,
based on the coefficient apdralue.
Research Question 2

The topic of the second research question was whathincrease in answering
(i.e., responding quickly) had a negative assamiaith a decrease in voluntary
employee turnover. The process of investigating dgjaiestion involved creatird?2o,
which indicated that no association exists betwaeimcrease in answering (i.e.,
responding quickly) and a decrease in voluntaryleyse turnover. Analyzing this
hypothesis involved using a Pearson correlatioe. dietest results for the control group,
r(113) = 0.01p = .91, provided insufficient evidence to supponegative association
between an increase in communication and a decreaséuntary employee turnover in
a diverse retail environment based ongh&lue being greater than the .05 level of
significance. Additionally, the posttest results tioee control groupr;,(113) = -0.14p =
.15), provided insufficient evidence to suppd#,, based on the coefficient apdialue.
The pretest results for the treatment gra(p66) = 0.06p = .41, provided insufficient

evidence to support a negative association betaeencrease in answering and a
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decrease in voluntary employee turnover in a deveggail environment based on fhe
value being greater than the level of significanakie of .05. Conversely, the posttest
results for the treatment grou§166) = -0.33p = .00, although moderate in strength of
the association, provided sufficient evidence fopsutH2, based on the coefficient and
p value.
Research Question 3

The topic investigated in the third research qoestvas whether an increase in
recognition had a negative association with a desgrén voluntary employee turnover.
The process of investigating this question involeeshtingH3,, which indicated that no
association exists between an increase in recograind a decrease in voluntary
employee turnover. This hypothesis test took pleseg a Pearson correlation analysis.
The pretest results for the control grou,13) = -0.05p = .63, provided insufficient
evidence to support a negative association bet@eencrease in communication and a
decrease in voluntary employee turnover in a deveggail environment based on fhe
value being greater than the .05 level of signifaga Conversely, the posttest results for
the control groupr(113) = -0.20p = .03, although weak in strength of the assoanatio
provided sufficient evidence to suppbi8, based on the coefficient apdralue. The
pretest results for the treatment groi66) = -0.01p = .95) provided insufficient
evidence to support a negative association betaeencrease in recognition and a
decrease in voluntary employee turnover in a devegtail environment based on e
value being greater than the .05 level of signifaga Conversely, the posttest results for

the treatment group(166) = -0.23p = .00, although less than moderate in strength of
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the association, provided sufficient evidence fopsutH3, based on the coefficient and
p value.
Research Question 4

The topic of the fourth research question was wdredin increase in training had
a negative association with a decrease in volurgangloyee turnover. The process of
investigating this question involved creatiddo, which indicated that no association
exists between an increase in training and a deereavoluntary employee turnover. The
analysis of this hypothesis test involved a Peacsorelation. The pretest results for the
control groupy(113) = 0.01p = .91, provided insufficient evidence to supponiegative
association between an increase in communicatidraatecrease in voluntary employee
turnover in a diverse retail environment basedna@ptvalue being greater than the .05
level of significance. Additionally, the posttessults for the control group(113) = -
0.18,p = .06, provided insufficient evidence to supponiegative association between an
increase in communication and a decrease in valpetaployee turnover in a diverse
retail environment based on thevalue being greater than the .05 level of sigaifice.
The pretest results for the treatment grap66) = 0.08p = .32, provided insufficient
evidence to support a negative association betaeencrease in training and a decrease
in voluntary employee turnover in a diverse retavironment based on tipevalue being
greater than the .05 level of significance. Coneigrshe posttest results for the treatment
group,r(166) = -0.26p = .00, although slightly less than moderate ierggth of the
association, provided sufficient evidence to suppldg, based on the coefficient apd

value.
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Research Question 5

The topic of the fifth research question was whe#imeincrease in the
combination of CART had a negative association w&ittecrease in voluntary employee
turnover. The process of investigating this quesinvolved creatingd5y, which
indicated that no association exists between aease in the combination of CART and
a decrease in voluntary employee turnover. Thisthgsis test involved using a Pearson
correlation analysis. The pretest results for thetrol groupr(113) = -0.01p = .93,
provided insufficient evidence to support a negatigsociation between an increase in
the combination of CART and a decrease in volunganployee turnover in a diverse
retail environment based on thevalue being greater than the .05 level of sigaifice.
Additionally, the posttest results for the congobup,r(111) = -0.18p = .06, provided
insufficient evidence to support a negative assimcidbetween an increase in the
combination of CART and a decrease in voluntarylegge turnover in a diverse retail
environment based on tiperalue being greater than the .05 level of sigaiite. The
pretest results for the treatment groi(66) = 0.05p = .55, provided insufficient
evidence to support a negative association betaeencrease in the combination of
CART and a decrease in voluntary employee turnmvardiverse retail environment
based on thp value being greater than the .05 level of sigaifice. Conversely, the
posttest results for the treatment groyft66) = -0.34p = .00, although moderate in
strength of the association, provided sufficienterce to suppoii5; based on the

coefficient ancp value.
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Research Question 6

The topic of the sixth research question was whiethencrease in the
combination of CART had a positive association vaithincrease in job satisfaction. The
process of investigating this question involvedatreg H6,, which indicated that no
association exists between an increase in the c@tibn of CART and an increase in job
satisfaction. This hypothesis test involved usiRgarson correlation analysis. The
pretest results for the control groufl13) = 0.87p = .00, provided sufficient evidence
to support a positive association between an iser@athe combination of CART and an
increase in job satisfaction based on the postinedficient and th@ value being greater
than the .05 level of significance. Additionalllietposttest results for the control group,
r(111) = 0.59p = .00, although moderate in strength of the assioci, provided
sufficient evidence to suppdtt, based on the coefficient apdialue. The pretest
results for the treatment grou§166) = 0.76p = .00, provided sufficient evidence to
support a strong positive association between enrease in combined CART and an
increase in job satisfaction based on the postibedficient and th@ value being greater
than the .05 level of significance. Additionalllgetposttest results for the treatment
group,r(166) = 0.65p = .00, although moderate in strength of the assioci, provided
sufficient evidence to suppdft6, based on the coefficient apdralue.

Based on the results of the study, overall in@ddsvels of CART on an
individual basis had a negative association witluniary employee turnover. The

combined application of CART variables also resultea negative association with
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voluntary employee turnover. The leaders’ increaggalication of CART had a positive
association with job satisfaction.
Limitations of the Current Study

The organization under study was a part of a tegeguisition by an organization
whose leaders used more advanced business inteiganalytics, resources, industry
best practices, and overall progressive methodesodtesearchers had not previously
surveyed or tested the recently acquired orgawizat any fashion that would resemble
an employee engagement or job satisfaction analysisng the time of the pretest
survey, leaders of the parent company responsibléné acquired organization under
study conducted its version of an annual employgmgement survey. According to
Singleton and Straits (2005), as with other trigt designs, the pretest—posttest design is
stronger with internal validity and weaker in exigrvalidity because of an interaction
effect that has the potential to pose a threaktereal validity when the subjects have
become more receptive or resistant to the treatoh@mto the pretest. A large number of
surveys could have increased respondents’ sengitiz@e., the parent organization’s
employee engagement, my self-designed survey,henEQ) in a short span of time,
whereas the respondents had never taken a surfay lag their current place of
employment. Because this was the first place ofleynpent in the United States for
many of respondents, and they may have never exmerd these types of surveys, which
involved either self-reflection or grading their gloyer, it was reasonable to assume that
some respondents may have become uncomfortablehisthbrocess without making

mention of such discomfort. Another limitation wat this was an increasingly diverse
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workforce and an aging workforce (i.e., 23.7 pretespondents were 36—45 and 26.5
posttest respondents were 36—45 years old). Dtinigrocess of administering the
surveys, an unmeasured number of older respontadtdifficulty reading the surveys
due to the font size, which was 12-point Times Naman. Their difficulty reading was
due to a condition referred to as presbyopia, whehe crystalline lens of the eye
becomes less flexible (Presbyopia, n.d.). This adgkexibility normally comes about in
the early to mid-40s, and creates a need for rgaglasses or other more intrusive
measures to see objects or reading material up.dBecause most of the respondents
performed an assembly line type of job functiort thid not require reading, they did not
ordinarily bring glasses to work, which may havieeted some of the responses
generated by older respondents. Lastly, in ternteafographic information, education
levels were highly inconsistent from one countratmther.
Recommendations for Action

In keeping with the continuous improvement valokthe organization under
study, the organizational leaders can leverageehdts of this study by applying the
increased CART model throughout its increasinglyetie workforce. Mitchell et al.’s
(2001) job embeddedness model provided a solidoptatthat will serve as the catalyst
to effectively activate the CART model. To reducdumtary employee turnover by
retaining employees that organizational leader lspent large amounts of money to
recruit, train, and advance the company, orgamnatileaders should begin to use the
self-designed employee opinion survey in concetth Wie MSQ to assess the impact of

their store leaders’ ability to influence the olkermarnover outcomes more accurately.
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Another recommendation is for the organizationisman resources executives to
work with me in an effort to develop and implem#reg CART model further as an
integral part of the employee retention processthiéu training should be available for
the leaders of strategic business units in antefbostrengthen their ability to provide
effective and meaningful CART to their employeelse Tast recommendation is to
expand the results of this study throughout thalreommunity, specifically in areas
where increases in diverse populations are ocaurrin

Recommendations for Future Research

The length of the treatment was 60 days. A studgegng a longer period could
provide further evidence of the effects of an iasein influential leadership in a diverse
retail environment and its associated impact onnalry employee turnover. The
geographic location for future research should emgass a larger territory, as this study
included Maryland and Virginia only, in an orgarina that spans across three
continents. Future research should involve the ahpa turnover among retail
organizations that are diverse in some geograpbasabut also those that are not diverse
as well, in order to increase generalizability.

The study design could benefit from a posttesy-ométhodology. Singleton and
Straits (2005) suggested that one benefit fronptsttest-only control group design is
that it is far more economical than the pretestttpsscontrol group design. Moreover,
this method reduces the opportunity for an intépado take place between the pretest
and the experiment itself. Although | found thetpst-posttest design more useful for

this study, | would not discount the posttest-agign for future research.
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The self-designed survey consisted of statementiewin a positive tone, which
presented response bias problems. Future resesiradnself-designed psychometric
testing should include an instrument that bettetrabs the acquiescence response set. As
a result of this oversight, the opportunity forpesdents to be more likely to acquiesce
increases when faced with responses ranging framce$ such as strongly agree to
strongly disagree or yes/no (Singleton & Strai®)%). Researchers can overcome
response bias by carefully constructing an equiadbar of well-positioned statements or
guestions in a way that clearly avoids the acqeiese effect as one item applies to
another. Bass (1955) offered an example of two sipgaresponses aimed at controlling
this effect:

1. Human nature being what it is, there will alwagswar and conflict.

2. Human nature being what it is, universal pe@itiecome about eventually. (p.
618)

Lastly, the study could have included data refihectvhich positions in the retail
stores responded better to the leaders’ influeheg@peared as though more turnover
occurred with cashiers who began their shifts endfternoon and as a result had less
communication and overall interaction with the steleadership team. In this instance,
this group experienced CART less than their coyates who worked in other areas of
the store (i.e., production employees and mornimiy sashiers who were present at the
start of the business day when the first and prigtrabst impactful meetings took place).
Due to the manner in which the acquired organipatimded their employees, these data

were unattainable, but should be a part of futasearch.
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Implications for Social Change

The results of this study may affect social chamgeroviding leaders with a
bundle of human resource variables found to havegative influence on voluntary
turnover in a diverse retail environment. As thlfings of this study provided evidence
of the value of the application of increased CARRidiverse retail setting, the
opportunity to affect social change by building ngbese findings by generalizing to
industries outside of the retail environment (ie@ademia, medical, manufacturing),
including nondiverse environments, awaits furtheleration using the increased CART
model. The rates that employees voluntarily exganizations can decrease to a greater
degree than described in the research, providiaigthie leadership teams receive
additional training on how to apply CART effectiyeAs part of the methodology of
introducing increased CART, organizational leadensild make the most of a change
effort by not only fully supporting and embracirgtapproach rooted in its four
combined fundamental behaviors but also workingeggively toward accentuating the
application of CART to the workforce via the infhae of the senior organizational
leadership. Thereafter, it would be a part of gontus training to lead to more advanced
levels of enhanced CART training. The overall stadiehange would occur in reduced
quit rates and better prepared and more capalilergaas well as increased employee
engagement, job satisfaction, and expense redudlated to voluntary employee

turnover.
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Conclusion

Mitchell et al. (2001) outlined the key consideyas in the job embeddedness
theory as being (a) links that tie an employeeismh her organization or community, (b)
a fit that exists in the organization or communft),a sacrifice that the employee is
willing to make by leaving the organization or coomity. After conducting a study
involving both retail and hospital employees, Médlet al. discovered a negative
correlation between job embeddedness and emplayeeates. Mitchell et al. further
realized a significant ability to predict subsequetail employee turnover based on the
degree of embeddedness.

In this study, | advanced the findings of the jolbeddedness theory in terms of
examining ways in which to improve employee retamtiThe study involved analyzing
the retention impact that occurred as a resulhoherease in influential leadership in a
diverse retail environment. The results of theigtiaal analyses conducted in Chapter 4
sustained rejecting the null hypotheses for Reke@reestions 1-4 based on the findings
that supported the alternative hypotheses, whiamothstrated a negative association
occurred as the result of the increase of indiMi@AART variables by leaders exerting
appropriate levels of influence. Additionally, tresults of the statistical test sustained
rejecting the null hypothesis for Research Queditmased on the findings that supported
the alternative hypothesis, which indicated a negatssociation occurred as the result of
the increase of combined CART variables by leadsxstly, the results of the statistical
test sustained rejecting the null hypothesis fadaech Question 6 based on the findings

that supported the alternative hypothesis, whighatestrated a positive association
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occurred as the result of the increase of comb@®RT variables by leaders. In terms of
social change, organizations may benefit by meétisececonomic and systemic
advantages attained by realizing a reduction inmalry employee turnover in a diverse

retail environment.



113

References

Aczel, A.D., & Sounderpandian, J. (200€@pmplete business statistigdh ed.).New
York, NY: McGraw-Hill Irwin.

Alas, R. (2008). Attitudes and values in Chinesaufi@turing companies: A
comparison with Japanese, South Korean and Hong KompaniesChinese
Management Studig2, 32-51.

Allport, G. (1954).The nature of prejudicdBoston, MA: Beacon.

American College of Healthcare Executives, Assamapf Hispanic Healthcare
Executives, Institute for Diversity in Health Mamagent, and National
Association of Health Services Executives. (2082)ace/ethnic comparison of
career attainments in healthcare managemBetrieved from
http:/Avww.ache.org/pubs/research?RaceEti8ticdy2002.pdf

Amundson, N., Borgen, W., laquinta, M., Butterfield, & Koert, E. (2010). Career
decisions from the decider’s perspecti@areer Development Quarterl$8, 336-
347.

Applebaum, E., Bailey, T., Berg, P., & Kallenbefg,(2000).Manufacturing advantage:
Why high-performance work systems payltdfbca, NY: ILR Press.

Arndt, A., Arnold, T.J., & Landry, T.D. (2006). Ttegforts of polychronic-orientation
upon retail employee satisfaction and turnoveurnal of Retailing82, 319-330.

Arnett, D.B., Laverie, D.A., & Meiers, A. (2003).ebeloping parsimonious retailer
equity indexes using partial least squares analgsisethod and applications.

Journal of Retailing79,161-170.



114
Bailey, K.D. (1978)Methods of social researdBrd ed.). Belmont, CA: Wadsworth.

Banaji, M.R., Bazerman, M.H., & Chugh, D. (2003pvi(un)ethical are youHarvard
Business Review1(12), 56-64.

Bass, B.M. (1955). Authoritarianism or acquiesceiite Journal of Abnormal and
Social Psychologyg1, 616-23.

Becker, B.E., & Huselid, M.A. (1999). An interviemith Mike Losey, Tony Rucci, and
Dave Ulrich: Three experts respond to HRMJ'’s spessaue on HR strategy in
five leading firmsHuman Resource Managemgesi, 353-365.

Becker, B.E., & Huselid, M.A. (2006). Strategic hamresource management: Where do
we go from hereJournal of ManagemenB2, 898-925.

Blustein, D.L. (2001). The interface of work antat®nships: Critical knowledge for
21st century psychologgZounseling Psychologis?9, 179-192.

Blustein, D.L., Schultheiss, D.E.P., & Fluni, HO@). Toward a relational perspective
of the psychology of careers and working: A soc@istructionist analysis.
Journal of Vocational Behavip64,423-440.

Branch, W.T., Kern, D., Haidet, P., Weissmann@acey, C.F., & Mitchell, G. (2001).
The patient-physician relationship: Teaching thenan dimensions of care in
clinical settingsJournal of American Medical Associatid86, 1067-1074.

Brannon, D., Barry, T., Kemper, P., Schreiner,8Vasey, J. (2007). Job perceptions
and intent to leave among direct care workers: &wie from the better jobs

better care demonstratioridie Gerontological47,820-830.



115
Brayfield, A., & Crockett, W. (1955). Employee #ttles and employee performance.

Psychological Bulletin52,396-424.

Bureau of Labor Statistics. (200Bispanics in the U.S. BureqW.S.C. 2007).
Retrieved fromhttp://www.census.gov/population/www/socdemo/hispiites

Bureau of Labor Statistics. (2008)ational employment matriRetrieved from
http://www.bls.goyoep/nioem

Bureau of Labor Statistics. (200%oreign-born workers: Labor force characteristics i
2008 (USDL Publication No. 09-1302). Washington, DC:v&mment Printing
Office. Retrieved froninttp://www.bls.gov/news.release/pdf/osh.pdf

Bureau of Labor Statistics. (201@gabor force statistics from the current population
survey Retrieved fromhttp://data.bls.gov/pdg/SurveyOtHBauviet

Bureau of Labor Statistics. (201The employment situatioRetrieved from

http://data.bls.gov/search/query/results

Bureau of Labor Statistics. (2012he employment situatioRetrieved from

http://data.bls.gov/search/query/results

Bureau of Labor Statistics. (2013he employment situatioRetrieved from
http://data.bls.gov/search/query/results

Burger, J.M. (1999). The foot-in-the-door compliamprocedure: A multiple-process
analysis and reviewrersonality and Social Psychology Revi8nw303-325.

Butterfield, H. (1949)The origins of modern sciendeondon.



116

Castro, A.B., Fujishiro, K., & Sweitze, E. (2006)ow immigrant workers experience
workplace problems: A qualitative studychives of Environmental &
Occupational Health61, 249-298.

Catalyst. (2006)2006 Catalyst member benchmarking repbiéw York, NY: Author.

Cesario, J., & Higgins, E.T. (2008). Making messaggpients “feel right”: How
nonverbal cues can increase persuasisgchological Scien¢é&9,415-420.

Charbonneau, D. (2004). Influence tactics and peimas of transformational leadership.
The Leadership & Organizational Development Jour@&| 7, 565-576.

Chen, L.T. (2005)Exploring the relationship among transformationaldaransactional
leadership behavior, job satisfaction, organizaiboommitment, and turnover
on the IT department of research and developmeg8hanghai, ChinaFort
Lauderdale-Davie, FL: Nova Southeastern University.

Chew, J., Girardi, A., & Entrekin, L. (2005). Reteng core staff: The impact of human
resource practices of organization commitméatirnal of Comparative
International Managemen8, 23-42.

Cho, S., Woods, R., Jang, S., & Erdem, M. (200@abliring the impact of human
resource management practices on hospitality fipegformancednternational
Journal of Hospitality Managemerts, 262-77.

Chrobot-Mason, D. (2003). Keeping the promise: Rslagical contract violations for

minority employeesJournal of Managerial Psycholog$8, 22-45.



117
Collins, K., Hughes, D.L., Doty, M.M., Ives, B., tdrds, J.N., & Tenney, K. (2002).

Diverse communities, common concerns: Assessinignheare quality for
minority AmericansThe Common Fund,-68.

Collins, L.G., Schrimmer, A., Diamond, J., & Burke,(2011). Evaluating verbal and
non-verbal communication skills, in an ethnogerta®@SCE .Patient Education
and Counseling83, 158-162.
Conger, J.A., & Kanungo, R.N. (Eds.). (1988harismatic leadership: The elusive
factor in organizational effectivenesSan Francisco, CA: Jossey-Bass.
Cooke, F.L. (2009). A decade of transformation &\in China: A review of literature
and suggestions for future studi@sia Pacific Journal of Human Resourc4g,
6-40.

Cotton, J., & Tuttle, J. (1986). Employee turnov@meta-analysis and review with
implications for researciAcademy of Management Revjéd, 55-70.

Cox, T. H., Jr. (1993 Cultural diversity in organizations: Theory, resehrand practice
San Francisco, CA: Berrett-Koehler.

Creswell, J.W. (2005 ualitative inquiry & research design: Choosing amdive
approacheg2nd ed.). Thousand Oaks, CA: Sage.

Cunningham, G.B., & Sagas, M. (2004). The effeagjrofup diversity on organizational
commitmentlinternational Sports Journa8, 124-131.

Cunningham, S. (2004, April). A winning approaBest Review75.



118
Day, D.V., & Lord, R.G. (1988). Executive leadershnd organizational performance:

Suggestions for a new theory and methodoldgyrnal of Management 4, 453-
464.

Dipboye, R.L., & Colella, A. (2005Discrimination at work: The psychological and
organizational basesviahwah, NJ: Erlbaum.

Dovidio, J.F., Vergert, T., Stewart, M., Gaertrfed,., Johnson, S.L., Esses, J.D., &
Pearson, V. (2004). Perspective and prejudice: daatents and mediating
mechanismsPersonality and Social Psychology Bulle®®, 1537-1549.

Duemer, L.S., Christopher, M., Hardin, F., & Olibas(2004). Case study of
characteristics of effective leadership in gradsatelent collaborative work.
Education Chula Vista, 12421-726.

Elliot, A.J., & Sheldon, K.M. (1997). Avoidance aeliement motivation: A personal
goals analysislournal of Personality and Social Psycholpg@$, 171-185.
Fennis, B.M., & Stel, M. (2011). The pantomime efguasion: Fit between nonverbal
communication and influence strategidsurnal of Experimental Social

Psychology47,806-810.

Foley, S., Kidder, D.L., & Powell, G.N. (2002). Therceived glass ceiling and justice
perceptions: An investigation of Hispanic law asates.Journal of Management,
28,471-496.

Ford, R., & Orel, N. (2005). Older adult learnarghe workforce: New dimensions to

workforce training needsournal of Career Developmerd2, 139-410.



119
Fugate, M., Kinicki, A.J., & Prussia, G.E. (200Bmployee coping with organizational

change: An examination of alternative theoreti@bkpectives and models.
Personnel Psycholog®1, 1-36.

Fuller, R.W. (2004)Somebodies and nobodies: Overcoming the abusenkf ra
Vancouver, BC, Canada: New Society.

Galinsky, A.D., & Ku, G. (2004). The effects of ppective-taking on prejudice: The
moderating role of self-evaluatioRersonality and Social Psychology Bulletin
30,594-604.

Galinsky, A.D., & Moskowotz, G.B. (2000). Perspeetitaking: Decreasing stereotype
expression, stereotype accessibility and ingrouprfaism. Journal of Personality
and Social Psychology8, 708-724.

Gamble, J. (2006). Multinational retailers in ChiRaoliferating ‘mcjobs” or developing
skills? Journal of Management Studjek3, 1463-1489.

Godard, J. (2004). A critical assessment of thédpgrformance paradigrBritish
Journal of Industrial Relationgt2, 349-378.

Goldman, B., Gutek, B., Stein, J.H., & Lewis, KO@). Employment discrimination in
organizations: Antecedents and consequedogsnal of Managemen82, 786-
830.

Gordon, H.S., Street, R.L., Scharf, B.F., & SouchkeK2006). Racial differences in
doctors’ information-giving and patients’ percepti€ancer 107,1313-1320.

Gray, J.A., & McNaughton, N. (2000yhe neuropsychology of anxi€8nd ed.).

Oxford, England: Oxford University Press



120

Greenhaus, J.H., Parasuraman, S., & Wormley, W1BB(). Effects on race on
organizational experiences, job performance eviastand career outcomes.
Academy of Management Journal, 83;86.

Greenleaf, R.K. (1972 he institution as servanindianapolis, IN: Greenleaf Center for
Servant Leadership.

Griffeth, R.W., & Hom, P.W. (2001Retaining valued employeehousand Oaks, CA:
Sage.

Griffeth, R.W., Hom, P.W., & Gaertner, S. (2000)mfeta-analysis of antecedents and
correlates of employee turnover: Update, modetakis, and research
implications for the next millenniundournal of Managemen26, 463-488.

Guest, D. (2002). Human resource management, aigpperformance and employee
well-being: Building the worker into HRMlournal of Industrial Relationgi4,
335-358.

Gustafson, C.M. (2002). Employee turnover: A statlprivate clubs in the U.S.A.
International Journal of Contemporary Hospitalityalagementl4, 106-113.

Guthrie, J. (2001). High involvement work practicesnover, and productivity:
Evidence from New Zealandcademy of Management Jourjd, 180-190.

Hall, D.T. (2004). The protean career: A quartemntagy journey.Journal of Vocational
Behavior 65, 1-13.

Hall, J.A., Harrigan, J.A., & Rosenthal, R. (1998pn-verbal behaviour in clinician-

patient interactionApplied Preventive Psychology, 21-37.



121
Harrison, D.A., Newman, D.A., & Roth, P.L. (2006)ow important re job attitudes?

Meta-analytic comparisons of integrative behaviotgcomes and time
sequencedAcademy of Management Journal, 395-325.

Harter, J.K., Schmidt, F.L., & Hayes, T.L. (200Business -unit-level relationship
between employee satisfaction, employee engagemshyusiness outcomes: A
meta-analysislournal of Applied Psycholog87,268-279.

Heathfield, S. (2007, Spring). Performance appladan’'t work - what doesPournal
for Quality and Participation6-9.

Hinkin, T., & Tracey, J. (2000). The cost of tureovPutting a price on the learning
curve.Cornell Hotel and Restaurant Administration Qualyedl, 14-21.

Hogg, M.A., & Terry, D.J. (2000). Social identitpé self-categorization processes in
organizational context&.\cademy of Management Revj@y, 1221-1240.

Holtom, B.C., & Interrieden, E.J. (2006). Integratithe unfolding model and job
embeddedness model to better understand voluntarguer.Journal of
Managerial Issuesl8, 435-452.

Hom, P. W., & Griffeth, R. W. (1991). Structuraliedions modeling test of a turnover
theory: Cross-sectional and longitudinal analydmirnal of Applied Psychology,
76,350-366.

Hom, P. W., Griffeth, R. W., & Sellaro, L. (1984)he validity of Mobley’s (1977)
model of employee turnove@rganizational Behavior and Human Performance,

34,141-171.



122
Hom, P.W., & Kinicki, J.A. (2004). Toward a greaterderstanding of how

dissatisfaction drives employee turnovkcademy of Management Jouryéd,
975-987.

Hopkins, W.E., Hopkins, S.A., & Mallette, P. (200Djversity and managerial value
commitment: A test of some proposed relationshlparnal of Managerial
Issues, 13288-306.

Hui, C.H., Yee, C., & Eastman, K.L. (1995). Theatednship between individualism-
collectivism and job satisfactioApplied Psychology: An International Review
44,276-282.

Hulin, C. L., Roznowski, M., & Hachiya, D. (198%lternative opportunities and
withdrawal decisions: Empirical and theoreticakdepancies and an integration.
Psychological Bulletin, 97, 233-250.

laquinta, M. (2007). The experience and meanincpogéer decision-making as lived by
women with brain injuryDissertation Abstracts International: Section A.
Humanities and Social Scien¢cé8(04), 1326.

Izadikhah, Z., Jackson, C.J., & Loxton, N. (20JA&).integrative approach to personality:
Behavioural approach system, mastery approachtatien and environmental
cues in the prediction of work performan&ersonality and Individual
Differences48, 590-595.

Jackofsky, E. F., & Peters, L. H. (1983). Job tuerosersus company turnover:
Reassessment of the March and Simon participardthgpis.Journal of Applied

Psychology, 68, 490-495.



123

Jaramillo, F., Mulki, J.P., & Solomon, P. (2006heTrole of ethical climate on
salesperson’s role, stress, job attitudes, turniokention, and job performance.
Journal of Personal Selling & Sales Managem@6f 271-282.

Johnson, A.G. (1997Frivilege, power and differencélew York, NY: McGraw-Hill.

Jones, M. D. (2006). Which is a better predictojobf performance: Job satisfaction or
life satisfactiondournal of Behavioral and Applied Management, 82D).,23.
Retrieved from http://www.ibam.com

Kalev, A., Dobbin, F., & Kelly, E. (2006). Best teces or best guesses? Assessing the
efficacy of corporate affirmative action and divergolicies.American
Sociological Reviewr1,589-617.

Kerlinger, F.N. (1973)Foundations of behavioural resear(®nd ed.). New York, NY:
Holt, Rinehart and Winston.

Kinicki, A.J., McKee-Ryan, F.M., Schriesheim, C.& Carson, K.P. (2002). Assessing
the construct validity of the job descriptive indéxreview and meta-analysis.
Journal of Applied Psycholog8§7, 14-32.

Kirkman, B.L., & Shapiro, D.L. (2001). The impadtaultural values on job satisfaction
and organizational commitment in self-managing wedms: The mediating role
of employee resistancAcademy of Management Journéd, 557-569.

Kossek, E. E., & Zonia, S. C. (1993). Assessinguity climate: A field study of
reactions to employer efforts to promote diversityurnal of Organizational

Behavior 14,61-81.



124
Kouzes, J.M., & Posner, B.Z. (1999he leadership challenge: How to get

extraordinary things done in organizatior8an Francisco, CA: Jossey-Bass.

Kouzes, J.M., & Posner, B.Z. (2007The leadership challengdth ed.). San Francisco,
CA: Jossey-Bass.

Kuhn, T.S. (1996)The structure of scientific revolutio3rd ed.). Chicago, IL:
University of Chicago Press.

Kumar, R. (1999)Research Methodology: A step-by-step guide formvesgs Thousand
Oaks, CA: Sage.

Kuo, C. (2004). Research on the impact of teamdiesdmlp on team effectiveness.
Journal of American Academy of Busings266-277.

Lam, T., Baum, T., & Pine, R. (2001). Study of mgexal job satisfaction in Hong
Kong’s Chinese restaurantaternational Journal of Contemporary Hospitality
Managementl3, 35-42.

Lance, C. (1991). Evaluation of a structural maeéting job satisfaction,
organizational commitment, and precursors to velynturnover Multivariate
Behavioral Researcl26, 37-62.

Lankau, M.J., Ward, A., Amason, T.N., Sonnenfeld,8Agle, B.R. (2007). Examining
the impact of organizational value dissimilaritytap management teams.
Journal of Management Issyd®, 11-34.

Lee, C., & Chon, K.S. (2000). An investigation ofilticultural training practices in the
restaurant industry: The training cycle approdcternational Journal of

Contemporary Hospital Managemeft®, 126-134.



125

Lee, T. W. (1988). How job dissatisfaction leademaployee turnovedournal of
Business and Psychology,2Z53-271.

Lee, T. W., & Mitchell, T. R. (1994). An alternaéivapproach: The unfolding model of
voluntary employee turnovefhe Academy of Management Review5389,

Lee, T. W., Mitchell, T. R., Holtom, B. C., McDahié., & Hill, J. W. (1999).
Theoretical development and extension of the umigldhodel of voluntary
turnover.Academy of Management Journal, 430-462.

Lepak, D.P., & Snell, S.A. (2002). Examining thertan resource architecture: The
relationships among human capital, employment,hamdan resource
configurationsJournal of Managemen28,517-543.

Lockwood, N.R. (2005). Workplace diversity. Reteev
fromhttp://www.shrm.org/research/quarterly

Loh, K., & Richardson, S. (2004). Foreign-born wenk Trends in fatal occupational
injuries, 1996-2001Monthly Labor Reviewl27, 42-53.

Loi, R., Hang-Yue, N., & Foley, S. (2006). Linkirgnployees’ justice perceptions to
organizational commitment and intention to leaviee ediating role of
perceived organizational suppakaurnal of Occupational and Organizational
Psychology79,101-120.

Madera, J.M., Neal, J.A., & Dawson, M. (2011). Aagegy for diversity training:
Focusing on empathy in the workpladeurnal of Hospitality & Tourism
Research, 3869-487. doi:10.1177/1096348010382240

March, J., & Simon, H. (1958DrganizationsNew York: Wiley.



126

Mathieu, J.E. (1991). A cross-level nonrecursivelel@f the antecedents of
organizational commitment and satisfactidournal of Applied Psychology6,
607-618.

Mathieu, J.E., & Zajac, D.M. (1990). A review ane@taranalysis of the antecedents,
correlates and consequences of organizational comant.Psychology Bulletin
108,171-194.

McFarland, R.G., Challangalla, G.N., & Shervani.1(2006). Influence tactics for
effective adaptive sellinglournal of Marketing70, 103-117.

McGinley, H., LeFevre, R., & McGinley, P. (1975hd influence of a communicator’s
body position on opinion change in othelsurnal of Personality and Social
Psychology31, 686-690.

McKay, P. F., Avery, D. R., Tonidandel, S., Mori4, A., Hernandez, M., & Hebl, M.
R. (2007). Racial differences in employee retentfne diversity climate
perceptions the keyPersonnel Psycholog$0, 35-62.

Meyer, J. P., & Allen, N. J. (1991). A three-compahconceptualization of
organizational commitmeniuman Resource Management Reyiky$1-89.

Meyerson, D. (2001)empered radicals: How people use difference tpiraschange at
work. Boston, MA: Harvard Business Press.

Milgram, S. (1974)Obedience to authority: An experimental viévew York, NY:

Harper and Row.



127

Milman, A. (2003). Hourly employee retention in dhaand medium attractions: The
central Florida examplénternational Journal of Hospitality Manageme@g,
17-35.

Milman, A., & Ricci, P. (2004). Predicting job ret#&n of hourly employees in the
lodging industryJournal of Hospitality and Tourism Managemeti, 23-41.

Mitchell, T.R., Holtom, B.C., Lee, T.W., Sablynski,J., & Erez, M. (2001). Why people
stay: Using job embeddedness to predict voluntaryolver.Academy of
Management Journafi4,1102-1121.

Mobley W. H. (1977). Intermediate linkages in tkeétionship between job satisfaction
and employee turnovelournal of Applied Psychology, 6237-240.

Mobley. W. H. (1982)Employee turnover: Causes, consequences, and ¢oR&ading,
MA: Addison-Wesley.

Mobley, W. H., Griffeth, R. W., Hand, H. H., & Magb, B. M. (1979). Review and
conceptual analysis of the employee turnover ps&asychology Bulletin, 86,
493-522.

Mor Barak, M.E., Cherin, D.A., & Berkman, S. (1998rganizational and personal
dimensions in diversity climate: Ethnic and gendiéfierences in employee
perceptionsJournal of Applied Behavioral Science,, 32-104.

Moser, C.A., & Kalton, G. (1989%urvey methods in social investigatituwondon,
England: Gower.

Motwani, J., Hodge, J., & Crampton, S. (1995). Mzing diversity in the health care

industry.Health Care Supervispf3(3), 16-24.



128
Muller, H.J., & Haase, B.E. (1994). Managing divgrén health services organizations.

Hospital and Health Service Administrati@9, 415-434.

Myers, V.L., & Dreachslin, J.L. (2007). Recruitmentd retention of a diverse
workforce: Challenges and opportuniti@surnal of Healthcare Management
52(5), 290-298.

National Restaurant Association. (2006). Restaurahustry facts. Retrieved from
http://www.restaurant.org/research/ind_glance.cfm

Nelson, B. (1994). 1001 ways to reward employeesv Nork, NY: Workman.

Ngo-Metzger, Q., Telfair, J., Sorkin, D., WedimBr, Weech-Maldonado, R., &
Hurtado, M. (2006). Cultural competency and qualitgare: Obtaining the
patient’s perspectivd.he Commonwealth Funé62-963.

Northouse, P.G. (1997.eadership: Theory and practic€alifornia: Sage Publications.

Ozaralli, N. (2003). Effects of transformationahdership on empowerment and team
effectivenessl.eadership & Organizational Development Journal, 24335-
344.

Peterson, S. (2004). Toward a theoretical modehgbloyee turnover: A human resource
development perspectivieluman Resource Development Reyigv209-228.

Petress, K. (2006). Questions and answers: Théawdesof knowledge and
relationshipsCollege Student Journal, &), 374-376.

Phillips, S.D., Christopher-Sisk, E.K., & Graviro,L. (2001). Making career decisions

in a relational contexCounseling Psychologis?9, 193-214.



129
Phillips, S.D., & Jome, L.M. (2005).Vocational cbhes: What do we know? What do we

need to know? In W.B. Walsh & M.L. Savickas (Edslandbook of vocational
psychology(pp. 127-154). Mahwah, NErlbaum.

Pickering, A.D., & Gray, J.A. (1999T.he neuroscience of personality L.A. Pervin &
O.P. John (Eds.Jandbook of personality: Theory and resea(2hd ed., pp.
277-299). New York, NY: Guilford Press.

Presbyopia. (n.d.). IMerriam-Webster'©nline dictionary. Retrieved from
http://www.m-w.com/dictionary/presbyopia.

Price, J.L. (2001). Reflection on the determinartgoluntary turnoverinternational
Journal of Manpower, 2400-621.

Robert, T. E., Young, J. S., & Kelly, V. A. (200&elationship between adult workers’
spiritual well-being and job satisfaction: A prelimary study.Counseling and
Values, 50(3)165-175. Retrieved from
http://www.counseling.org/Publications/Journalsxasp

Robbins, S.P., & Coulter, M. (1996)lanagementUpper Saddle River, NJ: Prentice-
Hall.

Robinson, G., & Dechant, K. (1997). Building a mgss case for diversithcademy of
Management Executiyé7, 21-31.

Rogg, K.L., Schmidt, D.B., Shull, C., & Scmitt, f2001). Human resource practices,
organizational climate, and customer satisfactimurnal of Managemen27,

431-449.



130
Ryan, A.M., Schmidt, M.J., & Johnson, R. (1996)titAtles and effectiveness:

Examining relations at an organizational lev&drsonnel Psychology9, 853-
882.

Saks, A.M. (2006). Antecedents and consequencesiployee engagemedburnal of
Managerial Psychology21, 600-619.

Schinke, S.P., & Gilchrist, L. (1993). Arrics insearch. In R.M. Grinnell (Ed.pocial
work, research and evaluatiqdth ed., pp. 262-325). Itasca, IL: F.E. Peacock.

Scott, D.K., Bishop, J.W., & Chen, M.X. (2003). Aramination of the relationship of
employee involvement with job satisfaction, empl®geoperation, and intention
to quit in U.S. invested enterprise in Chil@ernational Journal of
Organizational Analysisl1, 3-19.

Shaw, J., Delery, J., Jenkins, G., Jr., & Gupta(11998). An organization-level analysis
of voluntary and involuntary turnovehcademy of Management Jourpél, 511-
526.

Shin, H.B., & Bruno, R. (2003).anguage use and English-speaking ahi§00.
Washington, DC: U.S. Census Bureau. Retrieved fitap//www.census.gov/

Simons, T., & Hinkin, T. (2001). The effect of erapke turnover on hotel profits.
Cornell Hotel and Restaurant Administration Qualyed2, 65-69.

Singleton, R.A., & Straits, B.C. (200%9pproaches to social researéfth ed.). Oxford,

England: Oxford University Press.



131
Sousa-Poza, A., & Henneberger, F. (2004). Analypibgnobility with job turnover

intentions: An international comparative studgurnal of Economic Issug38,
113-136.

Stigler, S.M. (1997). Regression toward the meégitphcally consideredStatistical
Methods in Medical Research, 6,193-114.

Stringer, R.A. (2002)_eadership and organizational climaténglewood Cliffs, NJ:
Prentice-Hall.

Tai-Seale, M., McGuire, T., Colenda, C., Rosen,&Cook, M.A. (2007). Two-minute
mental health care for elderly patients: Insidenauy care visitsJournal of
American Geriatric Societyp5,1903-1911.

Thatcher, S., Jehn, K., & Zanutto, E. (2003). Csackdiversity research: The effects of
diversity fault lines on conflicGroup Decision and Negotiatipth2,217-241.

Thomas, D.A., & Ely, R.J. (1996). Making differesamatter: A new paradigm for
managing diversityHarvard Business Review4(5), 79-90.

Thomas, D.C. (1999). Cultural diversity and workup effectivenesslournal of Cross-
Cultural Psychology30, 242-263.

Tian-Foreman, W. (2009). Job satisfaction and teenan the Chinese retail industry.
Chinese Management Studi8s356-378.

Trevor-Roberts, E. (2006). Are you sure? The rélenzertainty in careedournal of

Employment Counseling3,98-116.



132

Triana, M., Garcia, M., & Colella, A. (2010). Manag diversity: How organizational
efforts to support diversity moderate the effedtparceived racial discrimination
on affective commitmen®ersonnel Psychologg3, 817-843.

Vandenberg, R.J., & Lance, C.E. (1992). Examinimgdausal order of job satisfaction
and organizational commitmedournal of Management8, 153-167.

Walsh, K., & Taylor, M. (2007). Developing in-housareers and retaining management
talent.Cornell Hotel and Restaurant Administration Qualyed8, 163-182.

Walton, S., & Huey, J. (1992%am Walton made in America: My stodew York, NY:
Bantam Books.

Weech-Maldonado, R., Dreachslin, J.L., DanskyDéSouza, G., & Gatto, M. (2002).
Racial/ethnic diversity management and cultural getence: The case of
Pennsylvania hospitaldournal of Healthcare Manageme#d, 111-126.

Weiss, D. J., Dawis, R. V., England, G. W., & LofgjuL. H. (1967)Manual for the
Minnesota Satisfaction QuestionnaiMinneapolis, MN: University of
Minnesota.

Wheeler, A., Harris, K., & Harvey, P. (2010). Modeng and mediating the HRM
effectiveness - intent to turnover relationshipeThles of supervisors and job
embeddednessdournal of Managerial Issue22,182-196.

Wildes, V. (2007). Attracting and retaining goodv&ss: How internal service quality
moderates occupational stigniaternational Journal of Hospitality Management

26,4-19.



133
Williams, L. (2000).It’s the little things: Everyday interactions thager, annoy, and

divide the racesNew York, NY: Harvest Book.

Wong, C.S., Wong, Y.T., Hui, C., & Law, K.S. (200Ihe significant role of Chinese
employees’ organizational commitment: Implicatidmismanaging employees in
Chinese societiegournal of World Busines86, 326-340.

Woods, R., Sciarini, M., & Heck, W. (1998)urnover and diversity in the hospitality
industry Washington, DC: American Hotel Foundation.

Wright, P.M., & Boswell, W.R. (2002). DesegregatiiBM: A review and synthesis of
micro and macro human resource management resdarghal of Management
28,247-276.

Wright, P.M., Gardner, T.M., & Moynihan, L.M. (203'he impact of HR practices on
the performance of business unisiman Resource Management Jourd&,
21-36.

Wright, P.M., Gardner, T.M., Moynihan, L.M., & Alle M.R. (2005). The relationship
between HR practices and firm performance: Exargicasual ordeiPersonnel
Psychology58, 409-446.

Wright, T.A., & Bonett, D.G. (2002). The moderatieffects of employee tenure on the
relation between organizational commitment andgelformance: A meta-
analysisJournal of Applied Psycholog§7, 1183-1190.

Yukl, G. (1998).Leadership in organization@th ed.). New Jersey: Prentice-Hall.

Zhu, C.J. (2005Human resource management in Chihandon, England: Routledge.



134

Appendix A: Employee Opinion Survey (English Versio

Employee Opinion Survey

As a doctoral student of Walden University, | haweited you to participate in
this voluntary survey, which will take between 1® 15 minutes to complete. It is
important to know that there is no penalty for nanigipation. Although your individual
responses will be representative of a larger pdloulait is important that you answer
each question honestly by selecting those choiteshweflect your own unique opinion.

My contact information is: Stuart Jackson
District Manager
Store 1181,
Woodbridge, VA 22192

Walden University contact information:  Dr. lai Endicott
Research Participant Advocate
(612) 312-1210
irb@waldenu.edu

Instructions

Using the pencil, which has been provided to ydeage darken only one circle
per statement. Use your eraser to remove any uedamsponse. If the statement is
unclear and you would like further explanationtsfmeaning, please raise your hand and
someone will assist you. All statements should ibected to the interviewer only. When
you have completed the entire survey, please detite the interviewer.

After reading each statement, if you feel it neagg$o add emphasis in order to
express your level of agreement with the statemdrwan darken the circle next to
Strongly Agree. If you agree and DO NOT feel the need to empleasizeightened level
of agreement, then darken the circle nexAgoee. If you neither agree nor disagree then
darken the circle next tdNeither. Feel free to raise your hand for assistance if
clarification is needed. If you DO NOT agree witte tstatement, then darken the circle
next toDisagree If you feel it necessary to add emphasis to esgpg@ur level of NOT
agreeing with the statement, then darken the amrele toStrongly Disagree
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Sample Statement

S1. Coming to work helps to keep me active.

(_) Strongly Agree
(0 Agree

(O Meither

(O Disagree

@ Strongly Disagree

Do Not Turn Page Until Told To Start
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Part I: Communication

Q1. Our daily sales achievements are made availablaee to see in writing.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q2. My Company has an open door communication p@lteere | can speak to anyone if
| have a question.

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree

Q3. | feel as though | can use the Company’s omem dommunication policy without
getting myself into any trouble.

() Strongly Agree
(O Agree

(M either

(O Disagree

@ strongly Disagree

Q4. If asked, I could tell someone something sigaift about the history of my
Company.

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree
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Q5. I am familiar with the vision statement of mgr@pany.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q6. | know the mission of my Company.

(_) Strongly Agree
(0 Agree

(O Meither

(O Disagree

@ Strongly Disagree

Q7. A member of the management team speaks to.enghly greeting me with hello, or
good morning, or good afternoon, or how are yog?) at least once a day when | am
present at work.

() Strongly Agree
(O Agree

(M either

(O Disagree

@ strongly Disagree

Q8. | believe that all of the members of the manag@ team know my name.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree



138

Q9. My managers may not always agree with me,lmyt make me feel that my opinion
is worth listening to.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Now that we have heard from you regarding work @le@mmunication, let’s

move on to how we have or have not responded to you

Part 1l: Answering

Q10. When | ask a question of management, | gedrawer (i.e., a decision is made)
within the time frame ranging from immediate to tworking days depending upon the
guestion asked.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q11. When | ask a question of management, | sorestiget a harsh answer.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q12. Most of the time managers give an answer é.decision is made) to my question
on the same day it was asked.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree
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Q13. | often get an answer, from management, t@u@gtion(s) immediately.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q14. Receiving an answer as soon as possible @rien to me.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q15. A harsh answer from a manager would make rmeawot to ask them any more
guestions.

(_) Strongly Agree
(0 Agree

(O Meither

(O Disagree

@ Strongly Disagree

Let us now shift our attention to the area covegngployee recognition.

Part Ill: Recognition

Q16. Receiving a positive comment (i.e., thank ygmad job, nice work, | appreciate
you, etc.,) is important to me.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree
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Q17. | have a received positive comment or somma fafrrecognition from a manager
within the past 30 days.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q18. | have heard someone else receiving a positimenent in my store.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q19. For the most part, when | have either hearéa#ived a positive comment, it
appears to have been given with sincerity.

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree

Q20. My management team formally recognizes hidtieaers in public.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Lastly, it is equally important to know your feadmtoward the training that either
has or has not has been provided to you at youe.sRiease remember to feel free to

raise your hand for assistance if clarificatiomeeded and someone will be with you
shortly.
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Part IV: Training

Q21. | have received sufficient training in ordemperform my job.

(_) Strongly Agree
(0 Agree

(O Meither

(O Disagree

@ Strongly Disagree

Q22. | have the necessary tools to do what is égdesf me in my job.

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree

Q23. | receive periodic training in my job.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q24. The training that | receive at work is meafuhg

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree

Q25. The training that | receive at work is necessa

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree
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Q26. The training that | received is scheduled.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q27. The training that | receive appears to be plalhned.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q28. My store has benefitted from receiving tragnin

(_) Strongly Agree
(0 Agree

(O Meither

(O Disagree

@ Strongly Disagree

Part V: Demographics

Now that you have completed the survey, pleaseddke moments to fill in the

remaining portion so that your responses can bgeplypcategorized in order to represent
those individuals having similar characteristics.

Q29. Gender

) Nale
() Female
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Q30. Age

() 18 Years to 25 Years
(3 26 Yearsto 35 Years
{3 36 Yearsto 45 Years
46 Years to 55 Years
) 56 Years to 65 Years
() 66 Years and older

Q31. Educational Level

(O Mo High School Graduationand Mo G.ED.
() High School Graduate o G ED.

O Zome College

() Assoddates Degree

(O BachelorsDegree

) Masters Degree

() Docoral Degree or Professional Degree

Q32. Ethnicity (Race)

7y Atnericat Indian £ Mative Amnerican
(" Black f A fican Atnerican

(O Hisparic / Latino

()} Padfic Islander

() White / Caucasian

() Other

Q33. Country of Birth

) United States
O Other

Q34. Primary (dominant) language

) Englizh
() Spanish
O Other
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Q35. | can speak my primary (dominant) languagerily.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q36. | can read my primary (dominant) language hdywshat | believe to be a sixth
grade level.

() Strongly Agree
(O Agree

(M either

(O Disagree

@] strongly Disagree

Q37. Secondary language

() English
() Bpanish
O Cther

Q38. | can speak my secondary language fluently.

() Strongly Agree
(O Agree

(M either
(ODisagree

(o strongly Disagree

Q39. | can read my secondary language beyond wiglidve to be a sixth grade level.

() Strongly Agree
() Agree

(M either

(O Disagree

@ strongly Disagree

Thank you for your time and effort in participating in this survey.
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Appendix B: Minnesota Satisfaction Questionnairé&S@) Short-Form

The purpose of this questionnaire is to give yahance to tell how you feel about your
present job, what things you are satisfied with whdt things you are not satisfied with.

On the basis of your answers and those of pedgeybu, we hope to get a better
understanding of the things people like and distikeut their jobs.

On the next page you will find statements about ywasent job.

Read each statement carefully.
Decide how satisfied you feel about the aspecbaf yob described by the
statement.

Keeping the statement in mind:

If you feel that your job gives yomore than you expectedcheck the circle next
to “Very Satisfied.”

If you feel that your job gives yowhat you expected check the circle next to
“Satisfied.”

If you cannot make up your mindwhether or not the job gives you what you
expected, check the box next‘teither” (Neither Satisfied nor Dissatisfied).

If you feel that your job gives ydass than you expectedcheck the box next to
“Dissatisfied.”

If you feel that your job gives yomuch less than you expectedheck the box
next to“Very Dissatisfied.”

Remember: Keep the statement in mind when decidingsatisfied you feel about that
aspect of your job. Do this for all statementsaBé&eanswer every item. Be frank and
honest. Give a true picture of your feelings abautr present job.

Ask yourself: How satisfied am | with this aspetiny job?

Very Satisfied means | am very satisfied with this aspect of aby |

Satisfied means | am satisfied with this aspect of my job.

Neither means | can’t decide whether | am satisfied omwith this aspect of my
job.

Dissatisfiedmeans | am dissatisfied with this aspect of my job

Very Dissatisfiedmeans | am very dissatisfied with this aspect pijob.

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.
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1. Being able to keep busy all the time.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

2. The chance to work alone on the job.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

3. The chance to do different things from timeitiae.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

4. The chance to be “somebody” in the community.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

5. The way my boss handles his/her workers.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.
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6. The competence of my supervisor in making daass

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

7. Being able to do things that don’t go againgtamnscience.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

8. The way my job provides for steady employment.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

9.The chance to do things for other people.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

10.The chance to tell people what to do.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.
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11.The chance to do something that makes use alitities.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

12.The way company policies are put into practice.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

13.My pay and the amount of work | do.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

14.The chances for advancement on this job.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

15.The freedom to use my own judgment.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.



16.The chance to try my own methods of doing the jo

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

17.The working conditions.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

18.The way my co-workers get along with each other.

y Very Satisfied
() Satisfied

3 Metther

) Dissatisfied

() Wery Dissatisfied

19.The praise | get for doing a good job.

o Wery Satisfied
() Satisfied

) Meither

) Dissatisfied

() Wery Dissatisfied

20.The feeling of accomplishment | get from the. job

3y Very Satisfied
() Satisfied

{3 Metther

( Oy Dissatisfied

() Wery Dissatisfied

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.
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Appendix C: Permission to use Minnesota Satisfadpaestionnaire (MSQ) Short-Form

April 30, 2013
Dear Stuart Jackson:

We are pleased to grant you permission to use thaédota Satisfaction Questionnaire
1977 short form Spanish translation as you haveestgd. We acknowledge receipt
payment for royalty fees of 1 MSQ Short-Form Splamianslation survey, and your
agreement to pay for the additional copies madgo Adceipt payment for 50 English
MSQ Short-Forms with the agreement to pay royagsfof any copies made.

Please note that each copy that you make musid@che following copyright statement:

Copyright 1977, Vocational Psychology Research
University of Minnesota. Reproduced by permission.

We would appreciate receiving a copy of any pulilices that result from your use of the
MSQ Short-Form Spanish translation. We attemptamiain an archive and
bibliography of research related to Vocational Psyogy Research instruments, and we
would value your contribution to our collection.

If you have any questions, or if we can be of adhgittonal assistance, please do not
hesitate to contact us.

Sincerely,

Dr. David J. Weiss,
Director,
Vocational Psychology Research
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DATES STORE A STORE B STORE C Day

DOCUMENTED DOCUMENTED DOCUMENTED

1-Aug CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

2-Aug CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

3-Aug CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

4-Aug CONDUCTED TODAY Sun
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

5-Aug CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

6-Aug CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

7-Aug CART CART CART Wed
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

8-Aug CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

9-Aug CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

10-Aug CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

11-Aug CONDUCTED TODAY Sun
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

12-Aug CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

13-Aug CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

14-Aug CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

15-Aug CART CART CART Thu
DOCUMENTED NO EVIDENCE OF | DOCUMENTED

16-Aug CART CART CART Fri
DOCUMENTED DOCUMENTED NO EVIDENCE OF

17-Aug CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, DOCUMENTED

18-Aug CART NOT CONDUCTED TODAY CART Sun
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

19-Aug CART CART CART Mon
DOCUMENTED NO EVIDENCE OF | NO EVIDENCE OF

20-Aug CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

21-Aug CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

22-Aug CART CART CART Thu
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DOCUMENTED DOCUMENTED DOCUMENTED

23-Aug CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

24-Aug CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

25-Aug CONDUCTED TODAY Sun
NO EVIDENCE OF | DOCUMENTED NO EVIDENCE OF

26-Aug CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

27-Aug CART CART CART Tue
DOCUMENTED NO EVIDENCE OF | DOCUMENTED

28-Aug CART CART CART Wed
DOCUMENTED NO EVIDENCE OF | DOCUMENTED

29-Aug CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

30-Aug CART CART CART Fri
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

31-Aug CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

1-Sep CONDUCTED TODAY Sun
NO EVIDENCE OF | NO EVIDENCE OF | DOCUMENTED

2-Sep CART CART CART Mon
NO EVIDENCE OF | NO EVIDENCE OF | DOCUMENTED

3-Sep CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

4-Sep CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

5-Sep CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

6-Sep CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

7-Sep CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

8-Sep CONDUCTED TODAY Sun
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

9-Sep CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

10-Sep CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

11-Sep CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

12-Sep CART CART CART Thu
NO EVIDENCE OF | DOCUMENTED DOCUMENTED

13-Sep CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

14-Sep CART CART CART Sat

15-Sep DUE TO MANAGEMENT SCHEDULES, CART NOT Sun
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CONDUCTED TODAY
DOCUMENTED DOCUMENTED DOCUMENTED

16-Sep CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

17-Sep CART CART CART Tue
DOCUMENTED DOCUMENTED DOCUMENTED

18-Sep CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

19-Sep CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

20-Sep CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

21-Sep CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

22-Sep CONDUCTED TODAY Sun
DOCUMENTED DOCUMENTED DOCUMENTED

23-Sep CART CART CART Mon
DOCUMENTED DOCUMENTED DOCUMENTED

24-Sep CART CART CART Tue
DOCUMENTED NO EVIDENCE OF | NO EVIDENCE OF

25-Sep CART CART CART Wed
DOCUMENTED DOCUMENTED DOCUMENTED

26-Sep CART CART CART Thu
DOCUMENTED DOCUMENTED DOCUMENTED

27-Sep CART CART CART Fri
DOCUMENTED DOCUMENTED DOCUMENTED

28-Sep CART CART CART Sat
DUE TO MANAGEMENT SCHEDULES, CART NOT

29-Sep CONDUCTED TODAY Sun
DOCUMENTED DOCUMENTED DOCUMENTED

30-Sep CART CART CART Mon

CART 42 DOCUMENTED | 45 DOCUMENTED | 49 DOCUMENTED

Documented

CART 10 7 4

Undocumented | UNDOCUMENTED | UNDOCUMENTED | UNDOCUMENTED

SUNDAYS NOT

INCLUDED 9 SUNDAYS 9 SUNDAYS 8 SUNDAYS

TOTAL DAYS 61 DAYS 61 DAYS 61 DAYS




Appendix E: Individual Store Retention Data

Experimental Group
Voluntary Employee Turnover
Store A

Store B

Store C

Control Group

Voluntary Employee Turnover
Store A

Store B

Store C

Aug 201 Sep 2013

15 4
5 2
5 1

Aug 201 Sep 2013

0 3
1 2
7 1
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Appendix F: Excerpt of SPSS CART Data Set

This excerpt has been provided for the purposbusttiating how scaling was
accomplished by summing the Communications Pretest of 44.00, Answering
Pretest score of 20.00, Recognition Pretest safotd.00, and a Training Pretest score of
40.00 for a Combined CART Pretest score of 118[0@s methodology was used for

each CART variable per respondent per store fdr pogtest and posttest variables.

Storg Comm Comm |AnswernAnswern Recog Recog |Train |Train |CombinedCombined
Code Pretes| Postteg Pretest| Posttes Pretes Posttes Pretes| Postte§ CARTPre| CARTPos
A 44 29 20 11 14 7 40 30 118 77
A 11 37 8 13 3 9 28 28 50 87
A 40 38 17 15 14 15 31 33 102 101
A 24 24 10 16 6 8 21 24 61 72
A 33 22 17 7 6 6 28 18 84 53
A 21 25 12 13 6 6 27 15 66 59
A 34 19 8 11 8 6 30 20 80 56
A 38 44 17 17 4 14 32 34 91 109
A 30 43 12 17 6 10 30 35 78 105
A 39 37 16 16 12 12 33 30 100 95
A 35 36 17 11 13 8 36 20 101 75
A 36 45 17 20 12 15 38 39 103 119
A 40 13 18 8 12 7 31 11 101 39
A 33 29 16 10 10 10 31 29 90 78
A 42 24 18 20 8 4 35 16 103 64
A 0 18 0 8 0 6 0 16 0 48
A 39 32 17 14 12 10 37 18 105 74
A 36 19 16 8 12 4 32 10 96 41
A 21 28 7 11 6 11 15 32 49 82
A 27 22 16 16 12 10 18 26 73 74
A 23 12 10 8 6 4 19 10 58 34
A 26 30 16 16 8 10 32 30 82 86
A 27 20 10 8 6 3 24 9 67 40
A 25 26 13 10 0 8 0 20 38 64
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