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Forward-Looking Statements Disclaimer/Risk and Uncertainties: 

Some of the statements in this report that are not historical facts are “forward-looking 
statements.” Such forward-looking statements are associated with certain risks and 
uncertainties which could cause actual outcomes to differ substantially from those predicted in 
this report. 

 
Neither the researchers nor the Institute for Service Research (ISR) can be held responsible for 
any actions / decisions that might be influenced by the contents of this report. 
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Executive Summary 
 

For many years, the Hampton Roads Region of Virginia has experienced chronic hospitality 

workforce shortages.  The purpose of this research project is to identify causes and potential 

solutions to this problem. This Phase I report details the research findings related to identifying 

causes.  A Phase II report that will be delivered this December will present tiered solutions. 

 

Regarding causes of the chronic workforce shortages, the qualitative and quantitative iterations 

conducted in this research project have yielded the following key take-aways (KTs): 

 

Low Starting Salaries: 

KT #1:  
Low starting salaries are one of the top two leading determinants of Hampton Roads’ chronic 
hospitality workforce shortages (the other being work-family balance). 
 
KT #2:  
Phase II in this research project should explore ways to cut costs in a responsible fashion in 
both hotels and restaurants so that starting salaries can be higher in these sectors.  For 
instance, refreshing sleeping rooms on stay-over nights in hotels may no longer be standard 
going forward (to be determined by brands).  In restaurants, scanning QR codes to retrieve 
menus might permanently replace physical menus in many settings. 
 
KT #3:  
Low starting salaries are a bigger determinant of workforce shortages in the hotel sector than in 
the area’s hospitality industry overall. 
 
KT #4:  
While hiring bonuses are a nationwide industry norm during summer 2021, moving beyond the 
current year, publicizing hiring bonuses may not attract the necessary workforce because such 
programs might signal a “we’ll hire anyone” mentality.  
 
KT #5:  
With regard to employment benefits, Phase II in this research project should explore better 
parking alternatives for the workforce at the Virginia Beach oceanfront and possibly in/around 
Waterside (Norfolk) as well. 
 

Lack of Work-Family Balance: 

KT #6:  
Lack of work-family balance is one of the top two leading determinants of the Hampton Roads 
hospitality workforce shortages. 
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KT #7:  
Lack of work-family balance is more pronounced in the hotel sector than in the restaurant 
sector. 
 
KT #8:  
Work-family balance is more problematic among front-of-the-house staff compared to the 

back-of-the-house. 

KT #9:  
Work-family balance is more problematic among full-time staff compared to part-time staff. 
 
KT #10:  
Work-family balance is more problematic for members of management compared to non-
management. 
 
KT #11:  
Both low starting salaries and work-family balance are the leading determinants of workforce 
shortages with or without the COVID-19 pandemic. 
 
KT #12:  
Phase II of this project should identify strategies Hampton Roads hospitality can adopt to 
decrease employee work-family conflict particularly in the employment segments recording 
elevated levels of WFC (hotels; front-of-the-house; full-time; management). 
 

Mediocre Career Earnings: 

KT #13:  
Those not working in the industry (both never and past) have unrealistically low perceptions of 
earnings that can be garnered in the industry. That is, perceptions of career earnings potential 
by those currently working in the industry are better than the perceptions possessed by those 
outside the industry. 
 

Mediocre Perceptions of Job Security: 

KT #14:  
Perceptions of job security held by those working in the industry can be improved.  
 
KT #15:  
Phase II of this project should identify strategies for participatory place branding which can 
bolster industry-wide perceptions of job security. 
 

Room to Improve Work Environment: 

KT #16:  
Those not working in the industry (both never and past) have unrealistically low perceptions of 
hospitality working environments. Stated differently, the actual work environments 
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experienced by those currently working in the industry are rated better than the perceptions 
possessed by those outside the industry.  
 
KT #17:  
There is room to improve hospitality work environments.  Phase II of this project should 
consider incorporating the following tactic:  
Whenever possible, hospitality establishments should attempt to have a comfortable outdoor 
break area for associates screened from guest view.   
 
KT #18:  
There is room to improve hospitality work environments.  Phase II of this project should 
consider incorporating the following tactic:  
Sanitation related to garbage removal can be improved at the Virginia Beach oceanfront.  In 
morning hours, the odor along the east sidewalk of Atlantic Avenue can be repugnant. Such 
odor is not only experienced by guests but also is the first encounter of many associates as they 
arrive at work. 
 

Luke-Warm Perceptions Held by Those Who Have Never Worked in Hospitality: 

KT #19:  
Individuals who have never worked in the hospitality industry possess lower perceptions of 16 
of 20 career dimensions than those currently working in the industry. 
 
KT #20:  
Overall, individuals who have never worked in the industry possess realistic impressions of the 
workload, issues related to work-family balance, potential for travel, and starting salaries. 
 

Poor Perceptions Held by Past Hospitality Workforce Members: 

KT #21:  
Past hospitality workforce members possess lower perceptions of all 20 career dimensions than 
those currently working in the industry. 
 
KT #22:  
Past hospitality workforce members possess lower perceptions of most career dimensions 
relative to those who have never worked in the industry. 
 
KT #23:  
Some of the negative perceptions pertaining to working in the hospitality industry stem from 
past workforce members communicating negative sentiment. 
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Hospitality Education Gaps in Hampton Roads: 

KT #24:  
Phase II of this project should consider exploring the following initiative(s): 
One or more of the below schools should consider offering a 4-year degree program in 
hospitality management:  

➢ Christopher Newport University (public) 
➢ Old Dominion University (public) 
➢ Regent University (private) 
➢ Virginia Wesleyan University (private) 

 
KT #25:  
Phase II of this project should consider incorporating the following initiative: 
The hospitality management degree program at Norfolk State University could be significantly 
grown and strengthened with the proper strategic resources. Such strategic resources might 
include, for example, more industry partnerships that can fund endowed faculty positions, 
state-of-the-art teaching facilities, executive-in-residence programs, student research and 
externship projects, and student scholarships.   
 
KT #26:  
The casinos coming to both Norfolk and Portsmouth further underscore the need for more 4-
year hospitality management degree programs in/near Hampton Roads.  Schools may also 
consider adding a certificate program in casino management for individuals not seeking a 
degree but advancement in professional education. 
 
KT #27:  
Phase II of this project should derive recommendations for arranging single-unit operators 
better representation at college career fairs. 
 

Inability of Local Labor Pool to Staff Shortages During Prime Tourism Season: 

KT#28:  
Until significant numbers of seasonal worker populations who are not included in labor force 
statistics [for example: high school students, college students, retirees] can be attracted to the 
sector, legal foreign workers will be needed to staff many openings during the prime tourism 
season in Hampton Roads. 
 
KT#29:  
Phase II of this project should identify tactics for making Hampton Roads a more inviting and 
welcoming employment destination for J1 visa workers. 
 
KT#30:  
Phase II of this project should derive ways by which to attract more seasonal workers from the 
local resident population; for example: high school students, college students, military spouses, 
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and retirees. Before this can happen in a meaningful way, the low industry perceptions 
discussed earlier in this report need to be amended. 
 
KT#31: 
Filling positions during prime season will mandate offering better experiences for part-time 
staff (Phase II of this research project to offer various solutions). 
 
KT#32: 
The relatively high satisfaction rating of those working at the oceanfront can be incorporated 
into seasonal recruiting messaging. 
 
 
 
 
 

{Introduction section begins on next page}  
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SECTION 1. Introduction  
 

1.1. Purpose of this Study 
 

As one might suspect based upon reading the below headlines, Hampton Roads has 

experienced a very severe hospitality staffing shortage during 2021.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As will be demonstrated in the coming section, the hospitality and tourism staffing shortage has 

been a nationwide problem throughout 2021.  While significantly magnified in the past year, it 

is germane to note here that staffing shortages have been a chronic problem in the Hampton 

Roads hospitality sector for many years.  Therefore, the purpose of this research project is to 

employ both primary and secondary data to derive a path for remedying this ongoing problem. 

While government benefits such as expanded unemployment and eviction moratoriums during 

the pandemic exacerbated hospitality workforce shortages, to reiterate from above, the aim of 

 

 

Source: Head, L. (August 14, 2021) 

Source: Hall, B. (July 17, 2021) 



_________________________________________________________________________________ 
PHASE I: Identifying Determinants of Workforce Shortages 
Institute for Service Research                                                                                                                         15 

this project is to identify causes and remedies of the chronic shortages that have been 

witnessed for a long time in Hampton Roads.   

As will be described in the forthcoming research methods section, this current report addresses 

causes of the chronic shortages and a subsequent Phase II Report (December 2021) will present 

tiered solutions. 

 

1.2. Snapshot of National Media Coverage of Hospitality Staffing 

Shortages 
 

1. "For our industry, after the last shutdown, people moved on because they don't trust the 
industry," Rummer said. "They needed a more stable job. "Staffing struggles in our industry 
is the new normal," McLeod said. "I think that's something we'll struggle with for the next 
year." (Campbell, 2021). 
 

2.  Hoteliers have had to pull back on housekeeping because of labor shortages. Service 
cutbacks that some places find they must risk alienating customers, said Henry Harteveldt 
of Atmosphere Research Group, a market-research firm. "It's very, very difficult to earn 
customer loyalty. It's frighteningly easy to lose it," he said. 
 

3. According to the Wall Street Journal, the rate of hotel and food-service workers quitting 
their jobs was at a two-decade high in April 2021, and data from hiring sites show more 
workers pivoting away from the sector. Of recreation and travel workers who updated their 
LinkedIn profiles with a new job in April 2020, 79% reported working in a different industry, 
according to the professional-networking site. The percentage stayed close to that level 
through the first part of this year, with many going to software and IT, finance, and 
healthcare. By contrast, in April 2019, 58% of job changers from the recreation and travel 
sector transitioned to a new industry. 

4. Economists say the hospitality industry might adjust and settle back into a labor-
force equilibrium when more employers raise wages, but Nela Richardson, chief economist 
at payroll processor ADP, said there are precedents for labor markets to shift and create 
long-term worker shortages. "In 2008, when there was a real pullback in construction, many 
workers were immigrants and went back to South America. We have shortages there to this 
day," she said. 
 

5. Seasonal workers already are a staple of the retail, hospitality industry, as well as weather-
related industries such as construction and agriculture. Now manufacturers are increasingly 
turning to such workers -- from concern about a shortage of skilled workers and a need to 
sustain productivity gains. Even with the economy growing, companies remain cautious 
about hiring, particularly in the highly competitive goods-producing sector. In some cases, 



_________________________________________________________________________________ 
PHASE I: Identifying Determinants of Workforce Shortages 
Institute for Service Research                                                                                                                         16 

workers who want full-time work year-round can only find seasonal or temporary 
opportunities. For example, Sony Electronics Inc., a unit of Tokyo-based Sony Corp., plans to 
hire 500 full-time seasonal workers at its plant near Pittsburgh during its peak season of 
August to January. Workers will be offered an hourly wage, health-care benefits, paid 
vacation, and the company's 401(k) retirement plan. In the off-season, workers can extend 
healthcare benefits through Cobra, the program that provides continued health coverage at 
group rates to former workers. "The seasonals is a group that we hope will come back year 
after year, and it's also the group from which we'll be picking full-time staff," says Michael 
Koff, spokesman at Sony Technology Center (Maher, 2021). 
 

6. Restaurants currently are struggling with higher food costs, food item shortages, 
and labor shortages (Chen, Haddon, and Weber, 2021). 
 

7. It’s a Workers’ Market (Mason, 2021). 
 
 

The Impact of COVID-19 Shutdowns 

 
1. COVID-19 shutdowns were hard, but reopening is harder. 

 
2. The layoffs and furloughs hurt employees, impacted their loyalty, and forced many to re-

invent themselves. 
 

3. Those that remain are experiencing the grind of high demand while being understaffed. 
"Limited staffing stresses out the ones who show up to work."  

 

4. Some workers who hesitate to return have cited the stress of dealing with customers who 
balk at mask-wearing and complying with health guidelines, as well as kitchen working 
conditions. "It's 90 degrees in the summer in our kitchen," said Larry Maggio, "and we're 
wearing masks." 
 

5.  According to a Deloitte survey, COVID-19 hit low income women working in hospitality the 
hardest.  It added more demands on women than men and 1 in 4 women are considering 
leaving the workforce due to overstretch and lack of affordable good childcare and after 
school programs. More specifically, 57% plan to leave their current employer within the 
next two years - low loyalty.  

 
6. Some hospitality firms are treading lightly on requiring vaccinations/masks on customers 

causing many to be concerned with Delta variants.  Wearing masks all day can be 
challenging for employees. 
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Discussions of Short-Term Strategies in the National Media 
 

1. Job fairs are a mixed bag" (Nguyen, 2021). 
 

2. Operators are battling back with tactics ranging from higher pay, signing bonuses and perks 
for workers to technology such as tablets where cafe customers self-order (Klein, 2021). 
 

3. Many are hiring younger less experienced staff and issuing them badges that say they are in 
training - a gentle nod to customers to be more understanding. 
 

4. Signing bonuses are unsustainable in its competitive advantage since employees are job 
hopping for small raises. 
 

5. Some hotels are asking hotel guests to opt in to add tips to employees at check in - asking 
guests to recognize employees for their effort/work. 
 

6. An emphasis is on retaining current employees. Charley Noble recently reduced its opening 

hours because of a staff shortage. The decision was made, in part, to protect "exhausted" 

workers from being "stretched too thin", a manager from the restaurant said (Te Ora, 

2021). 

 

7. Some operations are using federal relief to offset revenue losses while available. The $28.6 
billion Restaurant Revitalization Fund administered by the U.S. Small Business 
Administration can be used under proper terms to cover expenses such as payroll, rent and 
utilities, as well as some equipment costs (Berg, 2021). 
 

8. Higher prices must reflect higher wages and more staff benefits. "Canlis is more expensive 
now than it's ever been, and you're eating in a yurt outdoors in a parking lot," says Mr. 
Canlis, who provided healthcare to staff who worked through the pandemic. He sees more 
restaurants adopting these practices. The same way guests have developed an 
understanding and appreciation for a restaurant's sustainability and sourcing practices, 
"you're going to see the exact same thing from a human capital standpoint," he says. John 
deBary, the co-founder and board president of the Restaurant Workers' Community 
Foundation, a restaurant worker advocacy nonprofit, predicts a 20% increase in menu 
prices for restaurants that change their labor practices (Ma, 2021). 
 

9. Fine dining customers will continue to see more limited menus. During the pandemic, 
Maydan in Washington, D.C., switched from an a la carte menu to a set, family-style menu, 
which helped the restaurant better predict and control its food orders, says owner Rose 
Previte. She doesn't know if the restaurant will ever go back to a la carte. Dirt Candy in 
Manhattan used to have two extensive high-end tasting menus and has since pared back to 
one five-course tasting menu at dinner in addition to all-day a la carte options, decreasing 
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food costs significantly, says owner and chef Amanda Cohen. She plans on sticking with a 
smaller menu in the future (Ma, 2021). 
 

10. Many operators are rethinking pay scales.  COVID-spurred closures gave some restaurant 
owners an opportunity to address what some view as an unfair pay divide between front 
and back-of-the-house staff. Mr. Jew eliminated tipping at his restaurant during the 
pandemic in favor of a 15% service charge divided between staff based on a point system 
tracking tenure and responsibility. Diana Davila, chef and owner of Chicago's Mi Tocaya 
Antojeria made a similar move. It isn't fair for a server to make $80,000 a year while a cook 
makes $40,000, she says, since guests tip not just on service but on also cleanliness, 
ambience, food and beverage. Although eliminating tipping isn't new, the pandemic 
accelerated shifts that were already happening, with more restaurateurs thinking about 
worker well-being and revising pay structures, says Mr. deBary (Ma, 2021). 

 

Discussions of Long-Term Strategies in the National Media 
 

1. Some industry leaders recommend lobbying Congress to ease foreign worker 
restrictions: The U.S. had over 9.2 million job openings in May, the highest monthly 
number on record, and many employers complain about the difficulty of finding 
candidates. Some are recommending boosting immigration to ease the labor shortage 
(Schnurman, 2021).  Foreign college student workers might also be a viable labor source 
(Hackman, 2021). 
 

2. Some industry analysts suggest seeking non-traditional employees such as legal aliens 
resettling in the U.S. For instance, a plant in the U.S. has hired more than 200 workers 
from the Southeast Asian country known as Burma. In a less recent case, most of the 
new legal hands came from a large refugee population that had been resettled in 
Houston, Texas (Jordan, 2008).  Maine's Republican governor is pursuing an 
unconventional strategy to help ease the state's labor shortage: releasing nonviolent 
offenders from prison early to get them back to work. The program by Gov. Paul 
LePage's administration is starting small. The sentences of 17 male inmates who 
committed low-level offenses were commuted. The administration is now 
contemplating a similar move among the female prison population and is also eyeing 
possible commutations in county jails. 
 

3. Some experts advise making a conscious effort to add more ethnic diversity to 
management teams (Al-Muslim, 2021). 
 

4. Industry analysts indicate that it should be accepted that technology is transforming 
restaurants and hotels. Experts have warned for years that robots will replace some 
humans in restaurants. A twist on that prediction is unfolding. Amid the lowest 
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unemployment in years, fast-food restaurants are turning to machines -- not to get rid 
of workers, but because they can't find enough (Jargon and Morath, 2018). 
 

5. Since the pandemic started, consumer-facing technology has changed the way the 
hospitality industry operates. From digital menus accessed via QR codes to self-ordering 
and self-payment on cellphones, the dining experience is witnessing a transformation. 
Diners have quickly adapted to this new normal, and trends across the globe indicate 
they want to have as much control over their dining experience as possible, both now 
and beyond the COVID-19 crisis. But for some diners, a completely server-free dining 
experience isn't necessarily what they're searching for, even if their restaurant has great 
contactless options. For many innovation-focused operators in the industry, the swift 
implementation of contactless technology alongside a robust digital-first, on-premises 
guest-experience plan has meant that the role of the server is transforming. While 
having self-service options are critical, server assistance is still sought out and it's in this 
space that the role of the server can be elevated into a more rewarding one for them, as 
well as a better experience for the guest. The right technology has the power to free 
servers from simply ferrying food, manually placing orders and taking payments. It can 
let them be more present with their tables, add significant value through more 
meaningful guest interactions and reap the rewards: improved job satisfaction and 
increased tips. 

 

Reminder that this is Not a Completely New Problem 

 

In this snapshot of media coverage, it is important to reiterate that hospitality workforce 
shortages around the globe have received media coverage for a number of years. 

 

 

 

 

 

 

 

 

 

Headline from                   

15 years ago 

Source: Coy, J. (January 4, 2006) 
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Myriad factors such as declining birth rates, aging of baby boomers, and increased life 

expectancy have all contributed to the workforce shortage in the past 10-15 years (Coy, 2006). 

Moreover, specifically in the United States, the tragic opioid epidemic that peaked from 2008 - 

2015 also served to shrink the available workforce (Currie and Schwandt, 2021; Lawrence, 

2021). Sadly, in 2015 alone, more than 33,000 Americans died from opioid overdoses 

(Lawrence, 2021).  In summary, the point here is that the COVID-19 pandemic has further 

intensified an existing labor shortage problem.  

 

 

 

{Research methods section begins on next page} 
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SECTION 2. Research Methods 
 

This report (Project Phase I) addresses the “why” of the hospitality workforce shortages.  Phase 

II of this project (to be delivered December 7th) will offer tiered solutions for rectifying the 

shortages.  As seen in Figure 1, Phase I combines quantitative and qualitative research 

iterations and uses both primary and secondary data sources.  This research methods section 

provides detail regarding how this is performed.  

 

 

 

 

 

FIGURE 1: RESEARCH APPROACH FOR THE CURRENT PROJECT 
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2.1. Synthesis of Existing Research 
 

Assuming that Hampton Roads’ experience with labor shortages is not unlike other 
communities across the US and globe, this project conducted an extensive review of newspaper 
investigative reporting looking for what are the challenges and creative short and long term 
solutions to the problems. The databases utilized were Newspaper Source Plus, the Wall Street 
Journal and the APA Wire.  A total of 996 articles were reviewed published between January - 
August 2021. 
 
In addition to the above described popular press sources, the academic research contains 
scientifically valid and reliable peer-reviewed studies pertaining to workforce recruitment and 
retention.  This body of scientific research knows no geographic borders and represents the 
collective work of the top researchers from around the globe.  These scientific studies were 
drawn upon as a resource in informing the causes and potential solutions of the hospitality 
workforce shortages in Hampton Roads.  While the complete citations for any of the cited 
articles can be found in the reference section of this report, the below examples are provided 
to illustrate the cross-disciplinary nature of gathering information for a comprehensive solution 
to the current situation: 
 

➢ International Hospitality Review 
➢ International Journal of Contemporary Hospitality Management 
➢ International Journal of Hospitality Management 
➢ International Review of Management and Marketing 
➢ Journal of Applied Psychology 
➢ Journal of Applied Social Psychology 
➢ Journal of Hospitality & Tourism Education 
➢ Journal of Teaching in Travel & Tourism 
➢ Workplace Development 

 

2.2. Industry Wage and Benefit Analysis 
 

This research gathered data from the following three sources to build pay comparison models 

with other industries: 

➢ Glassdoor 

➢ U.S. Bureau of Labor Statistics 

➢ ZipRecruiter 

Three secondary data sources were used because each is subject to its own limitations. For 

instance, ZipRecruiter offers the following categories for a given job position: top earners, 75th 

percentile, average, and 25th percentile.  Interestingly, these data points were sometimes lower 
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than the mean / medians derived when tabulating hourly rates using current postings on 

Glassdoor. The U.S. Bureau of Labor Statistics is a reliable source of earnings data but is limited 

in that it is not possible to accurately tease-out earning data for specific position categories only 

in Hampton Roads.  

Given the trade-offs between advantages and disadvantages associated with each data source, 

a data triangulation method was employed in this study to derive pay ranges. It is thought that 

all but the outliers fall within the ranges reported in this research.  The identified ranges are, 

therefore, referred to a ‘central tendencies’ in this report. 

 

2.3. Estimation of Size of Potential Workforce 
 

The U.S. Bureau of Labor Statistics maintains data for the size of the hospitality workforce in 

Hampton Roads. To estimate the size of the labor shortage during summer 2021, differences 

were tabulated using data recorded during summer 2019.  That is, summer 2019 was used as a 

proxy for where the staffing levels should have been during summer 2021.   

Unemployment data, also furnished by the U.S. Bureau of Labor Statistics, was then used to 

estimate the portion of the unemployed that would be needed to rectify the hospitality 

workforce shortage.  Because people who are neither employed nor unemployed (e.g. retirees, 

students) are not included in the labor statistics, opportunities for closing the workforce gap 

will address this point later in this report (and in the subsequent Phase II report). 

 

2.4. Workforce Survey 
 

A workforce survey was administered in this project to both current hospitality workforce 
members and local residents not currently employed in the hospitality sector (survey 
instrument contained in Appendix A). The main section of the survey contained a 20-item 
career preferences scale developed, purified, and previously employed by (Daskin, 2016; 
Richardson, 2009; Richardson and Butler, 2012).  The scale assessed what respondents seek in a 
career field as well as their perceptions of the hospitality industry. 
 
The survey was publicized through numerous channels.  Members of the current hospitality 
workforce learned about the survey through members of this project’s research advisory board, 
various trade associations, and/or through email and social media announcements by DMOs 
across Hampton Roads.  A member of the research team visited hotels and restaurants to 
encourage participation. Moreover, a driver for a food delivery company distributed survey 
announcements to restaurants.  A $100 Visa gift card was raffled as a survey completion 
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incentive for hospitality workers.  Respondents outside of the hospitality workforce were 
solicited by a reputable 3rd party marketing research firm. 
 
The above efforts  yielded statistically valid samples of the Hampton Roads hospitality and non-
hospitality workforce segments (hospitality = 431; non-hospitality = 411).  Appendices B-D in 
this report provide the characteristics of the respondents. 
 
The workforce survey, both for hospitality and non-hospitality respondents, was hosted on the 
Qualtrics platform which is widely regarded as the most robust hosting platform on the market. 
Qualtrics has many user friendly features such as the ability for a respondent to pause a survey 
and continue later.  All Qualtrics survey templates are mobile optimized, but this is not a 
feature that was actively promoted in this study due to the length of the survey.   
 
The Institute for Service Research (ISR), specifically Vince Magnini, John Crotts, and Muzzo 
Uysal (see investigator bios at end of report), analyzed the two datasets using a combination of 
software platforms.  For the hospitality sample, basic queries such as mean distributions and 
cross-tabs were performed within the Qualtrics surveying dashboard.  Further, both the 
hospitality and non-hospitality datasets were also exported into Microsoft Excel where many of 
the statistical analyses were conducted.  In addition, ISR migrated the Excel files into a software 
program more suitable for advanced modeling and analyses known as the Statistical Package 
for the Social Sciences (SPSS).  Advanced queries requiring statistical correlational or 
multivariate analyses were performed in SPSS. 
 

 

2.5. Industry Exit Interviews 
 

As seen in Figure 1, phase I of this research project incorporated industry exit interviews for the 

purpose of adding an additional layer of insights to contextualize factors surrounding the 

chronic workforce shortages experienced for years by the hospitality sector in Hampton Roads. 

The subjects for these interviews were very specific in this case and were required to meet the 

below criteria.  In other words, this research sought subjects who:  

1) Were passionate enough about hospitality to earn a bachelor’s degree in the field;  

2) Had a strong interest in working in hospitality management in Hampton Roads; and 

3) Since exited the industry and/or the region. 

The principal investigator in this project, Vince Magnini, located seven individuals meeting all of 

the above criteria and interviewed them individually during September 2021.  While the 

subjects were assured anonymity, some descriptive characteristics are provided in Appendix E. 

The interviews were semi-structured and probed why they exited the sector and why they 

believe others (both management and non-management) exit the sector.  Lastly, they were 
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asked to offer some suggestions for improvement with regard to the image and positioning of 

the Hampton Roads hospitality industry as a place in which a rewarding career can be secured. 

 

 

 

{Findings section begins on next page} 
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Findings 

  

P.C. 4 
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SECTION 3. Findings: Determinants of Workforce Shortages 

3.1. Low Starting Salaries 
 

As seen in Figure 2, workforce members were asked both importance and performance 

questions for all career dimensions including starting salary. 

 

 

 

 

 

 

The results of these questions reveal the most urgent importance versus performance gap to be 

rectified in the Hampton Roads hospitality sector. The overall score for the importance item 

was a 4.48 out of 5.  In contrast, the overall score for the performance question was a 3.38 out 

of 5. The combination of these scores places starting salary very low and to the right in the 

importance versus performance matrix contained in Table 1. This gap between high importance 

and low performance must be shored-up if the labor shortage dilemma is to be placated. 

 

  

 

FIGURE 2: IMPORTANCE VERSUS PERFORMANCE SURVEY QUESTIONS: GOOD STARTING SALARY 
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Between Group Analyses (Performance Dimension)* 

Hotel Not 
Sig. 

Mean = 3.31 Std. Dev. = 1.223 No significant difference 
between groups Restaurant Mean = 3.38 Std. Dev. = 1.190 

 

Front-of-house Not 
Sig. 

Mean = 3.42 Std. Dev. = 1.199 No significant difference 
between groups Back-of-house Mean = 3.46 Std. Dev, = 1.232 

 

Full-time Not 
Sig. 

Mean = 3.37 Std. Dev. = 1.252 No significant difference 
between groups Part-time Mean = 3.40 Std. Dev, = 1.133 

 

Management Not 
Sig. 

Mean = 3.31 Std. Dev. = 1.234 No significant difference 
between groups Non-management Mean = 3.51 Std. Dev, = 1.226 

*For all workforce survey results in this project: 
Strongly Agree = 5; Strongly Disagree = 1 [see Figure 2 and Appendix A]. 
 

TABLE 1: STARTING SALARIES IMPORTANCE VERSUS PERFORMANCE 

All other 

facets with 

no gaps 
IMPORTANCE 

(High) 

PERFORMANCE 

(High) 
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As listed in Table 1, a number of between groups independent samples t-tests were calculated. 

None of these t-tests detected statistically significant differences between groups. More 

specifically, hotel and restaurant staff are equally unsatisfied with starting salaries.  Moreover, 

starting salary satisfaction levels were equally poor for front-of-the-house vs. back-of-the-

house; full-time vs. part-time; and, management vs. non-management. 

 

3.1.1. Starting Compensation of Hourly Associates 
 

Regarding specific categories of positions, as seen in Figure 3, the central tendency range for 

line cook starting hourly pay is wide in Hampton Roads (central tendency = $12 - $18). This wide 

range is to be expected given the various skill levels that a line cook could possess.  Based upon 

the collected data it seems that most line cooks in Hampton Roads now make more than the 

national median reported by the U.S. Bureau of Labor Statistics of $13.10. It is plausible that a 

line cook could earn more in another type of job in Hampton Roads that requires no previous 

experience such as an assembly or warehouse job.  Increasing the pay slightly for line cooks 

could eliminate many of these situations.  Some line cooks might view the hospitality industry 

as a more career-oriented path as opposed to an assembly or warehouse job that might have 

less room for within-industry horizontal or vertical progression opportunities. 

 

 

 

{Figure 3 presented on next page} 
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FIGURE 3: LINE COOK STARTING HOURLY RATES (CENTRAL TENDENCIES) COMPARED TO LOW 

BARRIER TO ENTRY JOBS IN OTHER SECTORS 
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Another reason to maintain or strengthen pay rates for line cooks is that  their demand is 

forecasted to grow significantly in the current decade. As seen in Table 2, the U.S. Bureau of 

Labor Statistics places cooks in the top 10 careers for growth from 2020-30. 

 

  

 

Source of screenshot: 

https://www.bls.gov/ooh/fastest-growing.htm 

TABLE 2: TEN OCCUPATIONS WITH THE HIGHEST PROJECTED PERCENT CHANGE OF EMPLOYMENT 

BETWEEN 2020-30 
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In terms of front desk agents (Figure 4), while many low barrier to entry assembly and 

warehouse positions pay substantially more than front desk jobs, many ideal front desk 

candidates might shy-away from assembly and warehouse jobs due to the physical demands 

and monotony sometimes associated with those types of roles.   The more direct competitor 

for front desk agents might, in fact, be various retail settings. An advantage, however, held by 

front desk positions is that retail is not a secure space with an increasing number of consumers 

becoming accustomed to using online shopping platforms during COVID. As such, in many 

cases, the hospitality sector offers more opportunities for horizontal and vertical career 

advancement relative to retail. 

 

 

 

  

FIGURE 4: FRONT DESK AGENT STARTING HOURLY RATES (CENTRAL TENDENCIES) COMPARED TO 

LOW BARRIER TO ENTRY JOBS IN OTHER SECTORS 
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Regarding housekeepers, as seen in Figure 5, the central tendency range for housekeeper 

starting pay in Hampton Roads is in the window of $11-$14.  Based upon the collected data it 

seems that most housekeepers in Hampton Roads now make more than the national median 

reported by the U.S. Bureau of Labor Statistics of $10.99. It is plausible that a housekeeper 

could earn more in another type of job in Hampton Roads that requires no previous experience 

such as an assembly or warehouse job.  Increasing the pay slightly for housekeepers could 

eliminate many of these situations.   

 

  FIGURE 5: HOUSEKEEPER STARTING HOURLY RATES (CENTRAL TENDENCIES) COMPARED TO LOW 

BARRIER TO ENTRY JOBS IN OTHER SECTORS 
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3.1.2. Starting Compensation of Entry-Level Managers 
 

With regard to recruiting entry-level managers, the starting salaries for these positions are low 

in comparison to many other business sectors.  Average starting salaries of hospitality and 

tourism management (HTM) graduates are low in comparison to the starting salaries in many 

fields (see Figure 6).  For example, the starting salaries in HTM are typically lower than those in 

several other business disciplines (e.g. accounting; finance) and lower than those in many 

technical fields (e.g. electrical engineering; mechanical engineering). Because average starting 

salaries is a metric frequently considered by prospective students and guardians, it is suspected 

by this project’s researchers that this might be a reason why some colleges and universities in 

the Commonwealth might be reluctant to initiate HTM programs. 

 

 

 

FIGURE 6: ENTRY-LEVEL HOSPITALITY MANAGEMENT (CENTRAL TENDENCIES) COMPARED TO 

ENTRY LEVEL SALARIES FOR OTHER UNDERGRADUATE MAJORS 
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The central tendency ranges presented in Figure 6, were estimated by this project’s research  

team by examining scores of career salary profiles on the U.S. Bureau of Labor Statistics 

websites and extrapolating these estimated ranges. There are some exceptions to low starting 

salaries in HTM; for instance, in the quick casual restaurant sector.  It is also prudent to note 

that if a hospitality management degree program is nested within a unit in a university that also 

offers programs in outdoor recreation, then many entry-level hospitality salaries are above the 

typical earnings in these fields (https://www.horizonhospitality.com/hospitality-

jobs/hospitality-salary-guide/). 

 

3.1.3. Benefits Comparisons 
 

Regarding benefits other than starting pay, a review of Glassdoor.com does not reveal any 

significant differences between benefits (e.g. health insurance coverage) of hospitality and non-

hospitality employers in Hampton Roads.  This comparison does not include government (local, 

state, or military) because government agencies are often better equipped with benefits than 

the private sector.  Likewise, as with any private sector industries, the size of the firm is often 

correlated with the strength/cost of the benefit package available [larger the firm = better the 

benefits package].   

It was anticipated by the research team that hotel management respondents would have rated 

opportunities for travel as a more salient benefit than the ratings collected from hourly hotel 

associates or from the restaurant sector.  This prediction was formulated due to the common 

practice in the hotel sector of taskforce management assignments. Interestingly, this prediction 

was not supported: the means were in the predicted direction, but the differences between the 

means were not statistically significant. This finding can perhaps be explained by the fact that 

several of the hotel firms that operate in Hampton Roads do not own or manage properties 

outside the region. 

Also regarding benefits, a common refrain in this study’s industry exit interviews was the 

difficulty and cost associated with parking at the Virginia Beach oceanfront. As explained by one 

informant, forfeiting an hour’s wage to pay for parking for a shift is a tough pill to swallow for 

many members of the workforce. 

 

  

https://www.horizonhospitality.com/hospitality-jobs/hospitality-salary-guide/
https://www.horizonhospitality.com/hospitality-jobs/hospitality-salary-guide/
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In summary, the findings detailed in these starting salary and benefits sections can be 

summarized with the following key takeaways (KTs): 

KT #1:  
Low starting salaries are one of the top two leading determinants of Hampton Roads’ chronic 
hospitality workforce shortages (the other being work-family balance). 
 
KT #2:  
Phase II in this research project should explore ways to cut costs in a responsible fashion in 
both hotels and restaurants so that starting salaries can be increased in these sectors.  For 
instance, refreshing sleeping rooms on stay-over nights in hotels may no longer be standard 
going forward (to be determined by brands).  In restaurants, scanning QR codes to retrieve 
menus might permanently replace physical menus in many settings. 
 
KT #3:  
Low starting salaries are a bigger determinant of workforce shortages in the hotel sector than in 
the area’s hospitality industry overall. 
 
KT #4:  
While hiring bonuses were a nationwide industry norm during summer 2021, moving beyond 
the current year, publicizing hiring bonuses may not attract the necessary workforce because 
such programs might signal a “we’ll hire anyone” mentality.  
 
KT #5:  
With regard to employment benefits, Phase II in this research project should explore better 
parking alternatives for the workforce at the Virginia Beach oceanfront and possibly in/around 
Waterside (Norfolk) as well. 
 
 
 
 

{Work-family balance section begins on next page} 
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3.2. Lack of Work-Family Balance 
 

Primarily due to operating hours outside of typical ‘business hours’, work-family conflict (WFC) 

is a central topic in hospitality human resources research (Magnini, 2009;  Zhao and Ghiselli, 

2016).  Table 3 depicts how work-family balance falls in quadrant IV (the problematic quadrant) 

in this study.  As such, the issue should be addressed head-on when attempting to remedy 

chronic workforce shortages.  While, in most cases, it is not possible to amend operating hours, 

a number of factors such as perceived organizational support can reduce employees’ 

perceptions of [and stress levels associated with] WFC (Hao et al., 2016).  As seen in Table 3, 

particular employment segments are recording elevated levels of WFC: hotels; front-of-house; 

full-time; management. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TABLE 3: WORK-FAMILY BALANCE IMPORTANCE VERSUS PERFORMANCE 

All other 

facets with 

no gaps 
IMPORTANCE 

(High) 

PERFORMANCE 

(High) 
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The importance versus performance matrix presented in Table 3 makes it clear that work-family 

balance is a key driver of workforce shortages in Hampton Roads’ hospitality sector. Any item 

that plots in quadrant 4 (low and to the right) is found to be of above average importance and 

below average performance. As teased-out in Table 3, work-family balance is: 

➢ More problematic in hotels compared to restaurants 

➢ More problematic among front-of-the-house staff compared to back-of-the-house 

➢ More problematic among full-time staff compared to part-time staff 

➢ More problematic for members of management compared to non-management 

 

As depicted in Figure 7, responses to the open-ended survey items asking current workforce 

members to report the worst aspect of working in the industry corroborate the key themes of 

both work-family balance and low pay. While unreasonable demands of guests also emerged as 

a theme, its prominence was more pronounced due to the COVID-19 pandemic, than it would 

have been otherwise. That is, the pandemic section of the survey, identified demanding guests 

as a key challenge (see Appendix F). 

 

{Figure 7 presented on next page} 

  

TABLE 3 CONTINUED FROM PREVIOUS PAGE 
 

 
Between Group Analyses (Performance Dimension) 

Hotel KT 
#7 

Mean = 3.24 Std. Dev. = 1.288 Sig (one-tailed) = 0.037 
*SIGNIFICANT DIFFERENCE Restaurant Mean = 3.52 Std. Dev. = 1.167 

 

Front-of-house KT 
#8 

Mean = 3.35 Std. Dev. = 1.247 Sig (one-tailed) = 0.035 
*SIGNIFICANT DIFFERENCE Back-of-house Mean = 3.64 Std. Dev, = 1.191 

 

Full-time KT 
#9 

Mean = 3.28 Std. Dev. = 1.306 Sig (one-tailed) = 0.037 
*SIGNIFICANT DIFFERENCE Part-time Mean = 3.67 Std. Dev, = 1.101 

 

Management KT 
#10 

Mean = 3.21 Std. Dev. = 1.295 Sig (one-tailed) = 0.001 
*SIGNIFICANT DIFFERENCE Non-management Mean = 3.70 Std. Dev, = 1.123 
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FIGURE 7: THE WORST ASPECT OF WORKING IN THE HOSPITALITY INDUSTRY 

Low Starting Pay 

Work-Family Balance 

Magnified by pandemic 

 
 

 

 

 

 

 

 
 

  

KEY: 
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To reiterate from the introduction of this report, this current research is aimed at identifying 

drivers of chronic hospitality workforce shortages, not solely those shortages prompted by the 

pandemic.  Therefore, due to radical disruptions caused by the COVID-19 pandemic, a 

regression model needs to be calculated with the responses to the following survey question 

serving as a control variable (Figure 8):  

 

 

 

 

 

 

 

 

 

 

 

 

As listed in Table 4, other control variables in the regression model included items such as 

sector of employment (hotel / restaurant), management vs. non-management, employment 

status (full-time, part-time, seasonal), etc.  The independent variables in the model were good 

starting salary and work-family balance.  The dependent variable was overall satisfaction with 

working in hospitality. 

 

 

{Table 4 presented on next page} 

 

 

 

 

 

FIGURE 8: COVID-19 SATISFACTION AS A MODELING CONTROL VARIABLE 
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The results from the regression model (Table 4), serve to verify the notion that the top two 

drivers of hospitality workforce shortages in Hampton Roads – low starting salaries and work-

family balance -  have statistically significant influence on an associate’s overall satisfaction with 

working in the sector even when controlling for the influence of the COVID-19 pandemic.   As 

seen in Table 4, pleasant work environment also exerts a strong / significant impact on overall 

satisfaction.  Nevertheless, as detailed earlier in this report, the importance vs. performance 

gap is not nearly as wide for this work dimension compared to starting salaries and work-family 

balance. 

 

KT #6:  
Lack of work-family balance is one of the top two leading determinants of the Hampton Roads 
hospitality workforce shortages. 
 
KT #7:  
Lack of work-family balance is more pronounced in the hotel sector than in the restaurant 
sector. 
 

TABLE 4: OVERALL SATISFACTION REGRESSION MODEL WITH CONTROL VARIABLES 
  

  
Sum of 
Squares d.f. 

Mean 
Square F Sig. 

Regression 87.623 9 9.736 16.08 0.000 

Residual 150.725 249 0.605     

Total 238.347 258       

            

Variables B SE Beta t Sig. 

(Constant) 2.123 0.3   6.924 0.000 

COVID Satisfaction -0.09 0 -0.114 -2.176 0.030 

Parental Status 0.035 0 0.113 2.171 0.031 
Sector of Employment -0.028 0 -0.036 -0.697 0.486 

Employment Status -0.094 0 -0.113 -2.114 0.036 

Work-Family Balance 0.133 0.1 0.171 2.104 0.036* 

Good Starting Salary 0.11 0.1 0.138 2.032 0.043* 

Binary: Management / Non-management 0.009 0.1 0.005 0.083 0.934 

Binary: Front or Back-of-house 0.186 0.1 0.094 1.762 0.079 

Pleasant Environment 0.327 0.1 0.325 4.698 0.000 

R2 = .368, adjusted R2 = .345      

*Still statistically significant when modeled with control variables.   
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KT #8:  
Work-family balance is more problematic among front-of-the-house staff compared to the 

back-of-the-house. 

 
KT #9:  
Work-family balance is more problematic among full-time staff compared to part-time staff. 
 
KT #10:  
Work-family balance is more problematic for members of management compared to non-
management. 
 
KT #11:  
Both low starting salaries and work-family balance are the leading determinants of workforce 
shortages with or without the COVID-19 pandemic. 
 
KT #12:  
Phase II of this project should identify strategies Hampton Roads hospitality can adopt to 
decrease employee work-family conflict, particularly in the employment segments recording 
elevated levels of WFC (hotels; front-of-the-house; full-time; management). 
 
 
 
 
 
 

{Career earnings section begins on next page} 
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3.3. Mediocre Career Earnings 
 

The importance vs. performance mapping in this study reveals earnings across a career (a.k.a. 

career earnings) need improvement but are not perceived nearly as poorly by those working in 

the industry as starting salaries (see Table 5).  Those working hourly in the industry witness 

first-hand opportunities for overtime earnings, pay increases, and competitors’ management 

teams actively recruiting them once they have established a reputation for being reliable and 

good at their trade.  Likewise, through time, managers become aware of the significant pay 

increases potentially earned by branding oneself and proceeding to mid-level and executive-

level management positions.  In summary, while career earnings need improvement, much of 

this work needs to be done related to starting salaries. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TABLE 5: CAREER EARNINGS IMPORTANCE VERSUS PERFORMANCE 

All other 

facets with 

no gaps 
IMPORTANCE 

(High) 

PERFORMANCE 

(High) 
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As seen in Table 5, no significant differences exist between various segments of the current 

hospitality workforce with regard to perceptions of career earnings.  A finding critical to this 

study, however, is illustrated in Table 6. Specifically, statistically significant gaps exist 

between perceptions of those working in the industry in comparison to those who have never 

worked in the industry and in comparison to those who used to work in the industry.  These 

gaps indicate that those not working in the industry (both never and past) have unrealistically 

low perceptions of earnings that can be garnered in the industry. 

 

 

 

{Table 6 presented on next page} 

 

TABLE 5 CONTINUED FROM PREVIOUS PAGE 
 

 
Between Group Analyses (Performance Dimension) 

Hotel Not 
Sig. 

Mean = 3.44 Std. Dev. = 1.181 No significant difference 
between groups Restaurant Mean = 3.59 Std. Dev. = 1.148 

 

Front-of-house Not 
Sig. 

Mean = 3.54 Std. Dev. = 1.216 No significant difference 
between groups Back-of-house Mean = 3.52 Std. Dev, = 1.190 

 

Full-time Not 
Sig. 

Mean = 3.54 Std. Dev. = 1.178 No significant difference 
between groups Part-time Mean = 3.38 Std. Dev, = 1.147 

 

Management Not 
Sig. 

Mean = 3.56 Std. Dev. = 1.125 No significant difference 
between groups Non-management Mean = 3.46 Std. Dev, = 1.278 
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KT #13:  
Those not working in the industry (both never and past) have unrealistically low perceptions of 
earnings that can be garnered in the industry. That is, perceptions of career earnings potential 
by those currently working in the industry are better than the perceptions possessed by those 
outside the industry. 
 

  

 
Between Group Analyses (Career Earnings) 

Currently in Industry 
 

 
KT 
#13 

Career Earnings = 3.49 Std. Dev. = 1.169 Sig (one-tailed) = 0.011 
*SIGNIFICANT DIFFERENCE 

Never in Industry  Career Earnings = 3.24 
 

Std. Dev. = 0.997 

 

Current in Industry 
 

 
KT 
#13 

Career Earnings = 3.49 Std. Dev. = 1.169 Sig (one-tailed) = 0.000 
*SIGNIFICANT DIFFERENCE 

Past Experience in Industry 
 

Career Earnings = 2.99 Std. Dev. = 1.045 

TABLE 6: GAP IN CAREER EARNING PERCEPTIONS: CURRENT, NEVER, PAST INDUSTRY WORKFORCE MEMBERS 
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3.4. Mediocre Perceptions of Job Security 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Between Group Analyses (Performance Dimension) 

Hotel Not 
Sig. 

Mean = 3.77 Std. Dev. = 1.047 No significant difference 
between groups Restaurant Mean = 3.71 Std. Dev. = 0.999 

 

Front-of-house Not 
Sig. 

Mean = 3.74 Std. Dev. = 1.013 No significant difference 
between groups Back-of-house Mean = 3.78 Std. Dev, = 1.084 

 

Full-time Not 
Sig. 

Mean = 3.76 Std. Dev. = 1.053 No significant difference 
between groups Part-time Mean = 3.66 Std. Dev, = 1.008 

 

Management Not 
Sig. 

Mean = 3.71 Std. Dev. = 1.061 No significant difference 
between groups Non-management Mean = 3.78 Std. Dev, = 1.004 

TABLE 7: JOB SECURITY IMPORTANCE VERSUS PERFORMANCE 

All other 

facets with 

no gaps 

IMPORTANCE 

(High) 

PERFORMANCE 

(High) 
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As displayed in Table 7, associates’ perceptions of job security were mediocre (plotting on the 

x-axis line) while the importance of job security is rated as one of the most important job 

characteristics.  While furloughs during 2020 hurt perceptions of job security in the hospitality 

industry (Chen and Chen, 2021), another factor related to mediocre perceptions of security in a 

seasonal destination is seasonal lay-offs.  There are some unique facets associated with 

managing a seasonal workforce (Arsali, Altinay, and Arici, 2020. For instance, both the company 

and the seasonal associate should have the same expectations regarding the timing and terms 

surrounding the ending of the seasonal position.  A mismatch of expectations between 

company-employee, even in one case, can signal to other associates that positions may not be 

secure.  

 

 

 
 
 
 
 
 
 

 
 
 
KT #14:  
Perceptions of job security held by those working in the industry can be improved.  
 
KT #15:  
Phase II of this project should identify strategies for participatory place branding which can 
bolster industry-wide perceptions of job security.1 

  

 
1 An approach of integrating local residents into a destination’s marketing communications has 
been termed by some researchers as participatory place branding (Zenker and Erfgen, 2014). 
 

By, Chen and Chen, 2021 
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3.5. Room to Improve Work Environment 
 

There is no question that the best aspect of working in the hospitality industry is the human 

interaction.  This theme resonates from the below word cloud with words such as those 

accented with the green borders (Figure 9). 

 

 

 

 

 

 

 

  

FIGURE 9: THE BEST ASPECT OF WORKING IN THE HOSPITALITY INDUSTRY 
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Those currently working in the industry in Hampton Roads rate the pleasantness of the work 

environment as a 3.82 (out of 5) and the enjoyability as a 3.74 (out of 5). These ratings are 

statistically significantly higher than those who perceive the industry from the outside (see 

Table 8).  The perceptual gaps between those in/out of the industry will be addressed later in 

the next sections of this report (and in the Phase II report). 

 

 
Between Group Analyses (Pleasant Environment / Enjoyable) 

Currently in 
industry 

 
KT 
#16 

Pleasant environment 
= 3.82 

Std. Dev. = 0.952 Sig (one-tailed) = 0.000 
*SIGNIFICANT DIFFERENCE 

Not currently in 
industry 1 

Pleasant environment 
= 3.54 

Std. Dev. = 0.9 

 

Currently in 
industry 

 
KT 
#16 

Enjoyable = 3.74 Std. Dev. = 1.055 Sig (one-tailed) = 0.000 
*SIGNIFICANT DIFFERENCE 

Not currently in 
industry 

Enjoyable = 3.39 Std. Dev. = .985 

1. In this Table, “not currently in industry” combines the “never” and “past” categories from the 
above graphic. 

 

TABLE 8: GAP IN WORK ENVIRONMENT PERCEPTIONS: IN VERSUS OUT OF INDUSTRY 



_________________________________________________________________________________ 
PHASE I: Identifying Determinants of Workforce Shortages 
Institute for Service Research                                                                                                                         51 

Pleasant work environment does not fall within the quadrant on the importance vs. 
performance matrix for which urgent action is necessary (see previous Table 7 as a reference).  
Nevertheless, narrowing the gap between a 3.82 work environment rating and a 5.0, could aid 
both recruitment and retention.  The interviews conducted in this Phase I research illuminated 
some specific ways by which work environments can be enhanced.  For example, whenever 
possible, hospitality establishments should attempt to have a comfortable outdoor break area 
for associates screened from guest view.  Viewing employees sitting on milk crates next to 
garbage dumpsters not only breaks the drama metaphor2 of the service delivery experience 
(Magnini and Simon, 2016) but also paints a negative picture of the industry for both those in 
and outside of it.  
 
Secondly, sanitation related to garbage removal can be improved at the Virginia Beach 
oceanfront.  In morning hours, the odor along the east sidewalk of Atlantic Avenue can be 
repugnant – particularly in warm months.   Such odor is not only experienced by guests but also 
is the first encounter of many associates as they arrive at work.  Much of this odor is caused by 
liquid that seeps from garbage receptacles on to the sidewalk or is splashed on the street when 
the receptacles are dumped into the garbage truck.  Both problems can be minimized by 
training associates to dispose of less liquids in the receptacles and to do a better job bagging 
the garbage. 
 
Lastly, it was brought to the attention of this project’s research team that if timeshare owners 
are given unrealistic expectations by timeshare sales associates, then such customers often 
demonstrate a pattern of being overly demanding / rude with frontline staff. Stated differently, 
if a guest arrives on property already feeling that s/he has been duped by timeshare 
terms/conditions then frontline staff often feel the brunt of that frustration. Such a situation 
has negative consequences on the work environment. 
 

Based upon qualitative data gathered in this project, the following key takeaways are extended: 

 
KT #16:  
Those not working in the industry (both never and past) have unrealistically low perceptions of 
hospitality working environments.  Stated differently, the actual work environments 
experienced by those currently working in the industry are rated better than the perceptions 
possessed by those outside the industry. 
 
KT #17:  
There is room to improve hospitality work environments.  Phase II of this project should 
consider incorporating the following tactic:  

 
2 The ‘drama metaphor’ concept posits that a service environment is composed of actors (employees), audience 
(customers), and a stage (servicescape).  Actors are on stage whenever customers can see or hear them (Fisk and 
Gove, 1996). 
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Whenever possible, hospitality establishments should attempt to have a comfortable outdoor 
break area for associates screened from guest view.   
 
KT #18:  
There is room to improve hospitality work environments.  Phase II of this project should 
consider incorporating the following tactic:  
Sanitation related to garbage removal can be improved at the Virginia Beach oceanfront.  In 
morning hours, the odor along the east sidewalk of Atlantic Avenue can be repugnant. Such 
odor is not only experienced by guests but also is the first encounter of many associates as they 
arrive at work. 
 
 
 
 

{Section detailing perceptions of those who have never worked in the industry 
 begins on next page} 
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3.6. Luke-Warm Perceptions Held by Those Who Have Never Worked in 

Hospitality 
 

As seen in Table 9, those who have never worked in the industry possess lower perceptions of 

most dimensions associated with hospitality careers than those in the industry. Research 

indicates that stereotypical images of an employment category can be quite detrimental to the 

sector (Peiffer et al., 2018). 

 

KT #19:  
Individuals who have never worked in the hospitality industry possess lower perceptions of 16 
of 20 career dimensions than those currently working in the industry. 
 
KT #20:  
Overall, individuals who have never worked in the industry possess realistic impressions of the 
workload, issues related to work-family balance, potential for travel, and starting salaries. 

TABLE 9: INDUSTRY PERCEPTION GAP TRENDS: NEVER IN INDUSTRY RELATIVE TO CURRENT INDUSTRY MEMBERS 
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3.7. Poor Perceptions Held by Past Hospitality Workforce Members 
 

As depicted in Table 10, those who used to work in the industry possess lower perceptions of 

most dimensions associated with hospitality careers than those in the industry. 

 

 

KT #21:  
Past hospitality workforce members possess lower perceptions of all 20 career dimensions than 
those currently working in the industry. 
 
KT #22:  
Past hospitality workforce members possess lower perceptions of most career dimensions 
relative to those who have never worked in the industry. 
 
KT #23:  
Some of the negative perceptions pertaining to working in the hospitality industry stem from 
past workforce members communicating negative sentiment. 

TABLE 10: INDUSTRY PERCEPTION GAP TRENDS: PAST WORKFORCE MEMBERS RELATIVE TO CURRENT 

WORKFORCE 
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3.8. Hospitality Education Gaps in Hampton Roads 
 

In the assessment of this research, there is currently a lack of 4-year hospitality education 

degree programs in Virginia particularly with regard to staffing Hampton Roads’ management 

positions.  While both James Madison University and Virginia Tech offer bachelor's degrees in 

hospitality management, these schools are 236 miles and 325 miles from the Virginia Beach 

oceanfront, respectively. In addition, admission to both of those universities is quite 

competitive and not attainable academically for many students with average or slightly above 

average academic credentials.   

Norfolk State University (NSU) offers a 4-year degree program in hospitality management:  

https://www.nsu.edu/business/bs-tourism-and-hospitality 

In the evaluation of this research team, the program at NSU could be significantly grown and 

strengthened with the proper strategic resources. Such strategic resources might include, for 

example, more industry partnerships that can fund endowed faculty positions, state-of-the-art 

teaching facilities, executive in residence programs, student research and externship projects, 

and student scholarships.   

Old Dominion University (ODU) offers a bachelor's degree in park, recreation, and tourism 

studies. As seen in this program’s course offering list (Figure 10), this degree program is not 

geared toward hospitality management.  More specifically, many core hospitality management 

courses (for example: lodging management, food and beverage management, etc) are not 

offered in this degree program.  Please note that this is not a criticism of the program at ODU, 

but rather an illustration that the program is tailored for career fields other than hospitality 

management. 

For guidance regarding best practices, as seen in Figure 11, East Carolina University offers a 

hospitality management degree program within 120 miles of North Carolina’s seasonal resort 

area. Likewise, the College of Charleston offers a 4-year hospitality management degree 

program within close geographic range of South Carolina’s coastal resort areas (Figure 12).  The 

highly regarded program at the College of Charleston exists in addition to the program within 

the Myrtle Beach metropolitan area at Coastal Carolina University.  All three of these programs 

(Coastal Carolina, College of Charleston, and East Carolina) are housed within their respective 

schools’ colleges of businesses which is the arrangement preferred by many hospitality 

recruiters.  The business school positioning allows graduates to be versed in business functional 

areas such as accounting and finance, in addition to operations.  

  

https://www.nsu.edu/business/bs-tourism-and-hospitality
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PRTS 200. Backpacking.  
PRTS 209. Introduction to Park, Recreation, and Tourism 
Studies.  
PRTS 210S. Leisure and Human Behavior.  
PRTS 212. Program Planning and Development in 
Recreation.  
PRTS 251. Introduction to Park and Recreation 
Management.  
PRTS 261. Introduction to Recreational Therapy.  
PRTS 271. Introduction to Tourism Management.  
PRTS 285. Diversity in Parks, Recreation and Tourism.  
PRTS 302. Facilitating the Recreation Experience.  
PRTS 332. Recreation Administration.  
PRTS 366. Internship Seminar.  
PRTS 368. Internship.  
PRTS 369. Practicum in Parks, Recreation and Tourism 
Studies.  
PRTS 404. Recreation Resource Management.  
PRTS 405. Outdoor Recreation.  
PRTS 406. Outdoor Leadership and Environmental 
Education.  
PRTS 420. Intervention Techniques in Recreational Therapy.  
PRTS 430. Assessment and Documentation in Recreational 
Therapy.  
PRTS 433. Camp Administration.  
PRTS 441. Marketing of Hospitality Services.  
PRTS 450. Disability Culture in Recreational Therapy.  
PRTS 460. Managing Recreational Therapy Services.  
PRTS 461. Hospitality Leadership and Management.  
PRTS 470. Evidence-Based Programming and Practice in 
Recreational Therapy.  
PRTS 475. Sustainable Tourism Management.  
PRTS 482W. Evaluation in Parks, Recreation, and Tourism.  
PRTS 490. Convention and Meeting Services.  
PRTS 491. Festival and Event Management.  
PRTS 495. Topics. 
PRTS 497. Independent Study.  

 

FIGURE 10: OLD DOMINION UNIVERSITY: TOURISM MANAGEMENT  

(PARK, RECREATION & TOURISM STUDIES, B.S.) 

Source of screenshots: 

https://www.odu.edu/academics/programs/und

ergraduate/tourism-management 
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Source of ECU screenshots: 

https://www.ecu.edu/degrees/BS/Hospitality%20Management/ 

Source of CofC screenshots: 

https://sb.cofc.edu/academics/academicdepartments/ho

spitalitytourism/ 

FIGURE 11: EAST CAROLINA UNIVERSITY HOSPITALITY MANAGEMENT 

FIGURE 12: COLLEGE OF CHARLESTON HOSPITALITY AND TOURISM MANAGEMENT 

➢ Approximately 250 

undergraduate students 

➢ Programmed housed with the 

College of Business 

➢ Approximately 200 

undergraduate students 

➢ Programmed housed with the 

College of Business 
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If hospitality education programs are strengthened or added in the eastern part of the 
Commonwealth, connections between industry and the colleges/universities must be designed 
to maximize the effectiveness and efficiency of entry-level management recruiting 
opportunities.  An informant in this study’s exit interviews described how many of the single 
unit hospitality operations do not deem it worthwhile to recruit interns or entry-level managers 
at college career fairs. That is, the time and expense associated with participating in the career 
fair does not yield an adequate ROI if only 1-2 positions need to be filled.  Consequently, it 
becomes difficult for students to discover and connect with these single-unit operators. Phase II 
of this research should derive ways by which to rectify this gap.  Perhaps the solution entails 
the area’s trade association being granted authority to attend the career fairs, promote the 
operators, and conduct initial screening of the talent pool for the available positions. 
 
 
The importance of entry-level 
management recruiting cannot 
be overstated as a component 
of the remedy to fix hospitality 
labor shortages in Hampton 
Roads.  When the subjects in 
this study’s exit interviews 
were asked about ideas 
regarding how hourly staff can 
be better retained, the 
majority of those subjects 
talked about differences 
between strong on-property 
leaders and weak ones. The key role of leadership is a common refrain in the academic 
literature (Huertas-Valdivia et al., 2019; Kara, Uysal, Sirgy, and Lee, 2013; Shum, Gatling and 
Shoemaker 2018).  As will be explained later in this report, poor leadership might cause 
employees to change companies within the industry as opposed to exiting the sector, but as 
described by this study’s interviewees, lackluster leadership does routinely trigger industry exit.  
With the region’s tourism infrastructure further growing in the coming years with two casinos 
coming online (Norfolk and Portsmouth), the need for managerial talent will be even more 
pressing. 
 
 

{Key takeaways offered on next page} 
 
 
  

Source: Hall, B. (April 21, 2021) 
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Based upon the research findings presented in this section, the following key takeaways are 
offered: 
 
 
KT #24:  
Phase II of this project should consider exploring the following initiative(s): 
One or more of the below schools should consider offering a 4-year degree program in 
hospitality management:  

➢ Christopher Newport University (public) 
➢ Old Dominion University (public) 
➢ Regent University (private) 
➢ Virginia Wesleyan University (private) 

 
KT #25:  
Phase II of this project should consider incorporating the following initiative: 
The hospitality management degree program at Norfolk State University could be significantly 
grown and strengthened with the proper strategic resources. Such strategic resources might 
include, for example, more industry partnerships that can fund endowed faculty positions, 
state-of-the-art teaching facilities, executive-in-residence programs, student research and 
externship projects, and student scholarships.   
 
KT #26:  
The casinos coming to both Norfolk and Portsmouth further underscore the need for more 4-
year hospitality management degree programs in/near Hampton Roads. Schools may also 
consider adding a certificate program in casino management for individuals not seeking a 
degree but advancement in professional education. 
 
KT #27:  
Phase II of this project should derive recommendations for arranging single-unit operators 
better representation at college career fairs. 
 
 
 

{Labor pool section begins on next page} 
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3.9. Inability of Local Labor Pool to Staff Shortages During Prime Tourism 

Season 
 

As indicated in Table 11, according to the most recent data published by the U.S. Bureau of 

Labor Statistics, the number of workers employed in the Leisure and Hospitality sector in 

Hampton Roads was down by approximately 14,800 individuals in June 2021 in comparison to 

June 2019. Regarding the month of July, a reduction of an estimated 12,700 individuals was 

recorded when comparing 2021 to 2019 staffing levels.  Such staffing gaps are problematic to 

hospitality operations because summer 2021 tourist inflows have met or exceeded the pre-

pandemic inflows recorded during summer 2019 (Associated Press, 2021; Woodhead, 2021). 

 

  

TABLE 11: HAMPTON ROADS - LEISURE AND HOSPITALITY - ALL EMPLOYEES, IN THOUSANDS* 

*The above data is adapted directly from the following source: 

https://data.bls.gov/timeseries/SMU51472607000000001?amp%253bdata_tool=XGtable&

output_view=data&include_graphs=true (accessed September 1, 2021) 

https://data.bls.gov/timeseries/SMU51472607000000001?amp%253bdata_tool=XGtable&output_view=data&include_graphs=true
https://data.bls.gov/timeseries/SMU51472607000000001?amp%253bdata_tool=XGtable&output_view=data&include_graphs=true


_________________________________________________________________________________ 
PHASE I: Identifying Determinants of Workforce Shortages 
Institute for Service Research                                                                                                                         61 

As depicted in Figure 12, it does not seem plausible that the Hampton Roads hospitality sector 
employment gap reported on the previous page could be filled solely with local residents. 
Specifically, hospitality and leisure comprise 12.1 percent of the local employment base but 
filling the prime season employment gap would mandate 29.9 percent of the unemployed. 

It is germane to note here that the U.S. Bureau of Labor Statistics states the following: 

“Persons who are neither employed nor unemployed are not in the labor force. 
This category includes retired persons, students, those taking care of children or 
other family members, and others who are neither working nor seeking work” 
(https://www.bls.gov/cps/lfcharacteristics.htm) 

Therefore, if Phase II of the project can identify ways by which to eventually attract significant 
numbers of non-traditional seasonal workers to the sector who are not included in labor force 
statistics [for example: high school students, college students, retirees] then perhaps the above 
employment gap could be better covered with local residents.  Such initiatives will require 
amending perceptions of the industry held by those who have never worked in the industry. 
Until that time, the seasonal employment gap will need to be filled, in part, with legal foreign 
workers holding J1 visas.  Research conducted in this project revealed ad-hoc support 
structures for J1 visa holders who expatriate to the region.  In the assessment of this research 
project, these support structures could be further enhanced to make Hampton Roads a more 
appealing place for foreign workers to live and work for a season. 

 

 

 

{Figure 13 presented on next page} 

 

 

  

https://www.bls.gov/cps/lfcharacteristics.htm
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FIGURE 13:  GAP BETWEEN HOSPITALITY LABOR POOL AND STAFFING NEEDS DURING PRIME 

TOURISM SEASON IN HAMPTON ROADS 
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KT#28:  
Until significant numbers of seasonal worker populations who are not included in labor force 
statistics [for example: high school students, college students, retirees] can be attracted to the 
sector, legal foreign workers will be needed to staff many openings during the prime tourism 
season in Hampton Roads. 
 

KT#29:  
Phase II of this project should identify tactics for making Hampton Roads a more inviting and 
welcoming employment destination for J1 visa workers. 
 
 
KT#30:  
Phase II of this project should derive ways by which to attract more seasonal workers from the 
local resident population; for example: high school students, college students, military spouses, 
and retirees. Before this can happen in a meaningful way, the low industry perceptions 
discussed earlier in this report need to be amended. 
 
 
 
 
 

{Sub-section begins on next page} 
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3.9.1. Satisfaction Lower for Part-time Employees 
 

The survey data analyzed in this project finds that part-time employees in hospitality positions 

in Hampton Roads possess lower overall satisfaction with the industry than full-time 

employees.  As seen in Table 12, this satisfaction difference is statistically significant.  

 

Based upon the above finding, the following key takeaway is offered: 

KT#31: 
Filling positions during prime season will mandate offering better experiences for part-time 
staff (Phase II of this research project to offer various solutions). 
 

3.9.2. Satisfaction Higher at the Oceanfront 
 

This study’s data reveals that the hospitality workforce at the Virginia Beach oceanfront is more 

satisfied with their experience in the industry than those working away from the oceanfront.  

As seen in Table 13, this satisfaction difference is statistically significant.  

 

Founded upon the above finding, the following key takeaway is extended: 

KT#32: 
The relatively high satisfaction rating of those working at the oceanfront can be incorporated 
into seasonal recruiting messaging. 

 

TABLE 12: OVERALL SATISFACTION DIFFERENCES BASED UPON EMPLOYMENT STATUS  
 
Full-time 
employee 

 
KT 
#31 

Mean = 4.02 Std. Dev. = 0.971 Sig (one-tailed) = 0.024 
*SIGNIFICANT DIFFERENCE 

Part-time 
employee 

Mean = 3.78 Std. Dev. = 0.903 

TABLE 13: OVERALL SATISFACTION DIFFERENCES BASED UPON EMPLOYMENT LOCATION 
 
Hampton Roads – 
At Oceanfront 

 
KT 
#32 

Mean = 4.11 Std. Dev. = 0.922 Sig (one-tailed) = 0.007 
*SIGNIFICANT DIFFERENCE 

Hampton Roads – 
Not At Oceanfront 

Mean = 3.83 Std. Dev. = 0.968 
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Discussion 

  

P.C. 5 
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SECTION 4. Discussion 
 
The hospitality and tourism sector is one of the three 
main pillars of the region’s economy - along with 
military and port (see sidebar). Moreover, restaurants, 
spas, and other attractions serve as valuable amenities 
enhancing local residents’ quality of life.   
 
Academic research spanning several decades 
demonstrates that there is a strong correlation between 
local residents’ knowledge of the economic impacts of 
tourism and appreciation / support of the industry (e.g. 
Davis, Allen, and Cosenza 1988; Davis, 2009). 
Consequently, regional metrics that estimate the various 
economic impacts – tax revenue generation, 
contributions to GDP, etc – should be well-
communicated to local audiences. As previously 
discussed in this report, until lagging perceptions of 
the industry held by those not in the sector are 
amended, it will not be possible to fill all peak 
season vacancies with employees deriving from 
the local area. 
 
In addition, when interpreting the findings of this study, it stands to reason that low starting 

pay is a key driver of the chronic labor shortage.  The academic literature contends that 

employees’ satisfaction-levels are determined largely by their perceptions of the three justice 

dimensions contained in Figure 14 (see for example: Baker, Magnini, and Perdue, 2012; Lee, 

Magnini, and Kim, 2011). The justice dimension pertaining to compensation – distributive 

justice – is more of a determinant of industry exit (relative to other justice dimensions), while 

interactional justice is more of a driver of within-industry repositioning.  

 

 

{Figure 14 presented on next page} 

 
 
 
 

“Tourism and hospitality is 

another cluster that receives a 

great deal of regional attention. 

This cluster is considered one of 

the three main pillars of the 

Region 5 economy (along with 

military and the port).” 

 

~ Go Virginia Region 5               

Biennial Update (2019). 
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With the above demonstrated, it is recognized that employer branding can play a role in 
attracting employees to an industry (Chapman et al., 2005; Purusottama and Ardianto, 2019). 
For example, a local resident with no experience in the hospitality industry might be more apt 
to apply for a seasonal or part-time position if they have heard positive word-of-mouth about a 
local hospitality employer (see for example: Van Hoye and Lievens, 2007). Extending this logic, 
as hospitality vacancies fill, the companies with the best reputations will fare the best with 
regard to recruiting. As seen in Figure 15, online reviews posted by employees and previous 
employees are playing increasingly important roles when individuals are deciding which 
company to represent. 
 

FIGURE 14:  JUSTICE DIMENSIONS AS TRIGGERS OF INDUSTRY EXIT RELATIVE TO A WITHIN-

INDUSTRY MOVE 
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Lastly, as described earlier in this report, Phase I of the project focuses upon the “WHY” of the 

hospitality workforce shortage in Hampton Roads.  The report detailing a plan for “HOW” to 

rectify the shortage will be available in December.  The Phase II report will be driven by 

feedback gathered from local and industry stakeholders through focus groups and interviews 

after they have digested the results presented herein. 

 

 

 
{Investigator bios begin on next page} 

 

  

FIGURE 15: SAMPLE OF ONLINE COMPANY COMPARISON BASED UPON EMPLOYEE RATINGS 

Company X 

Company Y 
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APPENDIX A: WORKFORCE SURVEY INSTRUMENT 

Start of Block: Default Question Block 

 

The purpose of this survey is to gain a better understanding of your job/career preferences as well as 

your perceptions of the hospitality industry.  The survey takes about 5 minutes. You can either remain 

anonymous or offer your email address in a raffle for a $100 Visa gift card. 

 

 

Institute for Service Research 

o Sounds good; proceed  

 

 

Page Break  

 

 
 

Your residential zip code: 

________________________________________________________________ 
 

 

Page Break  

When you look for a job, you seek...  

A job that you will find enjoyable. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

Coworkers that you can get along with. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

A pleasant working environment. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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When you look for a job, you seek...  

A secure job. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

A career that provides intellectual challenge. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

Good promotion prospects. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A job that gives you responsibility. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

High earnings over length of career. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A job where you will contribute to society. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When I look for a job, you seek...  

A job where you can use your education. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek... 

A job where you can gain transferable skills. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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When you look for a job, you seek...  

A job that is respected. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A reasonable workload. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A job with high quality resources and equipment. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

The opportunity to travel. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

Job mobility - easy to get a job anywhere. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A job that offers good work-family balance. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A good starting salary. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

When you look for a job, you seek...  

A job where you can care for others. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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When you look for a job, you seek...  

A job that offers opportunities for further training. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

An employer that values diversity and inclusion. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

An employer that fosters a strong shared vision / sense of purpose. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

When you look for a job, you seek...  

An employer that gives back to the local community. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

 

Page Break  

 

In the following questions, the "hospitality industry" refers to lodging establishments, food/beverage 

venues such as restaurants / breweries, private clubs, and tourist attractions. 

o You are currently employed in the hospitality industry: Full-time (permanent)  

o You are currently employed in the hospitality industry: Part-time (permanent)  

o You are currently employed in the hospitality industry: Temporary or Seasonal  

o You are not currently employed in the hospitality industry.  

 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
<u><strong>not</strong></u> currently employed in the hospitality industry. 

 

As someone who is not currently employed in the hospitality industry, the next questions assess your 

perceptions of the industry from an outside perspective. 

o Proceed to questions  

 

 

Page Break  

 

Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
<u><strong>not</strong></u> currently employed in the hospitality industry. 

 

As someone who is not currently employed in the hospitality industry, the next questions assess your 

perceptions of the industry from an outside perspective. 

o Proceed to questions  

 

 

Page Break  

 

Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 
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You... 

o Work at a hotel or other type of lodging establishment  

o Work at a restaurant (not a hotel or private club restaurant), brewery, or other type of 

food/beverage establishment  

o Work at a tourist attraction  

o Work at a private club  

o Other (please specify): ________________________________________________ 

 

In the hospitality industry, it is easy to find...  

A job that is enjoyable. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

Coworkers that one can get along with. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A pleasant working environment. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A secure job. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A career that provides intellectual challenge. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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)In the hospitality industry, it is easy to find...  

Good promotion prospects. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A job that gives one responsibility. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

High earnings over length of career. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A job where one can contribute to society. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A job where one can use his/her education. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5)In the  

 

hospitality industry, it is easy to find... 

A job where one can gain transferable skills. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A job that is respected. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 

In the hospitality industry, it is easy to find...  

A job with a reasonable workload. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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In the hospitality industry, it is easy to find...  

A job with high quality resources and equipment. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

 

In the hospitality industry, it is easy to find...  

A job with the opportunity to travel. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

In the hospitality industry, it is easy to find...  

Job mobility - easy to get a job anywhere. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

In the hospitality industry, it is easy to find...  

A job that offers good work-family balance. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

In the hospitality industry, it is easy to find...  

A good starting salary. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 
In the hospitality industry, it is easy to find...  
A job where one can care for others. 
 
Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

In the hospitality industry, it is easy to find...  

A job that offers opportunities for further training. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

In the hospitality industry, it is easy to find...  

An employer that values diversity and inclusion. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
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In the hospitality industry, it is easy to find...  

An employer that fosters a strong shared vision / sense of purpose. 

Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 

 
In the hospitality industry, it is easy to find...  
An employer that gives back to the local community. 
 
Strongly Disagree (1) ------------------------------------------------------------ Strongly Agree (5) 
 

 

Page Break  

 

 

 
Your age (optional): 

o Under 23  

o 23-30  

o 31-40  

o 41-50  

o 51-60  

o 61-70  

o Over 70  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 
Your hospitality experience: 

o Less than 1 year  

o 1-2 years  

o 3-4 years  

o 5-6 years  

o More than 6 years  
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Display This Question: 

If You... = Work at a restaurant (not a hotel or private club restaurant), brewery, or other type of 
food/beverage establishment 

 
 

Type of restaurant that you work at: 

o Quick service (not chain affiliated)  

o Quick service - chain affiliated  

o Full-service casual dining (not chain affiliated)  

o Full-service casual dining - chain affiliated  

o Fine dining (not chain affiliated)  

o Fine dining - chain affiliated  

o Other (please specify): ________________________________________________ 

 

 

Page Break  
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Display This Question: 

If You... = Work at a hotel or other type of lodging establishment 

 
 

Your primary department: 

o Engineering / Maintenance  

o Food and Beverage - Banquets  

o Food and Beverage - Restaurants  

o Front Desk / Front Office / Revenue Management / Night Audit  

o Housekeeping  

o Human Resources  

o Sales / Marketing  

o Valet / Bell Staff  

o Other (please specify): ________________________________________________ 

 

 

Page Break  
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Display This Question: 

If You... = Work at a hotel or other type of lodging establishment 

 
 

Type of lodging establishment that you work at: 

o Limited service independent (not chain affiliated)  

o Limited service - chain affiliated  

o Full service independent (not chain affiliated)  

o Full service - chain affiliated  

o Other (please specify): ________________________________________________ 

 

 

Page Break  

 

Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 

The best aspect of working in the hospitality industry is... 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 

The worst aspect of working in the hospitality industry is... 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 
 

 

Page Break  

 

Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
<u><strong>not</strong></u> currently employed in the hospitality industry. 

 

Hospitality establishments in Hampton Roads could do a better job recruiting and retaining employees 

if... 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 
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Page Break  

 

 
 

Your marital status (optional): 

o Married or in life-partnership  

o Single, divorced, or widowed  

 

 

Page Break  

 

 

Your parental status (optional): 

o No children  

o Children under 18  

o Children 18 or older  

 

 

Page Break  
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Your highest level of education (optional): 

o Partial high school  

o High school degree or GED  

o Some college courses  

o Associates degree or vocational degree/certificate  

o 4-year college degree  

o Some graduate school  

o Graduate degree  

 

 

 

 

 
 

You are: 

o Female  

o Male  

o Prefer not to answer  

 

 

Page Break  
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Your race / ethnicity (optional response; listed alphabetically below): 

o African (not African-American)  

o Asian  

o Black or African-American  

o Caucasian or White  

o Hispanic or Latino  

o Middle Eastern  

o Native American or Alaskan Native or Aleutian  

o Native Hawaiian  

o Other (please specify): ________________________________________________ 

 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 
 

You work in: 

o Chesapeake  

o Franklin  

o Hampton  

o Newport News  

o Norfolk  

o Poquoson  

o Portsmouth  

o Suffolk  

o Virginia Beach - at oceanfront (tourist area)  

o Virginia Beach - away from oceanfront  

o Williamsburg  

o Other (please specify): ________________________________________________ 

 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 
 

Your position is mostly: 

o Back-of-the-house (non-management)  

o Back-of the house (management)  

o Front-of-the-house (non-management)  

o Front-of-the-house (management)  

o Other (please specify): ________________________________________________ 

 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 
 

Your overall satisfaction with your decision to work in the hospitality sector: 

o Very Dissatisfied  

o Dissatisfied  

o Neutral  

o Satisfied  

o Very Satisfied  

 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Full-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Part-time (permanent) 

Or In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
currently employed in the hospitality industry: Temporary or Seasonal 

 
 

You are less satisfied with working in hospitality following the COVID-19 pandemic. 

o Strongly Disagree  

o Disagree  

o Neutral  

o Agree  

o Strongly Agree  

 

 

Page Break  

 

Display This Question: 

If You are less satisfied with working in hospitality following the COVID-19 pandemic. = Agree 

Or You are less satisfied with working in hospitality following the COVID-19 pandemic. = Strongly Agree 

 

Why are you less satisfied with working in hospitality following the COVID-19 pandemic? 

________________________________________________________________ 
 

 

Page Break  
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Display This Question: 

If In the following questions, the "hospitality industry" refers to lodging establishments, food/bev... = You are 
<u><strong>not</strong></u> currently employed in the hospitality industry. 

 

Your past experience in the hospitality industry: 

o None  

o Less than one year (total)  

o One year or more (total)  

 

 

Page Break  

 

Display This Question: 

If Your past experience in the hospitality industry: != None 

And Your highest level of education (optional): = Associates degree or vocational degree/certificate 

Or Your highest level of education (optional): = 4-year college degree 

 

You... 

o Hold a 2-year degree in hospitality and/or tourism management  

o Hold a 4-year degree in hospitality and/or tourism management  

o Do not hold a degree in hospitality and/or tourism management  

 

 

Page Break  

 

If you would like to be entered into the raffle for a $100 Visa gift card, please enter your email address 

here: 

________________________________________________________________ 
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APPENDIX B: WORKFORCE SURVEY: DEMOGRAPHICS OF HOSPITALITY RESPONDENTS 

  

Age    Marital status   

< 23 15.7%  Married or in life-partnership 45.7% 

23-30 25.5%  Single, divorced, widowed 54.3% 

31-40 22.6%    

41-50 13.8%  Parental status   

51-60 16.7%  No children 48.7% 

61-70 3.5%  Children under 18 31.0% 

> 70 2.2%  Children 18 or older 20.3% 

     

Gender    Highest level of education   

Female 62.7%  Partial high school 4.0% 

Male 35.6%  High School degree or GED 18.7% 

Prefer not to answer 1.7%  Some college courses 22.7% 

   Associates degree or vocational 18.7% 

Race/ethnicity    4-year college degree 24.0% 

African (not African-American)   4.1%  Some graduate school 3.3% 

Asian 5.4%  Graduate degree 8.7% 

Black or African-American 24.1%    

Caucasian or White 54.6%  Degree in Hospitality and/or tourism management (HTM)*   

Hispanic or Latino 4.4%  % of degree-holders with a 2-year HTM degree 16.3% 

Middle Eastern 1.0%  % of degree-holders with a 2-year HTM degree 24.4% 

Native American or Alaskan Native  
or Aleutian 0.7%  Degree not in HTM  59.3% 

Native Hawaiian 0.3%  *Only collected for those reporting holding degrees  
Other  5.4%  in previous survey question.  
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APPENDIX C: WORKFORCE SURVEY: EMPLOYMENT CHARACTERISTICS OF                          

HOSPITALITY RESPONDENTS 

 
 

Employment status    Type of restaurant*   

Full-time (permanent) 69.3%  Quick service (non-chain) 9.0% 

Part-time (permanent) 17.1%  Quick service (chain) 10.0% 

Temporary or Seasonal 13.5%  Full-service casual (non-chain) 45.0% 

   Full-service casual (chain) 19.0% 

Hospitality sector    Fine dining (non-chain) 8.0% 

Hotel / Lodging 45.9%  Fine dining (chain) 7.0% 

Restaurant, brewery, F&B* 32.5%  Other 2.0% 

Tourist attraction 7.0%  *Restaurant  respondents only  
Private club 3.6%    

Other 10.9%  Type of lodging establishment*   

*Not in hotel or private club   Limited service - independent 7.2% 

   Limited service - chain affiliated 15.8% 

Hospitality experience    Full service - independent 12.5% 

< 1 year 9.0%  Full service - chain 59.2% 

1-2 years 14.0%  Other 5.3% 

3-4 years 17.4%  *Hotel / Lodging respondents only  
5-6 years 9.9%    

> 6 years 49.7%  Primary hotel department*   

   Engineering / Maintenance 6.5% 

Position is mostly    F&B - Banquets 3.9% 

Back-of-the-house (non-management)   11.0%  F&B - Restaurants 11.8% 

Back-of the house (management)   21.9%  Front desk / Front office 28.1% 

Front-of-the-house (non-management)   29.2%  Housekeeping 6.5% 

Front-of-the-house (management)   26.2%  Human resources 7.2% 

Other 11.6%  Sales / Marketing 12.4% 

   Valet / Bell Staff 2.0% 

   Other 21.6% 

   *Hotel / Lodging respondents only  
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APPENDIX D: WORKFORCE SURVEY: DEMOGRAPHICS OF NON-HOSPITALITY RESPONDENTS 

 
 

 
  

Age    Marital status   

< 23 13.3%  Married or in life-partnership 50.3% 

23-30 13.0%  Single, divorced, widowed 49.7% 

31-40 15.3%    

41-50 11.6%  Parental status   

51-60 14.4%  No children 42.0% 

61-70 21.5%  Children under 18 24.5% 

> 70 10.8%  Children 18 or older 33.5% 

     

Gender    Highest level of education   

Female 67.2%  Partial high school 5.5% 

Male 31.7%  High School degree or GED 23.9% 

Prefer not to answer 1.2%  Some college courses 19.0% 

   Associates degree or vocational 14.6% 

Race/ethnicity    4-year college degree 19.0% 

African (not African-American)   5.0%  Some graduate school 5.5% 

Asian 4.4%  Graduate degree 12.5% 

Black or African-American 14.3%    

Caucasian or White 67.3%  Degree in Hospitality and/or tourism management (HTM)*   

Hispanic or Latino 5.8%  % of degree-holders with a 2-year HTM degree 2.1% 

Middle Eastern 0.0%  % of degree-holders with a 2-year HTM degree 3.1% 

Native American or Alaskan Native  
or Aleutian 1.2%  Degree not in HTM  94.8% 

Native Hawaiian 0.0%  *Only collected for those reporting holding degrees  
Other  2.0%  in previous survey question.  
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APPENDIX E: ANONYMOUS PROFILES OF EXIT INTERVIEW SUBJECTS 

 
 

 

Anonymous Profiles 
 
Subject 
A 
 

Subject A was raised in Portsmouth, Virginia.  She worked in hotels in Chesapeake 
and Virginia Beach both during college, and for a brief period after. Despite her 
bachelor’s degree in hospitality management, she has since exited both the 
industry and the area. 

 
 
 
Subject 
B 
 

Subject B was raised in Chesapeake, Virginia.  She worked at the oceanfront 
during high school and later earned a bachelor’s degree in hospitality 
management. Her first choice geographically upon graduating from college was 
Hampton Roads but she could not locate an entry-level hospitality management 
position in the area.  She, therefore, accepted a corporate hospitality 
management position outside the region.  She still works in hospitality 
management outside the region. 

 
 
Subject 
C 
 

Subject C was raised in Culpeper, Virginia.  She earned a bachelor’s degree in 
hospitality management and accepted an out of state hospitality management 
position upon graduating.  She remained with that hospitality company for almost 
5 years (first out of state and later in state).  She relocated to Hampton Roads and 
could not locate a hospitality management position with the comparable title / 
compensation that she had out of the area. 

 
Subject 
D 
 

Subject D was raised in Fredericksburg, Virginia.  She earned a bachelor’s degree 
in hospitality management and accepted a hospitality industry position in Virginia 
Beach upon graduation.  After a short period, she exited the hospitality industry, 
but she still lives in Hampton Roads. 

 
Subject 
E 
 

Subject E was raised out-of-state.  She holds a bachelor’s degree in hospitality 
management and a master’s degree in human resources management.  She has 
worked in hotel management in many locations around the U.S. including in 
Hampton Roads. 

 
Subject 
F 
 

Subject F was raised in Virginia Beach.  He earned a bachelor’s degree in 
hospitality management and accepted a hospitality industry position in Virginia 
Beach upon graduation.  After a short period, he exited the hospitality industry, 
but he still lives in Hampton Roads. 

 
Subject 
G 
 

Subject G was raised in Roanoke, Virginia.  He earned a bachelor’s degree in 
hospitality management and accepted a hospitality industry position in Newport 
News upon graduation.  After several years, he exited the hospitality 
management, but he still lives in Hampton Roads. 
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APPENDIX F: COVID-19 DISSATISFACTION 

 
 
 
 
 


