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ABSTRACT

A plethora of research has been conducted on job satisfaction and employee retention
in industries where service-customer interactions are heavily involved, such as in medical
cares, education, and engineering. By contrast, similar research in the catering industry,
where customer interactions are typically brief, has been overlooked. Empirical evidence
from a managerial perspective is therefore much needed to shed light on personnel
management in the catering industry. In a catering business, the role of store manager is
crucial in many respects such as the overall performance, employees’ appraisal and service
quality reassurance. While leadership style is generally perceived as an important factor,
empirically research in this regard is scarce in catering industry. This study conducts a
survey to identify the relationship between job satisfaction and employee retention. Using
leadership style as moderator, this study attempts to explore the difference between the
paternalistic leadership in Chinese culture and the Western delegators leadership. 500
questionnaires were administrated and the response rate is about 80%. Regression analyses
indicate that employee retention is positively influenced by job satisfaction, but no
significant effect is found between the job characteristic and employee retention. Leadership
plays as a moderator, to a varying degree, depending on actual managerial circumstances.
Based on these findings, several managerial advices are provided for management and

practitioners in catering industry.

Keywords: Job Satisfaction, Paternalistic Leadership, Empowerment Leadership, Employee

Retention, Catering Industry
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