FIND OUT YOUR COST OF TURNOVER
Aside from occasional ceremonial public hand wringing, the hospitality industry seems to have accepted the vexing problem of turnover as a cost of doing business. With a solid calculation of the cost of that turnover, however, two Cornell researchers suggest that the industry might renew its interest in reducing turnover costs. In a new report from the Cornell Center for Hospitality Research (CHR), professors Timothy Hinkin and Bruce Tracey calculate the cost of replacing front-desk associates—and those figures should draw the industry’s attention.

“The average cost of turnover at the front desk was 30 percent of salary, or an average dollar figure of nearly $5,900,” said Hinkin. “That percentage figure was consistent across all market segments. Even more devastating than the loss of the employee was the loss of productivity among managers, supervisors, and coworkers. Our participants said that co-workers lost 20 percent of their productivity for up to 16 days when a colleague left the front desk.”

The calculations are drawn from the CHR Turnover Tool, which Hinkin and Tracey created for the hotel industry. Hinkin and Tracey present preliminary data from that tool in their new report, "Development and Use of a Web-Based Tool to Measure the Costs of Employee Turnover: Preliminary Findings," which is available at no charge from the CHR's website, 
http://www.hotelschool.cornell.edu/chr/research/centerreports.html.

Visitors to the CHR website are invited to use Hinkin and Tracey's turnover-cost calculator which is also available at no charge. Hinkin and Tracey are hoping that more hotel operators will add their figures to the database so that they can calculate turnover costs for more positions. Without identifying their hotel, managers can plug their own figures into the Tool and determine what turnover is costing them for specific positions. The result will be industry-wide turnover-cost statistics for several positions.

“We began building this calculator when a hotel manager asked us how much it was going to cost him to lose a valuable executive chef,” Tracey recalled. “Sadly, we could not answer the question as comprehensively as we would have liked, but we resolved to find out. Instead of estimates, we want to be able to share actual figures for various positions. We’d like to encourage hotel managers to participate in this important effort.”

All CHR Reports and Tools are available from the Center's web site, www.chr.cornell.edu. Thanks to the support of the partners listed below, all CHR Reports and Tools are made available free of charge. 

