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INTRODUUTION

Statement of the Problem

The problem i how o motivate voung adult workers who we working for reasons
other than tull personal financial support,. Young adults often are working w carn
spending money or o pay for marginal costs associaed with a college education that are
not covered by thenr guardian.

With this {inancial stteotion and the abundance of jobs offered by the restaurant
industry. monetary needs often are not the ke motisvational factor for employees staving
at one parteular location. <actors such as sentority, personal interaction and recognition
of ajob well done ate some other strong elements for inereasing productivity. longevits
and profitability (Quinn. 1994y Short-term and long-term monetary programs also aftect
productivity and tumnover rates (Campion. 1991, Kellv (1993) found service emplovees”
performances are enhanced by allowing the emplovee to exercise personal discretion on
the job. Thix atudy will Jook at these motivational factors and how they affcct one
another.

Purpose
Fhe purpose of this study is to examine the effect of incentive programs on voung

adult workers emploved at Chili's Restaurants in the Dallas area. The investigation of



crplovee incentive programs was conducted in ordey to determine thelr inpact on
cmiplovee productvity and turnover rate. The following chart illustrates how cash und
nop-cash incentive programs influence employvee moovation and how motivation

mtluences productiviey and urnover.

Cash Non-Cash
Rewards Rewards
|
4 Fy
4 4
- |
*Emplovee l
Motivation 1
Fy
A

-

Productivity | Turnover




Rescarch Questions
{15 there a refationship between incentive programs and wirnover rates among youny
adults 1n corporate casual theme restaurants”?
2 ds there wrelationship between meenttve programs and productivity amons voung

adults i corporate casual theme restaurants)

i,

Which non-cash mcentive programs best increase the interest among voung adult
workers!

30 Which cash incentive programs hest impact voung adult workers?

LAY

ts there a relauonship between fneentive programs and gender”

6. Is there a refationship between meentive programs and cthieitn 7

Rationale

Incentive programs are a resource that can be utifized to increase productivity and
reduce twrnover among youny adult workers, This can be especially tmporiant in the
service mdustry, where the turnover pereentage i very high (Kely, 1993,

Incentive programs provide several benefits to both the worker and w the
emploser. For the worker, imcentive programs create a sense of pride in workmanship
and @ sense of belongimg. These programs can alse create work ethic. Emplovers benefit
frony the programs throueh lower turnover ratio, lngher productivity and greater
emplovee fovaliy (Kellv, 19831 Annercased pront percentage for emplovers swili come

from fewer dollars spent on reeruitment and training t Noe & Wilk, 1993).



[y study wax designed fo understand and interprer which incentive programs
have o stropger etioct em vouny adult workers, and in retuen, create higher producnvin
and lower turnover ratins,

Limnatons

This study was himited o Chili’s restaurants in the Dallas area. The findings are
Iimited to what makes a voung adult worker who chooses to work at Chilt e more
productive and huve a lower turnover ratie.

ASSumpUons

Fhe rescarcher assumes that all guestions were answered honestly and oniv by

those people who were qualified to answer the survey.
Ciperational Deiinitions

These detinttions are used i the parameters ot this research and are the author’s

delhinitons untess atherwise stated.

. Young adult worker 1 a male or female sworker between the ages ot 18 and 23,

Corporate cusual restaurant is o full service. sit-down restaurant with a per

person dinner average of STS-235 doflars. The unit also must be part of a comorate
controlted chain of at least 260 units.

2 Cashorewards are financial or gitt-based rewards which give motivation to the
worker such as salary, profit sharing programs., insurance benefits and hard zoods

{Oraham & Uinruh., 1990y



4. Nopeeash rewards are non-financial rewards that are aimed at satsiying basic
employee needs and dus -to-day operations such as recognition. seniority and special
priviteees (Graham. 19903,

S Prodgeuvity s the ability ol the worker to Increase resenue and create profits
for the company.

6. Lurpover Rate s the rate at which emplovees at a particular business leave and

are replaced by new emplovees,



CHAPTER I
REVIEW OF LITERATUHRE

Theoreneal Background
Motivaton, by delinition. s sometining that rouses the moxd or the spirit and

incites uetivity, By another defintuon, motivation has (o do with direction of behavier.

1

behavior, Overalll four solid assumptions can

strength of response and the persistence of
he made about motivatien:

1o Iifferent theories place emphasis on various factors 1 motivation,
2 Al metivation can he related o hehavior and performance.

20 Guoad setung s related o mativation.

4. Bothinternal and external events effect motivanon,  (Campbell. 1970)

Mot ational theories can be classified into two separate tvpes. Content theories
tocus on tactors inside a specific individual which incite that individual to act. Process
theorios are deseriptions of the svstem that can be utilized to create a motivating or non-
mortivating atimosphere in the work foree (Cribson, 19943,

Ihere are four main content-based theories, They are Maslow's Hierarchy of
Needs, Alderfer’s Existence. Relatedness, and Growth Theory, Herzberg's wo-Factor
Theory and McClelland '« Fearned Needs Theory (Alderier. 1972y,

MeCleland s Tearned Needs Theory can be deseribed as the theory that o person



who has a strong nevd will be motivated 9 use the appropriate behavior (o sausty that
need. These needs are fearned through participation in culture and society, The threo
main learned needs are as follows:

1. need for achievement

2. need for affection. and

3. need for power,
Mot TeHand ested his theory using the Thematic Apperception Test In th test subjects
are given a set of pictures which thev are asked to discuss. Based on the discussion ol the
pictures. an analvsis can be made of the subjects” thoughts and perspectives, The main
interest of this theory 1s not o understand a person’s actions. but what a person s
thinking that makes him or her take those actions (MeClelland, [962),

The next content theory is Hlergbery™s Two-lactor Theory. This theory tooks at
the work environment for specific conditions. These conditions are as follows:

[, salary.
2. job security.
3 work condition,

4. statue.

N

company procedures,
6. guality of supervision. and
quality ot interpersonal relationships.

i these conditions are all present. the job is said to have a level of "no dissatisfaction™



When these baste elements exist in proper portions. “ne dissatisfaction” oxists in the
position, They are referred to us extrinsic conditions,

The mtnmnsic conditions dentifiod by Herzberg are as follows:

1. achievement

2. receonttion.
3. oresponstbility .
4. advencement. and

Sogrowth,
When these conditions are not present. the job is not aftected. But when they are present.
motivational levels increase dramatically. These five conditions are called satsilers.
Herzberg s rescarch changed the sdea that in the workplace there is either satistaction or
Jdissatisfaction. Instead. the workplace 1s now viewed as having levels ol satistaction
inciuding both extrinsie and mtrinsic factors with every fevel. Jeaving room for both
vrowth and dissipation based on use ot motivational tools {Herzberg. 1959,
Alderter’s Theory looks at o need hierarchy in three levels. They are as follows:
I existence-hasic needs.
2. relatedness-mterpersonal relationships. and
arowth-satistaction through producusity and creation.
Alderivr’s Theore syguests that these needs not only build on cach other. but feed on one

another. When the path of one 1s not clear. the others will be enhanced to compensate tor

the Prustration Tactor e Alderter. 1969).



The most popular motivational theory 15 Maslow™s Hierarchy of Needs, In
this theorv, which all other motscational theores are to some extent based on. there 18 a
hierarchy of five needs. They are as follows:

L. physiological - the need for toed, water and shelter.

to

sulety and sceurits - the need for freedom from threat,

belongmgness, social, and fove - the need tor friendship. aftection and love.

(3

4. esteem - the necd for seli-esteem and the esteem ot athers, and

S selfractuabization - the need to fulfilt oneself by maximizing the use of
ahthues, skills and potentiad (Maslow, 19343

The theory bebind this hierarchy is that a person must fultill the Tower needs before heing

able to achieve hugher level needs.

Ofen. these theories are placed agains: one another, but studies show that alone
nuite of the content theories can be used n every situution. However. when they are used
i tandem there 19 na situation that casinot be dentified.

The next tvpe of motivational theory 1s the process theory, The process theon
attempts to understand whae specific npe ot motvation will eneruize. direct, sustain or
stop an emplovee's behavior, There are four major process theornes, Thes are as follows:

I the rantarcement theory,

2. the expectancy theory,

2 the equity theors . e

4. the goal setiing theory



The Remntorcenient Theory uses positive and negatve reimforeement in order o
extend or remove behavior, The Lapectancey Theory deals with first and seeond lovel
outcomes. The first level imcludes emplovee behavior such as productivity, absentectsim,
cte. The second Tevel deals with the rewards or punishment that the frst level brings.
This then allows an emplover to gauge employeess” actions un Known oufeomes,

The Eguity Process Theory deals with the emploves's perceived cquity. the
comparison of equity with other emplovees. the mputs the person brings to the job and
the outcomes of the job as perceivaed by that person,

The fourds process is the Goal Seiting Theory I this theory, challenyging but
attainable gouls are set. Achievement can be measured by goal commitment. which s the
actuad eftort used to achieve the goal (Campbell. 1970,

Fluman motivaton s highiv individualistic. People are motivated by ditterent
things based on tharr demagraphic characteristies and past experiences {(Graham &
L'nrah, 1990y Forinswmee. Coxoand Beliveau (1994 tound voung people and women
wended to be motivated by recognition and praise. unbke older men who were influenced
nore by phvaieal hard goods,

Management attitudes. worker satislaction with rewards. and recognition practices
have been itnked 1o motivation and performance (Noe & Wik, 19935 The kes 9
emplovee motivation is the etective movement of information. knowledge. power and
revsards from management to every fevel of the organization,

Shrader (1972} investigated more specifically the situation of construction



workers, e found that their physiclogical needs for food and shelier bad been met and
that the strong job marker created o sense of seeurity and saferv, He also found that the
nature of the construciien industry created an automatic sense of belonging, With these
needs met, 1t then became necessary o fulfill the nexe steps of the hlerarchy. ego and sell
actualization. if motivation wits 1o be achicved (Cox & Belivean, 1994y

Shrader’s (1972 research was Later backed by the investgations of Campbed]

{1970y and Alderter (19723 both of whom looked at the arcas of participation and
employee involvement in decision makimg. Their findings show that improvementis such
as higher morale and lower absenteeisnt occur when programs of participation are set in
place (Cox & Belveau. 1994).

The emplovment situation i the restaurant industry 1 1993 ciosely resembles
that of the construction ndustry in 19720 The voung adults” satistaction of physiologicui
needs. the abundance of johs. dnd the natural relationships formed in the restaurant
industry are now bringing motivation to the next level of Maslow 's hierarchy.

Motivational programs need to ereate a diverse variety of choices from which
people make a selection that satisfies their individual needs (Quinn, 1994y, The
myvestigation of motivating emplovees through different incentive programs is the focus
of this literature revies,

Cash Rewards
Salary. profit sharing. bonuses and employee ownership programs are the majot

cash resvards that are offered in the American working market today. The use of these



ools to motivate emplovees has been & standard 10 American business for sears, but
antl the last few decades. the full use and power of these programs has gone hiphly
annoticed. (Phishner. 1995 NMore radical programs sucl as pav-ae-rigk. used successtully
by the Saturn Corporation, give emplovess the opportunity 1 take on an ownership
mentahny allowing them to appreciate the company on a hizher fevel and profit from therr
ability 1o help the company grow (Overman, [993),

Cash rewards may be accompanicd by broad banding. which 5 & reduction in the
number of sulary crades and an increase in the use of wams and job flexibilitv, A 1994
stiidy by Sheppend investizates bow these technigues create Tovalty and ther long-term
cifects on both productivits and wirmover. The study of different industries. ncludine
hoth sersice and industrial. shows that employees who feel that they are part o1 the
ceenomic growth of the company are more hkely to contribute to 118 suceess {Ficld,
P90

Non-Cash Rewards

Crraham and Unrah £ 19949 analvze recognition tased on a four quadsant
nreakdown, They Took et whether recognition is initated by the company or by the
munager. and whethier the recognition is based on the performance nil'ihu criplovee or the
presence of the emplovee, Fherr findings show that employees prefer manager inuated
nertorrmance based recoenttion,

Cuinn 994 had similar resudis comparing the growing differences of

mutisating influcnces between the genders and the ages of emiployees. This rescarch



supperted the dea that voung adults have a strong need Tor recognition and belonging in
the workplace,

It 13 necessary o empower serviee personned i order (6 ereate a seli-diserenoning
emploves. A sclli=discretioned emplovee becomes more valuable and the cost of such a
procrant can be the cost of g few appropriate words i the course of a workday (Rellv,
19933

Non-cash rewards such oy merchandise. ravell status and recognition often are
characterized by such activitios as intra-o{fice contests, holiday partics and extended
educational programs {Noe & Witk 1993y, The effect of shon term progrums and instunt
cratification contests can raise the morale of the worker while incurring Hufe il any. cost
to the emplover.

The four mamn advaptages of non-cash meentives are the following:

Memory Value,

o

S irophy Value

fed

Flosihilits . and

4 Liovwer Cost
The first two values create an emotional response (o an incennns ¢ which a cash roward
cannet. They alfosw an emiplovee to share the reward with family and friends and un
opportunity o embrace the reward rather than just secepting cash. which otlen is used jor
more practical uses. The Tast two values address the more pracucal uspects ol mon-cash

rowardy,  They pive emplovers the ability 10 be ereative and choose a revard more fiting



for a particular occasion. They also show that o reward does not have 10 he expensive,
Just meanigtul to the emplovec diroaaks, 19941
Productivity

Productivity resuits inincreased revenue, profits and market share 1 Alonso.
1994y According to o 1994 xurvey reported in Incentivey, emplovee productivity is the
prinmury concern i the implementation of motivinional objectives, followad by tamover
and quahty control. Productivity can be induced by both short-term and Tong-term goals,
Short-term goals can be the merease in sales for o certain time period. whereas fong-term
coals can be the merease i market share over an extended pertod of tdme. The taetof the
matwer is that these goals feed ofl one another (Fisman, 1994y Research by both Harder
(1991 and Shepard (F993) mdicate that a mis of cash and non-cash incentives can induce
emplovees o work towards personal and company goals,

Making money s tie bottom line to being 10 business. When employees are
productive. revenues and profits are up. thus creating o productive environment.
Productivity 1 the total uulizaton of emplovee power to reach those goals (Alanzo,
J9O4 1.

Turnover

Lmployee trnover translates into heavy expense for companies - money that is
lostevery vear in retravung and recruiting employces. Campion (199 1y investeated the
cifects that turnover can have on morale and on a company 's profit murgin, and sugeested

that its reduction can decrease costs and increase the satisfaction of both the worker and



s A

the employer.
Annual turnover i the restaorant odastry i the carly 19903 is estimated o be
L08R By the veur 20035, the restaurant indintry work force will gross by 13%,. the
restaurant industry has such a strong trnever due to the mental and physical demands
made by the work. {Odeck. 1994y, Considering the heavy tumover that tvplcally mkes
place in ths industry, the guestion arises of how 1o reduce i {Mount, 1995
According 10 a study dane by Camipion (19915 hospitality workers under the age
of 30 are looking for these caregories ina jab:
1. good wages.,
2 OPPOTIUNITY.
S.onleresting work.

4. cood working condstions. and

g

Appreciation.

Alb ot these factors point to one main condition: the work environment. When the
emplover creates an environment for suceess. the emplovee s less likely o feet
unon olved and s more likely to succeed.

Hurnover cost per emiployee far exceeds the cost of environmental improvement.
raining cost estinuition i even a quick-serve restaurant equals $300 per howrh
cmploree and STV per management team member. As the qualits of the restaurant
increases. so does the cost of recruiting. interviewing and traiming. Abso {ieured into the

enstis the bureaucraey of paper processing, fax filing and emplovee updating { White,



(DERS
Incentive Programs

Incentive programs must have o basie stucture, This structure includes the
foliowing features:

P Pertormance level designasons,

20 Avwards and compensations,

5. Distribution channels. and

4. Measurements and reporting.

These tour basic components dare a part ot every incentive program. whether it s
based vn cash or non-cash revwards. Non-cash programs will consist of four busic tvpes
ol rewards: travell merchandise, status and recognition. Cash rewards refer to salary.
bonuses, profit shanng and speeid programs such as pav-at-risk. In all of these cases. the
hasic tour-component soructure must exist (Walluce, 1994,

Cash reward programs simuiate the analytical side of the brain, New methods of
distributing cash rewards have developed over the fust decade. Such examples ore across-
the-board bonuses for all employvees when a compam goal 1s met. and even more recently
aumis of compensation for achievement of hoth personal and company goals. This allows
e emplovee the Oexibility o grow in different arcas { Phishner, [993),

Non-cash rewurds ofter even greater flexibility in allowing {or more creativity and
appeit to the emotional side of the bram. The industry has beeome filled with

inexpensive ideas that allow for emplovee growth and appreciation. The following are



examples of optimal Gmes 1 award non-cush incentves:
I folowing o job well done.
2. a birthday,

A SCTVICT anniversary,

‘o d

4. aspectal favor,

c A

tor doing an unpleasant tusk,

a. for mantaining a good attiiude. and

7. Jor saving the compans money {Boyd, 19955
Fxamples of creative ideas for non-cush rewards range from a smife and @ pat on the hack
1o publbic recognition. Team retated non-cash incentives could be as simple as a company
flag passed on o the best unit in the compuny or o taney dinner. Companies such as
MceDonald's have expanded thetr understanding of thetr cmployees and pavs their
emplovees to attend school [or several hours 4 week. Larger professional companies
often setup financial assistance programs for both eraduate and undergraduate students
{MceVernev, 1904y,

[n o stads of medical teehnologists. non-cash rewards were found o be important
sy other reasons than improv iy achievement. The study also looked at manager- and
companv-based presence awards, These awards raise morale und express a general
“thank vou’ to the whole group tor being part of a team and for a job well done or for
ceneral group morale. Lxamples of this can be a hohiday party or. in one compuany s cave,

a masseuse who gives rubdowns every two weeks (Graham & Uinrub, [9908



Methody such a8 encouragement of creativin and the use of nen-conventional
work fecams have had o sery strong ettect at the Swurm Corporation. Saturn has
restructured 112 work foree to promote camwork and corporate goals swith individua!
rewards. Other companies such as Subsvay Sandwiches have concentrated on sincere
and public recognition of their employees. These are further examples of successtul and
financially feasible incentive programs that interest emplovees and motivate them
towards 4 commaon goal (Overman, 1993, Sanson. V955,

Asurvey condueted by Restaurant Basiness. which interviewed emplovees of

casual corporate restaurants, found that most emplovees in that environment value their
benelits more than therr pav. This statistic indicates that voung adults often have o
different perspective onwhat s motivating and important for their productivite and
willingness to stay on the job, A sense of conmumunity and helonging and the chanee o
improve one's seltare all factors i the motivation of these workers (Svmpson. 199471,
Samman

Motvation theory s a highly individualized ideas There are as many ways to
motivate people as there are people to motivate, The key 1« to have a wide selection of
chiojees so thut people can find thely own comiort fevel, Ttis also very important o
understand the group vou are dealing with in order wo better understand what will
motisate that particular sct of people.

Current new theoriey tend o include emplovees in the creation of their own

icentive programs with the goal of improving the following arcas in business:



. Perlormuanee.

2 ol umover i,

Ceam work,

PR

4. Moralbe. and

S Communicaton (Brooks, 19945
By talhing to and examining emplovees and their behavior much can be karned about
therr motivation. One such research project. conducieod by Business neennves Services
and Goodvear Tires. looked at the power of non-cash emotional incentives compared o
cash analvucal incentves, By the end of the rescarch, non-cush reward recipients out-
sild cash reward recipients By S0 pereent. This type o new research 1s changing the
concepts of meenuve programs (Gravalos & Jack. 1993)

The sharing of goals s also a major tactor mn the outcome of o motvanonal
procram. [ the workers Jdo not understand swhy thes are participating. productiviny will
suffer atong with an increase In the wwrmover ratio. Setting goals for productivity and
wrnever may enhance emplovee job satisfaction in wayvs origmally reguested b
emaplovees. and will increase the abilite of employees 1o understand management goals.

This revies discusses muny aspects of motivation and kevs to siracturing
programs. Vo<t monsational programs are a long-term commitment that may reguire
it costbut an stated by Cos and Beliveau (199410 inital costs are often minutce
compared o the overali suvings that can be achieved through proper miplementation of

these programe,

43



CHAPTLR HI

METHODS

Introduction
The purpose of this study was (o examine emplovee incentives and the effects of
those incentives on voung adult workers emploved an Chili < restaurants i the Dallas
arca. Themvestigation of employes meoentive programs was conducted in order 1o
determine thetr impact on empliovee producuvity and turnover rate.
Methodology
Current rescarch suggests that tneenuve programs. whether cash or non-cash,
have a strong eftect on the productivity and turnover rate of voung adults (Quinn. 1993),
This studs was designed o deternine what motivates voung adult workers between the
ages of 18 and 23 to be more productive and less likefs to resign. This study swas
conducted in the context of corporate casual restaurants where the main employee pool
comsists of this voung adolt age vroup, The following research guestions were used in
thi< study-
1. Is there g relationship between incentive programs and turnover rates of young
adults in corporate cusnal theme restaurants?
2. Is there arelanionship between imcentive programs and productivity of voung

adults i corporate casual theme restaurants”

24



Which non-cush incontive programs best motivaie young adult workors”

4. Which cash incentive programs best motivawe youny adult workerg?

2

I there a relattonship between cortain types of incentive programs and
6. Is there a relanonship hetweeen cortaim tvpes of incentive programs and
ethnigi
Sample

The sample consisted of voung adolt from-ol-the-house sales workers v the
corporite casual restaurant chain of Choli's a division of Brinker International. This
surves was conducted in IR stores i the Dallas, Texas nwetropolian area. The surves
was distributed to emplovees at each individual store and completed on the prennses.
then returned by mail by the management to the author. Euach worker received a survey
and a cover letter. The cover letter (see Appendiy Ay explamed to the worker the process
and the reasonimg behind the survey and was signed by the rescarcher., his commitiee
chatr. and a Brnker representavve. Surveys were distributed 1o the 377 manuager-
reported cligible population.

Instrument

A questionnaire fsee Appendix By was deseloped to respond to the researeh
questions in chapter 1 The questionnaire contained both closed-ended and opern-ended
questions, and contained both nommal data and Likert Scale measwrements, Fhe surves

ok approximatels T minutes. per sample member. to complete. Content validity was
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tested by conducting o pre-test of the onginal sorvey at the Uhild's in Denton, Tesas just
north of the Dallas stores that wore used for the avtual survey, The pre-test wis
admunistered i the same munner ax the sctaal curves with the exeeption of a discussion
ahaut the snstrument ol the ond of the session. Fromthis discussion. the survey wax
adjasted in order to clarify some aspeets of the survey and refine the questions. Due to
the tact that the survey was used o gather descriptive statistios, no specilic wsts of
reliabibity were run.

Tiw questionnatre consisied of four mam components, These included questions
on turnover. producovity, meentive programs, and demographics, All questions
emphasized the necd to understand the stalf member point of view and outiook on hisdher
position based on demographies and experience. Stat! members were asked o indicate
e selection with which they agreed moststrongiv. In the ncentive portion ot the
mstrument. a Likert [ive-pomt scale was used wy rate possiple mcentive programs and an
open-ended question asked which program the statt member telt was most rewarding.

Prata Collecuon

Data was cotlected during the month ot February, 1996, The surveys were placed
i marked envelope and civen to the general manager of cach location surveved,
Locattons were chosen based on availabilits i cooperation with Brinker International. A
munacement-selecied stalt member laison distributed and coliected the survey i the
vresence of other staft members. Completed survevs were put back into the marked

envelope, The envelope was sealed and then returned to the management team, A total



of 377 surveys were collected, OF these, 356 were deemed to be asable responses
resudting in g net response rale of 02%. This number met and exceeded the required
mummum amount of 276 surveys, formulated by the National Education Association

Small-Sample Formudu as used i the NEA Research Bulloun. deemed necossury 1o

create o rehisble study
Draia Analyais
The collected dut was examined i order to derive the seore for each guestion
and 1ts relationsinp to other rescarch questions. The Statstical Package for the Social
Serences (SPSS) was used under the cwdance of the staustcal support wam of the
Unversity of North Texas Computing Center. During data analvsis. the jollowing
statistical tests were used: mean, median, mode. standard deviation and chi squure

correlations.



Introduction

This study was conducted in order to dentify the components of a better working
environment tor vouny adult workers in casual corporate restaurants, It examined
mneentive programs and ther impact 10 relation (o eripios ee history, pereeption of the
way in which workers™ productivity s judged, and empiovee domographics. A survey
was distributed to 18 Dallas, Texas arca Chilt’s Resteurants. The survey was
administered to sales stalt personned (e wait statt and bar staft) in order w better
understand the workers opintons and backgrounds, Frequeney counts, percentages. chi-
square correlations and other deseripove statisties such as means, modes. medians and
standard deviations were used o analy 7o the formanon in order to create an objective
picture of the workers and their opinions. The analvses were used on both open- and
close-ended questions i the survey to answer the research questions as well as te help
formulate new questions o be answered both now and i luture rescarch.

Fa conducting the chi-square crosstabulations in this study . the 10 level of
probability was ased  The 10 significance fevel swas chosen in order to decrease the
possibilite of o Pype 1T error. thus ercating a wider net of programs which miav be scen in

a posiuve light.
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Crosstabulatings i some tablex refleey combined colmns and rows in order w
reduce cells with an expected frequeney count of Hive or less, The statistieal package for
sacial scionces INPRSAPCT 1 was weed for the analvsiv of the cotlected data fromy the
closcd-ended gquestions of the survey.

Charactoristics of the Sample

Subjects {or this research were drawn from employveey of Chili™s Restaurants, a
drvision of Brinker Internattonad, Survevs were sent @ 18 Chilt's Restaurants n the
Dallas, [oxas metropolitan arca. Q5 the 377 surveys sent 1o the manager-reported
population. 380 (66%,) ot the survevs were retumed and 356 (629 of the sample) were
usable responses. As shown i table Toa majonty (38.7%45 of the respondents were
female. Almost hall (346 were 23 vears of age or ofder with a refativels ¢ven
dispersal of age m all other groups. The mwonits of the population was Caucasian
(R7 4% Table | provides o summary ot the demographie attributes of the respondents.
Table |

Staft Member Demorraphic Atuibutes

AR TE
Value o L N i
Gender
Female 209 387
Niale 147 433
Aue
I8 and under 34} Q4
14 iX H NS
i} kK3 14,3

f1able continues
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Tuble | (continued:

Staft Member Demographio Adributes

\alue N g,
2 44 AR
on 5 g
-3 and over 166 RERY

L-thnicrts
Caucasian B R K7.4
Hispanic o 3.6
Alrican Amencan 17 4.8
Ssian =~ e
Natlve American §

Statistical Analvars
Tubie 2 illustrates the madal responses for cach question in the survey. This rable
presents the oserall view ot the answers that created the stroneest resnonse from cligible
Chili’s workers,

Table 2

A odal Responses to the Survey Questions

N=350
NModal Response a Yo of Irequency
[ANY 688
One 194
o 12- Momh RISRE:
4. Other R

f1able continues



Tahle 2 fcontinueds

Modad Responses o the Survey Questions

Modal Response

“% of Frequency

‘h

B

o

Fwwould not return
Above averagy

12~ AMonth
The company’s reputation
1hix job

yher

C o-worker support
Average sales
Customer comments
(ash rewards
Stranely Agree
Agred

Neutral

Stronelyv Agree
Aaree

Agree

Neutral

Strongly Avree
Neutral

Agre

Neutrud

38.8

fiable comtinues)



Table 2 tcontinued;

Maodal Responses to the Survey Ouestions

podal Response Py of Progueney
20, Strongly Agres 461

27, Neuwral 5.7

28, Agree 41.0

2890 Apree SN

SO0 Strongly Agree A

A1 Strongly Avree 166

A2 Stronglv Agree 1.0

23 Unreadable

34 Swronely Aaree R
330 Swrongly Auree 42010
A0 Auree 24
A7 Open

2R Open

39, Above average 39
400 23 and ubove 449
41, femaie 38.7
42, Caucasim $7.4
43 Server Bartender Gy.2
44 3] -40 howurs 48,3
13 Nonwe REIR
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Rescarch Question |

Rusearch question {asked if there was a relationship between incontive programs
and emplovee trnover. This question was analyzed by conducting a chi square
crosstabulation betsween the incentive prograns in guestions 15-36 onthe sursey and
guestions 23,457 and 8 on the survey. The obicetives of this research question were to
understand the Tistory of the worker, 1o huve a better concept of the past trends of the
work foree. and o better appreciate the past and present ciremnstances that the workers
felt they Tiad been ov are enduring, This allowed tor @ more complete analysis of possible
dovntalls o be wary of i the future. Survey question 2 asked the number of different
restaurants the emplosee had worked ae. Tabie 3 shows the three incentive programs that
are directly correlated with this question. These correlations show that there is a direct
iink between the effectiveness ot these mcentive programs and the number of different
restaurants the emplovee had worked ate 1The smalfer the p value. the greater the
correlation the mceenvve pragrany had to the sursey guestion.
T abic )

Incenuve Programs Crosstabulated by the Employment History ot the Workers

N=356
Possible
P Possible Answer Answer Median
[ncentive Program Vidlue Maode %, Tendenaies
Pertormance as a basis for 029 Tirst Time Emploee 313 Stromglv
promoton Agree
I 10,9 Agree

{uble continuesy



Table 3 peontinueds

Incentive Proerames Crosstisbulated by the bmplovmoent Hostoay of the Workers

Possible
e Possibile Answor Median
Incentive Program Value Answer Made % Fendengios
2 7.4 Newutral
3 2.8 Newral
A 183 Fven Spit
Outstde Social Interaction U324 Farst Timw AR Neutral 1o
wimanagenent Fmploves Drisagree
{ 190 Neutrald
2 P74 Netral to
isagree
3 12.9 Strongly
Agree
- 1= Strongls
Agree
Dxay Care Assistanee D60 st Tune 213 Agree
miplovee Neutral
! 19.9 Neatral (o
Disagree
2 174 fven spln
K [2.9 Strongly
Agree
4~ 18.5 Strongis

Agrec




Surves gquestion 3 asked how long the employees were at their previous place of
emplovment. Five incenuve programs were direetly correlated with this quesuon, The
Hekd of workers was heavily divided hetsween workers with strong past senjoriiy and
those with Hittle past sentority. Table 4 shows that eaplovees who were at their previous
emplovnient tor a short time ended o be more interested in social acuvities, Emplovecs
with a fonger past tenure preterred more tangible rewards such as shitt assignments and
insurance benedits, Both groups agreed on acknowledament as a kKey motivator,

Tuble d

incentive Provrams Crossiabulated by the Dength of Previous Empioviment

ARRT
Possible
Iy IPossible Answer Stall Member
Incontive Program Value Answer Maode ©o NMedian Tendencies
Insurance Benefits 13 First Time 3138 Neutral 10 Disagree
Fplovee
I month S Fvendy Dhsoibuted
2 months 121 Agree
3 months 12 Fyenby Disitbuted
4 months 360 Strongls Agrec
Ouiside Social Inferaction 031 Pirst Time S Stronghy Agree
with Management Lmplosee
1 month 8 fveniv Dhistribuied
2 months )2 Agree to Neuatnad

(table contintess



Table 3 (eontinuedd

Incentive Progrums Grosstabuiated by the Dengih of Previous Pmnloyment

Passible Stadf Member

I Answer  Median
Incentive Progeam Value  Posuble Answer  Mode %y Tendencies
3 months 121 Swrongly Swree

o Agree

4 months 36,0 >outral 1o

Pisagree

seniority Based Shit 05 Fust Time AR bsenly
Assignments Lmplovee Distributed
I month 8.4 Agree o
Neutrat
2 memths 2.1 (Polar Sphit)
Strongly Agrec
o Disagree
3 months [2.] Stronalyv Agree
41 months 360 (Splity Stronely
Agree and
Neutral
Acknowlederment ina 6] st Tame Rl Agree
Compainy Pubbication Fmploves
I month 8.4 Neutral
2 months 123 Spiit Agree &
Disagree
S months 12.1 Newtral
4+ months RIERE: Strongls Apree

{table contmues:



Table 4 tcontinued)

Incenuve Provramis Crossiabulated by the L ensth of Previous Pmplovnnt

Possible  Smit Menber
P Ansswer Mledun
due Possible Answer Mode %% Tendencios

Incenuive Program Ve

Daay care Assistance REETS First Linse K B Neutral to Agree

Emplosee

I omoenti X4 Neatral
2 omonthis (2.1 Agree
S menihs AR Noestrad
S - anenths RURY, Suongly Agiee

Survey questton S ashed the emplovee’s reason for leaving hissher fast position.
Cne meenave program was stemficanty correlated with this gquestion. That incentive
program was day care assistanee. Phis can be best correlated with the agree 1o strongly
agree atiitude for the possible answers ot salars . responsibility and appreciation. Thisis a
reflection of a4 mature work atntude and one that is reilected with the maturiiny of

parcnthood,



Tahle 3

Incentive

Program

Possible Answer

Staif Member
Meaedian Tendencies

[Day e

ARSINIaney

First Tinse Eplovee

My sajary was raned

The mansgement changed
| would not return

My responsibilit

mnereased

[ felt mare appreciated

()ther

n2 S Based on location
270G Unsure

TS Vared

ed

A

=
!

Newurral to Disagree
Agree 1o Sirongis
Ayree

Faeniy Distributed
Neutral to Disagree

Agree 1o Stronely

Agree 1o Suongly
A

Agree to Strongly
3

survey gueston 7oasked how fong the emplosec had worked at Chili's, Ths

guesnon was ashed o understand the proportion ol workers that the system was presently

pleasing, Nine mcentive programs are divectly eorrelated with this question. & wrong

Fom
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43% ol the current workers bad been with the company for over one yeuar, and another
34,276 had been emploved for Tour months or fonger, Table 6 showy the incontive
programs which saw i sirong agreement by the emplovers who husd boen with the
company for one vear or fonger. The less than one vear omplovee group agreed with most
procrams. but had o delinie difforence ol opinions on programs that dealt with the
guestion of semonty,

Table 6

Incentive Procrams Crosstabulated by Tenoth of Poaplovment Tome at Chili's

NORg
Possible Possible
3 ANSWCT Ansver stalt Member
[ncentve Provram Valug Vode 7y Median Tendeneres
Special Privileges for 000 Less than a 6.3 Agree 1o Newtril
Senjorty month
i -3 montis 6.3 Agree to Disagree
4-0 months 157 Agree o Disagree
7-11 months IS Agree to Disauree
12+ months 430 Strongiy Agree
Semornty-hased Shift 006 [ess than a 0.5 Agree
ASSILAMICNT S month
-3 months 163 Agree to Disagrec
-6 months i Neutral to Disagrer
7-11 months 185 Agree
12 months 430 Stromgly Agree

trable continues



Tabie 6 teontinueds

[ncentive Progrims Crosstabulated by Lensth of Dmnlovment Time at Chili's

lneentive Program

%

b

Yl

Possible
Ay

Possihic

Answer Made

3%
(3

Staff Member
Moedian
Tendencies

In-store Recognition

Pertormance-based
Shift Assignments

ay Care Assistanee

RGN

023

foss thun o

inonth

i3 months

4.6 months

7-11 months

1 2= months

F.oss than o
month

F-3 months

4-6 months

2211 months

I 2= months

Less than a
maonth

t-3 months

4-6 months

7-11 months

12 months

B

&

Agres

et Neur

e

ad
§
o~

Agree to Neatral
Agree

strongiv Apree
Adree

Strongly Auree
and

Neutral Disagree
Auree to Disapree
Agree to Disagres
Strongly Agrec

Agree

Strongly Agrec
Aureg
et

Stronehy Agree

i1able continues)



Table 6 tcontinued

Incentive Programs Crosstabulated by Leneth of Emplovment Timeat Chilils

Possible

Siaff Moember

P Answer Mode  Median Tendencies
Incenuve Program: Vadug Possible 6,
AnNwer
Pertormance us the 045 Lessthana 0.5 Agree
3asts for Promation nyonth
i3 months 16.3 Neuatral to Disagrec

Longevitsy as the Basis 034
for Promotion
Positine Written Nate 07l

lrom Management

A-fomonths
7-11 months
124 months

L.ess than a
monti

1-3 months

4-06 months

7-11 months

12~ munths

f.ess than o
month

-3 months
J-6 months
7-11 months

12 - months

16,3

»

~~1

t2

o
;Jl

430

Agree
../\ ;_! I‘Lx{:
strengly Agree

Avree

Sphit Agree and
Disagree
Neutral
Neutral
Strongly Agree

Auree

Neutrul

Neutral

Agreg

Polar Sphit- Suongly

and Phsagroee

ttable continuess



Table 6 (continued:

Incenuve Prograniy Cresstabulaed by Length of Poaplovment Time at Chitli's

Possible Staft Moember
b Apswer Mude  Median Tendencies
Incenove Program Value Possihle o,
AnNwer
Ouside Social D05 Less than o 6.5 AUIC
fnteraction with month
Management
i3 months RS sphit Newtral and
Disagrer
+-0 months 187 Sphie Stronehy Agree
wtid Neutral
-11 months 8.3 Sphit Agree and
Disagrec
125 months 430 Strongly Agree

Survey question 8 asked the eimplovees why they chose to work at Chidi's, Fhe

purpose of this guestion was o better understand the argamization’s current appeal and

what relattonship that appeal has 1o corrent or futare incentive programs, .\ strong

percentage of the respondents cave the reason for selecting Chili's as “the company

reputetion” (26,70 b Alexibilite (19.9%) and job availability (19.1%4). Six incentive

programs were directly related to this question. Tuble 7 indicates that the strongest

opions cime fron the company = employees who agreed or stronghy sgreed with o

muarority o the sis provrams. s relates to the company’s reputation and the incentive

progranis wineh ure currentls in place.



Jable 7

Incentive Programs L rossiahulated by Why an bn

pxs!

dovee Chooses il

N 356

;\’
[ncentive Proeramy Value

Possibie Answer

Possible
AnSwer
Nade %

St Moember Mediun
Tendencies

In-Store 08
Recooniton

Job Avatlability

Job Fleximlny

ST Beuer
Atmosphere

284 Location
20940 Friends
2o Vaned

Buetter Money
Opportunity

The Compuny s
Reputation

Positive Written 000
Nite trom
Management

Job Flexihilits
her

%6 Better
Aunosphere

Job Avaitability

163

1.9

18.0

Agree

Neutral

Nontral o Disageec

Stronuely Agree

Neutrad

Neutral o Disagree

Neutral 1o Pisaprec

f1ble continues)



Table 7 tcontinueds

kT

Incentive Proarams £ rossiabutiaied by Why an Broplovee CUhooses Chilits

7
Incentive Program Valoy

Possible Answer

Answer Saff Membor Medun
;

Maode 7y endencics

TRYL acation
2 Priends
21%% Varied

Better Money
Onporuy

Phe Company s
Ruprittation

Special Privifeges 034 Job Availabifiey
lor Sentonty

Joh Plexibility
Other

-

16 Better
Atmosphere

2R Location
2000 Friends
21 Vaned

Better Money
Opportunity

the Compuny s
Reputation

(6.5 Agree o Stroagly
Agree

267 Strongly Agree

o Agree to Neutral

19.9 [venls Distributed

IR0 Newotral to Ihisagree

16.3 Strongly Agree

26.7 Stronghy Agree

{able continucs )
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Fable 7 (eontinueds

Ineenuae Programs Crosstabulaed by Wha an oplosee Chooses Chilits
Possible
0 Answer Sud Moember Medin

Incentse Progeam Value Posaible Answer NMode %0 Fendencios
Prav Care U627 dob Avmilabiliny 141 Agree to Pasuuieg
Assistiance

Job Flexibilits fa 8 Agrey 1o Strongls

Agree
Other I8 Prsagree

M Beter
Atmosphere

280 | ocation
200 Friends

210 Varied

Betier Monces 0.3 Neutral
Opportunity

the Company ™ 26.7 Stronghy Agrec
Reputanon
Merchandise withe 070 Tob Availabilit 19.] Neutrad
¢ Conpany Logo
Job Tlexsibibity 10,9 Neutral
Onher 8.0 Phsaerce

Al Belter
Atmaosphere

2R%, ocation

f1abic continues)



Fable 7 fcontinued s

Incentive Programs< Crassgabulated by Why an Emplovee Chooses Chilis

;'2
Incentive Prograny Value

Possibie Answer

Possible
Answer
Mode ©%

Staff Momber Moedian
fendencies

240 Fricuds
]

g Varred

Better Money
Oipportunity

The Company'c
Keputation

Fplosee of the H75 0 fob Availabihy
NMonth Avward
fob lexibilin
Oyther

S1%6 Better
Atimosphere

28% Tocation
2y Friends
2Es Vared

Better Money
Opportunity

Fhe Company's
Reputanon

267

1.1

AgTee

Strongly Agree

Fvenby Distributed

Agree

Neutral to Disagree

Iveniy Distobuted

Strongly Agyee




Research Question 2
Research question 2 ashed i there was o relavonship between incontive program
and productiviny . This question was answered by condueting a chi-square crosstabulation
hetseen the Hist o ineentive programs (suney questions [ 3-3o0) ad survey quostions 12,
13 and 14, Surves guestion 12 asked emplovecoahat entenia was used 1o jude thelr

productivity at Chnli's, Nene of the sentive programs were found to directhy correlare
with s questiont. Tabie 8 provides a breakdown of the froqueney percentages of the
responses o this gquestion.

Juble §

Fmplosees” Perception of Chili’s Productvine Measures

N=336
Passtble Answers FFrequency Vo
Average Sales 26.1
The Store Overall Pertormunce 16.3
Specitic Eticwenes Rating 1001
Cther 20.2
Customer Camments 4.0
Fam not juduced 12,6

surves question 15 ashed emplovees what eriterta they felt should be ased 1o
evaiudte their producuvity, Spectfic evaluation procedures and everall performance

cuides were the leading responses to how they feel their preductivity should be judged.



Those sehao Jelt sirongdy about overadl performance endoed 1o agree with such programs as

acknowledement and dav care and tuition assistaney. whereas those whe were more
mterested 10 specific evaduation were more receptive to marchandise and promotion
opportunitics. as shown in fuble 9

Table U

Incengive Programs Cresstabulaied by How the Boplovecs Would Profor 1o be Judaed

Possible Stalt Momber

R Answer Meadin
Incenitve Program  \ylue Possibic Answer Mode Yo Tendencies
8 Value
Tuition Assistance D01 Averace Sales [35 Neuatral
The Store Ovverall 188 Strongly Agree
Performance
Oher 205 Neutral
70.3% Same torm of
personal evaluation
23.3%0 Some torm of team
cvaluation
Customer Comments 234 Agren
Specific FHhicieney Rating 216 Agree
Muerchandise with 007 Average Sales I35 Agree to Neutrud
Compuny Lozo
The Store Overall 188 Agree

Performance

fiable continuesd
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Tablke U icomtinued:

Incenuye Programs Cresstabuiated by Hose the bmplovees Would Preter 1o be Judaed

Posaibie
P ausser
[ncentive Programy Vol Pousible Answer Mode Yo Lendengies
Other 248 {Polar Sphity
Strongly Agree
and Disagre
76,59 Some form of
porsonud evaluation
233% Same form of ream
evaluation
Customer Comments 236 Very Neutral
Specific Ettieienes Rating 216 Agree
Performance as a RS Average Sales 13.5 Awree 1o Neutral
Basis for
Promotion
The Moere Overall 8.8 Agree
Performance
Other 205 Neutral
70.5% Some iorm of
personal evaluation
23.5% Some form of team
evaluation
Customer Comments 256 Strongly Agree
Speciiic Efticiency Rating 216 No tendency,

cveniv sphit

{lable continues)



Table U rcontinued)

Possible Staff Member
b Answer Median
fncentive Program  Vahge Passible Answer Mode 9 Tendencies
Prav Care A80 Average Sales I3 Auree to Neuteal
AssIstanc:
The Store Gyerall g8 Strongly Agree
Performance
Criher 2005 (Polar Spht)
Strongly Agree
and Pisagree
76.5% Rome form of
personal evaluation
23.5%0 Some form of weant
evaluatton
Castomer Comments 236 Agrec o
Strongly Agrec
Specific Bfficieney Rating 210 Neutral to
Disagroe
Positive Writien A02 Aserage Sales 153 Agree
ofe from
Manugement
The Store Overall 8.8 Strongly
Performance Disagred
(ther 20.3 Neutral

76.3% Some torm of
personal esalaation

(table continues:



Toble 9 (continueids

Incentive Proorans Crosstabulated by How the Dmntoveos Would Prefor (o be Todood
Posgsibie Staft Member
0 Apswer Median
Incentive Program YVaige Pussible Answer Muode % Jondeneies

2R 5% Some form of tomm
cvaluation

Customer Conynents 256 Agree
Npecilie Bicieney Ranng 2 Agree und

—
—
e
V.

v

i
p.

.,

Sursey guestion T4 maguired what would mspire the emplosee to sell more, The
mujority ol respondents were interested i cash rewards (33.1%) The response of other
(207 developed mto teo cencral categorivs. One ol these was a vartety category and
the other, mterestinglve was a categary of emplovees who teel they cannot sell any more
than they alreads do Tl ieentive programs can be directly inked with this survey
guestion. The wreatest fevel of sigmBicance was found tor cash rewards, serbal
acknovJedament. m-store recogmiuon and a4 positive written note from management. The
sedy shows that of the top S incentives the employees are usking Tor. the majority of

eentyes are cost-lree.



{able 10

33

Incenune Programs Crossabulaied by How the Implovees Foel They Could Seil More

Possible Stalt Member
p i Answer Mediun
o | R B I ,.l '_;, 3 N 3. <_‘.‘_' B PR - \: . 3 , .
[ncentive Program Value Possible Answer NMode 94 Lendencios
Cash Prizes O01 Cash Rewards A Neutral
H il more appreciated iS5 Strongly Agrev
Oiher S6.7 Newtral
0% Feel thes can’yxcl
maore
0% Varted Ldeas
Opportunity for Better 67 Agrec
Schedule
(hance for Advancement 4.3 Agree
Verpat QU6 Cash Rewards 3301 Agree
Acknowleduement
from Management
T tel more appreciated 152 Neutral
Cither 26.7 Strongis Agree
A%y Feel they can't sell
morg
600 Varied fdeas
Opportunity for Better 1.7 Agrec o
Schedule Neutral
(hance for Advancement P45 Agree

f1able continuess



Table 10 tcontinued

Inceniive Procruns rosstabuliied by How the Binlosees |

eel They Could Sell Maore

g“&

incentive Program Value Possible Answer

Possible
Answer
Made Yy

Stalt Mombger
NMedian

Tendencioxs

[n-Store O1d4 Cash Rewards

Recognition
I telt more appreciated
Orther
S Feel they cant sell
IOre
60%a Varied ideas

Cipportunity jor Betwer
Schedule

C'hance tor Advancement

Posiave Writien 015 Cash Rewards

Note from
Managemaent
HT teht more appreciated

Other

e Feel they can 't sell
more

HO% Varied Tdeas

107

[
(Y]

152

26.7

Agreg 1o

Neatral
Strongiy Auree

Agree 1o
Neuatral

Agree
Agree o
Strongls Agree

Agrey

Stronuls Agree

Very Neutral

{table contimues)



Table 16 {continued;

Incennive Programs Crosstabudated by Hov the Bmplosces Feel They Coudd Sell Morg

Possible Stalt Member
¥ _ Answer NMedian
st ey ey S 2 Feyecs N Sk e L. .
Incentive Provram Yialue Possible Answer ode % Tendencios
Opportunity for Botier 17 Agree
schedule
Chunce for Advancement fd 3 strongly Agree
I'riendhv On-shift 422 Cash Rewards R Newtral to Agree
Compettion
H el more appreciated 182 Agree
Other 267 (Polar Splity

Strongls Agree

to Disagree

30My Feel they can tsell
More

0% Vared Tdeas

Crpportunity tor Better 0.7 Neutral
Schedule
Chanee tor Advancenient 14.3 Agree to

Strongly Agree

insurance Benelits U320 Cush Rewards 231 Strongly Agres
o Agrec

(1 el more appreciated 3.2 Agree
Other 26.7 Strongls Agrec

0% Feel they can’tsell
more

f1able continues)



Table 10 (continued

- ér

Incentive Procrams Crossiabulated by How the Fanslovees Feol They Coudd Sell More

|

0%y Feel they can't sell

more

Possible Stuff Member
) .
i . Answer Median
wentive Program Talug nssibie Answer RN TN
Incennve Prooran Vialu Possible Amswer Mol % Fendencics
6t Vared Ideas
Opportunity tor Beter 13,7 Newtral (0 Agree
Sehedule
Chance tor Advancoment F4.5 Evenly Divided
Periommance as the A0 Cash Rewards LW Stronely Agree
Rasis tor Promotion
HT felt more appreciated P32 Agree
Other 207 Strongls Agree
0% Feel they cantsell
morg
0070 Varied Tdeas
Oppartuniey tor Berter 10.7 Both Aeree and
Schedule Disagree
Chanee for Advancement 14.2 Strongly Agree
L2y Care 047 Cash Rewards RN Split - Strongiy
AsSIstiunec Agree and
Neatral
11 felt more appreciated 132 Agree to Neutral
Uther 26.7 Strongly Agree

{iable coptinues)



Fable 1O iconupueds

Incentive Progranys Cronastabulated be How the Fanlovees Feel They Conld Sell Maore

. It
fncentive Program

Vit

Poavvible Answer

Possible

Answer
Maode %

Statf Member
Moedian
Tondencies

Pertormance-hased A5G
Shitt Assignments

0% Vared Idous

Upportunity for Beter
Neheduie

Chanee for Advancement

Cash Rewards

) ielt more appreciated

Cyther

0% Feel they can't sell

niore
oy Varied [deas

Opporwunity for Berer
Schedule

Chance tor Ads ancement

26.7

10,7

143

Newutral (o Agree

Agres

Agrec 1o
sStrangly Agree

Neutrud
Sphit - Strongly

Agrec and
Neutrnl

Agree

Agree (o
Stronzls Agree

{escarch Question 3

Jescarch gquestion 3 asked winch non-cash incentive progranis best increased the

interest ol vouny adult workers. Table 11 shows a breakdown of the non-cash programs

from questions 13-36 o the survey. Phe strongest program is verbal acknowledument

rrom management (3.8, followed by performance as a basis of promotion, special



privifeges for sentoriis, senionity-based shilt assignnients and performance based shift
USSIUNMenis,
Table 11
Employ e Pereeptian of Non-Cash Incentive Programs

N-E30
Incentive Program Pabel Mode  Fregueney %% Aldn Al SD
Verbal Acknowledement Strongly o ! SGK OO (.5 {1.76
trom Management Agreg
Performancee as a Basts of Stroneiy 12 43S M) 1.5 IRV
’ronoton Agrey
Special Privijeges for Strongly 3 424 RRGE 1.9 L4
Senonty Agree
Sentoriy Based Shift Strongly R 74 2.00 2 1.07
Asstenments Agree
Performance Based Shift Strongly I 50 2100 2.00 P9 040
Assignments Agree
In-Store Recognition Agree 153 43.0 200 .o 082
Set Performance Goals Agree 51 424 2.00 2 .80
Friendly Oo-Shitft Agre 150 4201 2.0 20 0yl
Competition
Dinners at Other Agree 146 41.0 200 24 Al
Restaurants
Posiove Written Note from Agree 134 370 2. = 0,47
Management
Special Perks Agree {34 RIPIN 200 220 bus

ttuhle continacs)
Table T teontinued)



Emplovee Perception of Non-Cuash Incentive Drograms

NTASG
[ncentive Program Label Mode  Trequency %6 % w1y
Emplosee of the Month Agroe RS RIS AR 23 LG
Awards
longevity as the Basis for Neutral 10 334 200 2.3 LG
Promotion
Acknowledementin i Newutral [ S0 2 20 (.87
Coampany Publication
Ourside Social Interaction Neutral P46 410 s Ui 2.7 .08

with Marwgement

Note: Median values based on scale of F=Strongly Agree o S=Stongly Disagree with

sNeuatral

Research OQuestion 4

Rescarch question 4 sought to discover which cash imeentive programs best

mereased the interest of young adult workers, Of the meentives i surves guestions 13-

20, Table 12 showes the interest that was yenerated by cash-related programis. The wop

cash ineentive was not cash prives. but rather tntion assistance. This shows the

mportance of the tuture o these workers. The realization of a better future outweighs the

promise of shore-lerm gadn, 1t s also important to note that even though dav care

assistance s rated as neutral. there was a vers distinet segment of the population that

cunke this very highlve theretore, it cannot be disregarded as an unimportant program,

Tahic 12

Cash Incentine Procrams Desenpuve Statistes




N-ASH
e iabel
Incentive Program ) .
Maode Freguencs T Mdn hY | 82
Tuttion Assistance Strongly 217 £ 160 1.6 .87
Agree
Cash Prives Strongly 2434 574 104 o .87
Agree
Insurance Benetits Suongly 160 460 2 S R}
Agree
Empiovee Food Strongly {04 46,1 280 §7 82
Discounts Agree
Das Care Assistance Neutrai 202 S0, 7 REEE AN 94

Noter Median values based on scale of T Strongiy Agree 103 Strongly Disagree with
SeNeatral
Research Question 3

Research question 3 concerns the relanonship between gender and incentive
programs. The demographic breakdown ot respondents by gendet shows that a 30.7%,
were female and 41.3% were mabe. [n the six incentive programs that directly correlated
W the survey question on gender tguestion number 415, afl showed @ definite correlation
helween mcentve programs and temale interest in those programs (see Table 133 The
made respondents had noe strong aftthation toward any one particular mcentive program,
by cenerall incentive programs have a stronger elfect on females than they do on males in
Ui particubar work environment.

Table 13



neense Procrams € rosstabulated by Cender

N 356
Possible
n Possible Answer Ntaft Member Mediun

fncentive Program Valuc ANSwWer Meode Vs Tendencics
Priendhy On-Shift U223 Fomale 587 Stropgly Agree
{ompetition

Male +1.3 Agree o Disagree
Dinper cut at ether 39 f-emale R Sirongly Agree to Agree
restaurants

Muale 415 Neutral
Cash Prizes RE%3 Female SRT Stromaly Agree

Male 413 Agree to Neutral
Posiive Written Note 044 Fremale 387 iPolar Splits Mrongly
from Management Agree and Disagres

Male 41.3 Anree ta Newtral
special Privileges tor 76 Female 387 Stronglv Aeree
Nenories

Male 413 Agree o Neotral
Day Care Assistanee 4379 temaly 387 Agree o Strongly Agree

Male 4iA Neatral
Merchandise with o L6 i-emale S87 Strongly Agree

Company Logo

Nale 41.3 Disagree




Researeh Quesiion 6

Research question ¢ ashed 1t there was a relationship hetwern meentive programs
and cthnraity . The meentive programss insursey questions 13-36 were compared to the
demographic attributes of ethnaits . Tauble 14 shows the demographic breakdown of
ethnreity within the surveved group, and indicatey a very strong Caucasian majority
{87 4% This should he noted when looking at the group a5 u whole, so s not 1o
Jisregard the minority population. which holds a different viewpoint on several of the
proerum chotees.

Jable 14

Pihnreitye of Respondents

N 330

Possible .f\ns:\;:"s frequeney o
{ ducasian R7.4
[{ispanic 3.6
African Amcerican 4.8
Ashn 1.4
Satve American X
Pastern Indian (.0

In order o receive a more accurate erosstabulaton, the minorits groups of this
surves were recoded mto one group tMinority Conglomerates. The sivinventive

provrams that showed a sientficant correfation with ethnicity alse showed a definite



4

tendeney for the Caucasian majority 1o agree with a program, while the Minority

Congiomerate tended to disagree in cach case. This could be a waming fleg to

management as o the seasitivie i which these particular programs are presenwed wo a8

not to exclude or aficonaie over 1094 of the workioree,

Tabie 13

neentive Provrams Crossiabulag

e by rhiniciis

NoO3SH
Statf
Possible Member
n Answor Median
Incentive Progrant - Value Possible Answer Maode %o Fendencies
Tuition Assistance G0F Caucasian 874 Agree
Minority Conglomerate 12.6 Disagree
Special Privifeges 07 Caucasian 874 LEree
for Senioris
NMinon Conglomerate 12.6 Disauvree
Fmiplovee taod 02 Caucasian 8744 Agree
hscount
Minority Conglomerate 12.6 Disagree
Performance-based 025 Caucasian 874 Agree
Shift Assigemoents
Ainority Conglomerate 12.6 Dhisugree
s Proves 078 Cancusian R7.4 Agree
Minority Conglomerate 12,6 Phisagre

t1abie continues



Tuble 13 ccontmued

Incenuve Programs O rosstabulated bs thniciy

g)

= 350

<9

Posaible

Answer

{\E{‘Zgg
Member
Median

Incentive Program Value Posvibie Answer Nade ¥ Tendencies
Verhal O83 Caucasian L Agree

Acknowledgment
lrom Management

Minorty Conglomernde

(2.6
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STBMMARY. IMPLICATIONS, AND RECOMMENDATIONS

Summary

(Creating an environment shere people want to work is imporant to rewining
emplovees and having them praduce a profin In order 1o create such an environment. it is
necessary to have components such as physical plint, positive management attitudes. and
programs mat keep emplovees imvolved. thus keeping the emplovees motivated and
interested. Some of the best tools that management can use are incentive programs.
These incentine programs consist of cash and non-cash environment enhancements whach
wifl Keep the emplovees attennon and drive them to achieve,

Thus study was conducted to determine which tvpes of sneentive programs best
reach workers ot corporate casual restaurants. Speertieally, it evaluated incentive
programs as a whole and compared them o measures ol turnover. productivity, cthoieity
and gender. i order to understand which programs could best be placed together to create
an oy erall atmosphiere in which an employee would be as comtortable and productive as
possible.

The surves mstrument used a combination of open- and closed-ended questions.

und was divided mto Hive parts:

6l



cbBmploves Histors (Questions [-551
2. Opimion on the Organization {Questions A-110 39y
2 Opmions on Productivity (Questions [2-1d x

4. Rating of Incontive Programs (Questions 15-381 and

N

Demographics {Questions 40-45)

Fhe sample tor this survey was taken frany the service statf of 18 Chili's
Restaurants in the Dallas, Texas meuopoliton area. Survevs woere directed o the
manager-reported populaton of 377 chigible stall members. 382 (66% survevs were
returned. 350 (62%) were determined o be useable, The data obtained by the surves
were analyzed using frequeney counts, pereentages. means. madian. modes. standard
deviatton and ¢hi square crosstabulations.

The demographics breakdown was weighted at 38.7% female to 413 20 male.
with 44,9 % of the respondents over 23 vears of aue. A combined 33,1 %y of the workers
were between the ages of 18 and 220 Caucasians were the predominant cthnie group
{87 4 Yo tollowed by Hispanies (3.0 Y5 Atrican Americans (4.8 %), Asians (1.4 %61 and
Native Aamerteans (0.8 %),

The tindings obtamed In the rescarch and analy sis of the data answered the
research guestions presented in Chaprer [ Research questions 1. 20 Soand & were
analy zed by chi-square erosstabulations of the incentive programs i survey questions 13-
30 and the following surves guuestions:

{urnover - Questions 2.0 3.4, 3, 7. and 8



42

Productivity - Questions 12, 13, and T
Ciender -~ Question 4 b and
Ethnicity - Question 472,

e following is an examination of ncentive programs with a chi-square
crosstabulation p-value of (10 o0 foys inconjunction with the six Researel Questiony
found 1 Chapter I Rescareh question 1 locked at the relationship between meentive
programs and twirnover, The author found that the incentive programs that best reach the
different 1ypes of workers could be split into two mgjor categoriey of workers: Jess
experienced and more experiepeed.

The following incentive programs were tound w have a define correlarion with
cimptovee turnover, They had the most crosstabulated p-vaiues at or below 10, found in
Chapter IV an order of the amount of crosstabulation they bad.

. Dav care assistance. 4 crosstabutanons
20 Ouwside socidd interaction with management. S crosstabulations

Senioritv-hased shift assignments, 3 crosstabulations

‘o4

4. Positve writen note from management. 2 crosstabulations

3. Performance-bused shitt assignments. 2 crosstabulations

0 Spectal privileges [or senlority, 2 erosstabulations

In-stosre Tecagnition, 2 crosstabulations

S Acknrowledement ina company pubhication. 1 crosstabutation
9. Performance based promotion. 1 erosstabulation

Vit Insgrance benefits, | erosstabuiation



Particular programs wore inclined o interest less experienced workers, These programs
were determined based on the staft member tendencics of the crosstabulations in Chaper
1V, Five incentive programs were found specitically to cateh the imterest of the less
expericncud worker, meaning that fess experenced warkers agreed o strongly agree with
cll of the following:

i outside social mteraction with management.
2. performance as o basis for promotion.

A, dav care asyistance.

S

M-SLore recogmion, and

5. performance-based shift assignments,
ess experienced workers were asking tor the opportunity 1o prove themselves based on
pertormance, and in return wanted 1o be publicly recognized for ther work.

Nine meentive programsasere found specifically 1o catch the mterest of the more
expericnced worker, These progrims included:

Eospecal privideges Tor seniority,

2o acknowledgmoent ina compam publication.

Y]

day care asstslance.

4. insuarance benefits,

4]

serporit -haged shift astgnmments,
G performance-hased shilt assignments,

performance as the basis for promaotion.



N fnestare recognition. and

H.pusitive writen note from management.

{he preference Tor these programs showed a stronger interest in recognition for what the
emplosee has done, but also a need for @ stronger sense of security . Thic includes
seeurity it the job from the stundpoint of seniority as well as security in the form of tems
such as insurance and day care assistance. Turnoser has a wide ranee of eftects on o
Buginess from actual cost to morale cost, Controlling this aspect of the environment sith
the proper programs can be vers effective.

Rosearch question 2 examines the relationship betsseen ineentive programs and
productivity. This was deternuned by comparing survey questions 12, 120 14 with
guestions 15-36. The author found that the programs can gencrally be split into two
mator categories: those programs that have a tendeney 10 mercase personal perlormance
and those that have s tendency 1o increase leam performance.

Oherall, the top ten prozrams that most frequenty crosstabulated with productivits
are as tollows:

1. positive written note from management, 2 crosstabulations

2. performanee on the basis of promotion. 2 crosstabulations

$.3

Cday care assistance. 2 crosstabulations
4. verbal acknosledement from management, 1 crosstabulation
Cin-store reeagmition, | erosstabulation

6, merchandise with a company logo, | crosstabulation



7, triendiv onsshitt competition. 1 crosstabulation
K. cash prizes. | crosstabulation
Y msurance benetits] T erosstabulation
LG nedtion assistance. | crosstabulation
Of the programs in the survey, these were the most ikels to dircetly aticet produetivin,
Based on the stall member tendencies recorded in Chapter [V. all of the programs lisied
above were specifically related to personal performance couls. Team performance was
corrclated with the following programs:
I merchandise with a company logo.
~oday care assistance. and
3.performance as a basis of promanon.
PFroductin iy is the bottom line to profit. Acknowledgment and assistance are the nwo
underlying fuctors 1 rassing the prodactivity of warkers. 1f the worker can tecel as though
the compuny cares and that swhat they are domng iy appreciated. producuvien will naturalls
FISE,
Research question 3 asked which non-cash incentives best increased the interess
ol the cmplovee. The percentage of all emplovees whe strongly agreed with non-cush
meentives is shown as follows:
Tooverbal acknowicdement frony managenent - ~49.8%,
2. performance as the Basis for Promotion - 4889,

3. speciad Priviteges tor Sentority - 42 4%,



&6

4, perionmanee-hased S Assignments - 42,19, and

Sosentoritv-based Sl Assignments - 37 4%
The selection of these ineentve programs indicated thar the emplovees were ealling out
fer management appreval, T also showed that employees wore willing 1o work, bt
wanted to be rewarded for performance and longevity, Thus, productiviny and wurmover

demonstrubly were g major locus oy the employees as well s for managoment,

i
(-

Research question 4 ashed which cash incontive programs best tnereased th
mterest ol empiovees. Fouwr of the casherelated meontve provrams Clearls were ranked
higher than ather similar mcenuves, They are ay follows:

I tiwoon assistance - 0%

2. cash prizes - 37 3%

3oomsurance henelts - 46 0%, and

Ia

emplovee Tood discounts - 46 1%,

he above st shows a Maslowthian spectrum from physiological to seli-
actuadizmg needs and show a work torce that 19 working day-te-dav, but planning tor o
successiul tuture. 1o wiil be necessary to view cach statt member not only as o wait
person o hariender. but as a person striving to move forward, Hemplovee needs are not
met and dissanstacuon prevails, then the quaiity of the work envirenment will decline.

iereasing turnover and decreasing productivits and the bottom line of profic
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Rescarch guestion 3 sshed i there was arelationship etween gonder and
meennve progrants, Seven difl incentive programs were directly correlaed with

gonder. Inall of the correlations. females strongly agreed withe

I driendls oneshift competiton, p - 0235,

2.0 dinnets out al other roxtaurants, po U39,

)

S special priviteges for senjority, p o= {370,

6. day care assistance., D= 079, and

merchandise with a compuny logo, p - 064

Males showed some interest in the foilowing programs, but thuir percentage of interest
was e as strong as the apmions of the female population. Males interest seemed to
center on such programs as triendly on-shitt compettion. cash prizes. positive sritten
notes Irom management. and special privifeges for sentonty,

i question of gender correlation showed that temales had a strong intereat and
imfluence moncentive programs white males tended to take a more neutral stance on the
subyect ot meentive programs as a whole,

Fesearch guestion 0 asked it there was a relationship between cthnicity and
meentive progrants. Sty differend incentive programs were correlated with ethnieny,

Fach ot the tollowing programs generated a positive response from the Caucasian



majority and a neusral onegative response drom the Hhspanic, African Ancrican, Asian.
and Native Amencan mianoritics, Fhese programs were ax followx
I Tution Assistanee. p UL
2. Special Privifeges for Serority g v 007,
s

oplovee Fond Discount. p = 00

4. Performance-bused Shiit Assignments,

‘I

Cashi Prives po 078 and

6. Verbal Acknowiedgment from Manaeement, p = 083

From the data above the mgor focus appears 1o e the emplovees” need o be
acknowledeed. Ninety Ua of the statt members 1o this sarvey demonstrated this,
including of) %o seho stronghy agreed and 307 who agreed.

The second finding was that emplovees want the same (things as management.
The top tour non-cash incentives showed that emplovees overwhelmingly wanted to stay
at thetr b and perlorm. 1o return. they asked o be noticed and rewarded directly for
those accomplishments, They Livored pertormience-based assienments and promaotions.
ey also tnvored sentorits-based promotions. Emplovees wanwed o work. but they
wanted o experience the frusis of their Tabor, Along with the rewards. they asked for
recouninon - serpab, written, and in-store. These rewards were correlated 1 productiviiy

Fhe wop overadl cushmeentive was not cash. but tuition assistance. This apam
shoses aosta? that s witlme o work m order o succeed. Jalso Cosely relates 1o the

demagraphics o the workloree. which was heavily populated by students,
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An interosting special interest incentve program that was mportant 1o
cupondents was dav care assistance. This program appeared m almost esery correlation,
showing the predomimant nuniber of stafll members who were 23 and elder and needed
assistancy with dav care o order to support g fannly,

Fhe survey s open-ended questions reiterate a strong pattern that developed
throughout the survey. OF the B2 respondenis to a guestion regarding other neentive
programs that the emplovees would BRe to see, 13% wanted to see more positive
management support, F3%; wanted to see astrong feam work base, 12% were mare

money-ariented and 25% requested a combination of performance evaluatons. the

opportunity o speak out mere, corporate acknow ledgment and managenmient consisteney,

rainmy. Gokets B events, vacation tme, customer respect. tood vouchers, better
msurance. challenge course. extra side-work for late people. non-smoking stores, and
more positve music on the public address svstem, Although ol of the above incentives
mayv nod by feasibie, they mdicated the pereenved needs of the staft,

When questioned about their avoriic meentive programs. tere sgain was o sohid
support of the general sunvey. O the 200 responses which mentioned a particular
progrant. 2 3% wanted cash rewards, 20% wanted sekpowledgment from management,
{576 wanted shitt compettions. and 9% wanted food discounts and tuition assistanee.
Oty programs mentoned inchude: in-store recognition. msurance. benefits.

performance-based shift promotons. employee of the month. seniority-based shils



assignments, outside social interaction with management. special purties, and day care
assistance.

Thirty statt members tdentified existing contests and programs. Twenty % of the
respondents wanted inter-store competition. 17% santed “top shel margaritg” salexs
competinon [3% mentioned seeret shoppers. and 109 ralked about soupssalad sales and
pUr person average contests, An assoriment of other contesis were mentioned including:
speetalty beer sales. dessert sales, bingoo monthly personal sales, star menu 1iem
competivon. pecr-craploved of the month and shitt stars, ten o the stadt members
mentioned existing prives which they felt currently added to the environment. including
work <hiits, compans morchandise. bank bolders, Chili bucks and tood souchers,

Implications

When this research is fooked af as a whole, there are several points that stand ow
s fessons o be learned. The origimal objective of this rescarch was to determine how
manapgement could increase productivity and lower turpover through the use of incentise
programs. Inthe broad scope of the rescarchy it was found that empioyees want to know
the samie from management. This was shown by the top five incentive programs shown
1 research question 3. fsee Table T

The most important meentive prozram by far is verbal acknow ledement from
management. This s the vue kes. o eostless resauree considered the most valuable,
NMaragenment must be taueht that @ pat-on-the-back 15 not gimmick. but rather a1 ol and

mast o1 be donc tor shosw, but rather must become a habit.



The vest tour moest important incentive programs {(performance as a hasis of
promotioin. special privifoges for senjorty, senjority ~bused shift assignments, and
perlormance-based shift assignmentsy all show a peed to increase productivity and reduce
wirnover, What the emiployees are saving is that they want the sime things as
management. but thes want o be recognized for what thev do,

Finallv. i< important jo uoderstand the strength of crosstabulated programs with
their respective cause. A perfect case in point is day care assistance, Das care does nat
appeai to the masses of emplosees in this surves. but it does crosstabulate frequentiy soth
productivity and especiadly turnover, Tlus indicates thae there are special groups that
have special necds und thevy do represent sizable segmentz of the population. Their peeds
must be looked at categorically. because tf they are ignored. it will have a detrimental
ctitet on the business in the long run.

This survey was dominated by Caucasian temakes over the age of 23, Their needs
can he seen in the overall picture, but as seen i Chapter [V the real picture i taken one
aroup and one catise at o time.

The theoretical backgroond of motivation looks at the overall workplace
crivironment more than a particular action o motivate o worker over a sigmticant fenuth
of ume. Hheh productivity and fow turnover are shared zoals of both management and
sttt The Key 1s to create o working environment that fessens the fears of workers,

allowing thenn we coneentrate on the job at hand.



Other arcas thas have a strong correlaton with incentive programs include main
financial support. cducational activity, work activity, age. and percerved management
attiwde.

Recommendations for Future Rescarch

speeiiic recommendatons lor tutere research as aresult of this study are:

Fo o uulize this surves to study several different restaurants of the same general
concept in the same markets and compare the saumiple groups Tor simifarities and
differences,

2. Touse this survey o stady different restaurant coneepts in the same market
and compare the sample groups Tor simifarities and differences.

30 To use thns servey to study several different restaurant of the same general
concept i different markets and compare the sample groups for stmilarities and
ditferences,

4 To utithize this survey to study diflerent restaurant coneepts i different markets
and compare the sampic groups for similarities and differences.

2 To utilize a moditied survey for the back-ot-the-house personne] in restaurants,
n. Fo conduct an investication to determine i cthnicity crearcs differences i

SOMIC INCCHUVE PrOUTUN INTCTUSLS,



APPENDIX A

QUESTIONNATIRE



Young Adults In The Work Place: What Are Your Opinions?

*Please mark the one selection you feel must stroagly towards for cach question.

$.1s dus vowr frs nme  he smpioyed by & resiorans”
YES ¢+ Blave 2o Queston £ 7 8§ Blove wo Queste £2.

2 BHow many sther differast reglaurans Bave vou wothed wag,?
[ I S T B T S R - BRIV

How long were you 2t vour previous plase ot emplovment?
v Mess e § vl 1 )13 moony. ¢ S wmonts ¢ 071 months ¢ 112+ mooths

oy

4 Whar was vour reavnn for saving vow i positon? {Chech only v}
t ) mors £ 3 it usappreciated
{5 contiszt wath manapsment [ 3 peesonsi reason outside of workplacs
¢ ) other (Eseass Sommens.

$  {would return 10 my grevious work place 1f: (Check onls one )

) Iy 2AATY was rarsed t ) Iy responsibinty sy increased
| )i manapeinen: changed {31 fgit more aprrestand
O3 1 womdd BOL retien ¢ ;other {Piease commens.

& Béy wamiag o1 Co’s is companson 0 Oher /SHEusants was,
€ JescRBent { pabowe aversgs ( paverags { fbelow avenge {0 1podr

How long have you worked at Chul'¢”
» less than | manmi . 31-3 meotis ¢ MG moatns ()31 months ¢ 312 months ~

5. Why did vou cboose Chall’s o work with? (Cheek ooy sne.}

i b job avaalatdiny i} bt @iy OppoTtumty
i) ob tleunifisy P oomsRyY ' TEDUMOOD

¢ bether (Pleaw conunend,)

¥ What 1s yowr mass source of fiancial supperi? {Check ondy one. )
; tus o | ; Joan andior grami
« 32 combinattn of wobs {y tamily andioy guardian
iy other (Piease corament.)

i How ofen e vou shgble for ¢ motewry e fro Chili'e?
s pevery 3 mombs 7 )every 6 mondu
i) Dtke 8 yero { ) rumes are based pureiy on performance level

¢ s pter {(Plaase commen: ;

Ji Which part of yexa Chili's traiung pest prepimd v #07 vour first aole siifs? ¢Check only ope.)
) OTR TABRTA P 3 TR RUpPOTT

Y wnizeo Mk’ £ fdlows

s oter (Prease ooenmens ) -

20 My producovty a0 Chele's s udged on. (Qeek ansly oo, |

i) RVOTAQE Siey T} Cusurivy cOmmenty
i the xore 3 overall performance ¢ ) oy produchvity is ool judges r Pae best of
¢ pgeans efficency raung: my koowledige

y other (Please comaws: }

131 wondd prefer @y producevity £ {307 be adged on {Cheek only one. )
i} EVSrage gaies {0} CUSMERY COMHENSIRS
¢ s the gy 3 oversi perfotmene £ papecific effigiency ratings
{ s utheo (Pleass cowumnent.

14§ conikcs weli mare product if 1 (hadi. (Check only one. )
13 canh rewanls {3 opportisty for bener schediis
[ ) feit ] were appressswesd 1) chame for sdvancemen
s ey {Please comment ;

*Plense continue on the back.
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The foliowing incentive programs improve my attitude in the work place:
{ircie only sue response for ench inventive.}

SA = Noonpie Agree  Aw Agrer  NuwNeuwa! Dy Doagrer  SD oo Swongie Duaaprer

34 A 2 {z S
1% Verba! acknowisdgamesn: (9 Hanagers i Z 3 4 5
16 Employee of the month mcogniuon i : 3 4 $
17 Acknowledgement i 3 company publication H z 3 % $
15 Spectal poviledges for sreiornity { o 3 4 4
1% Special partics § 2 3 4 4
26 Posipve writtes aote irom the wmasape? i 2 3 4 3
21, Outside social ineraction wilh managemient } 2 3 4 &
22, Performpance as the basis for promoenon ! 2 3 4 &
23 Langevity &s the basis for promonos i 2 3 4 5
24 1n-mare recognition for performance H M 3 4 g
25 Merchandise with company loge i z 3 4 4
26 _Emplovec {ood discou i A 3 3 $
27 Daycare assistance f 2 3 & $
25. Dinners at other restavrants H 2 3 4 $
9. Fnendly op-shift staff competiion ! 2 3 4 b
a0 Cash pnzet i 2 3 A4 he
31 Insuranze benefits i 2 3 4 5
32, Tuiuonp assistance ! 2 3 3 S
33 Specific opporunites for advancement i Z 3 4 5
34, Seniontv-based shift assignments i 2 3 4 5
315, Performance-based shift assignments i 2 3 4 5
35 Setperformance poate { 2 3 £ 3
37 Please name ptber incentives that may improve yous attiude n the work place.
38  Please mame your (avorite weeative program(s).
39, How would you describe the managemen!'s genenal attitude toward the staff”

{ ) excellent ( ) aboveaverage ( ) average ¢ ¢ below avenage () poor

4. What is your ape?
{ YUnser 18 ¢ 338 £ )19 ( )20 ¢ 121 ¢ 122 ( )23 ¢ 1 Cver23

4] What s your geoder? ( )} Female « ) Male

47 What 5 your Race/Erhnucity?
{ )} Afncan Amerxan () Hispamc i ) Amencan [ndisn
{ ) Caucasaan { ) Asun { 1 Bastern Indian

41, What s your posiuon at Chuli's?
t yserver/bar gtaffi [ jbuspersoo () bost/bostess () Dichen staff

44. How many hours a week do you work”
f yi-i0bours ( Y11-20bours { )2}-30bours ¢ )3{-40bours { )4+ hours

43, How many semester bours of college courses ere you tekang”?
( )} None ¢ 1 1-3 bowrs { 4-6 hours
{ 17-9 bours 3 10-12 hours { )12+ bours

Thank you for taking time 10 complete this survey,
Your information is very valuable and much appreciated.
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Iehruary [ 1906

Dear member of the restaurant commmunity,

Fam i Graduate Stodent in Hotel and Restaurant Management at the University of North
Texas, am domg a stady on the wants and desires of vouny adult emplosees and their
nlouvaton m the work place,

In fuli coaperation with Brinker fnternational, to particular the officos of Viekie Parker.
Dirccior of Trainmg. and Tarry Lindsey . Regional Viee Prosident. [ will be conducting
this surves invaned Chilis Restagrants across the Dallas area,

You may be assured of complete confidentiality of your responses to this questionnaire.
Individual data will not be released to anvone and all results will be reported as oo sunm.
Also. your participation is strretly voluntary, You niay withdraw from the survey at any
me without penalty. prequdice. or foss of benefits, However, when vou do answer the
guestions, please be as frank as possible,

Phe findings of this rescarch are tor cducational intormation only. The findings will he
shared with the restaurant community and ats educationad backers, Hopetully. with vour
responses. we can merease understanding in the work place and create a better
atiposphere for all who are invelved.

Thank vou for vour assistanee. i agree to participate 1n this research.,
Sineerey.

Staff Member Sionature

Creanry s, Hirsceh Vickie Parker Johmny Sue Revnolds, Phid
Graduate Stadent Chili's Major Prodessor
niversite of North Tesas Director of raining University of Norih Texas

This informution has been reviewed and approved by the University of North Texas
Department of Human Subjects.
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ey

Febraary 1. 1990

Dear Staft Member Tiason:

Thank vou for volunteening 1o pass out and colleet these surveys, o me. this s
the most impertant job [ eoudd ask someone to do. Please follow the directions caretulls .
The integrity of the rescarch depends on i

. Open unsealed. but marked cuvelope,

Pass out the surveve to cach staft membor,

3., Pleuse read aloud the enclosed cover lewer.

N

. Have emplovees 1ill out the survey,

WY

- Colleet the surveys, and cover letter separately, place them into the envelope in
the presence of the other stdt members and seal the envelope.
6. Sign vour name over the flap edge of the main envelope,

7 Return the sealed and marked emvelope (o the manager,

Thunk vouagain for your gme and enthusiasm. Yoo have been a tremendous help
i the furthening of this rescarch and the betterment of vour work place.

Sinceredy.

Greg Hivseh
Unnersity of North Tevas
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LETTER JO GENERAL MANAGER
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IFebruary 1. 1996

To The General Managen

Thank vou for allowing yvour store 1o participate o tus research, Laclosed are the
following items:

1. Cover letter

20 St Laison jettery

3.o8uarvevs

The postuon of o statt memboer Hatson s one of great importance, Please choose a
vory trusted emplovee. They wall be acting as v our appomnted manager for those briel

fitfteen minutes that this surves should ke,

I ook forward to sharing my informaton with sou and hope to Bod wayv o
enhance the ground work vou have alreads Lud with sour eniplosees,

Feol dree to cadl me with any question.

Nwerely.

Girey Hirseh
University of North Texas
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