



Impact of Job Characteristics and Social-Demographic Factors on Employee Pay and Retention: An Empirical Study at Five-Star Hotels in Nairobi, Kenya
ABSTRACT

Globally, the high employee turnover rates experienced in the hospitality industry are often due to the unfavourable nature of the jobs, which are characterised by long working hours, low wages, and limited opportunities for career advancement, which are worsened by socio-demographic factors that moderate the individual reaction to the situation. As a result of this, the study examined how job characteristics and socio-demographic factors influence employee pay and retention in five-star hotels in Nairobi County, Kenya. Adopting a cross-sectional design as the research design, information was gathered from 112 employees of eight (8) registered five-star hotels using a structured questionnaire. The study was descriptively analysed and inferentially evaluated utilising General Linear Modelling (GLM) Univariate ANOVA. Findings disclosed a significant predictive model for employee pay, with job and socio-demographic factors accounting for up to 70.0% changes in the pay. Within the model, educational level was noted as the significant driver of pay differentials (ηp2​=.220, F=12.707, P=.000), which was followed by the job position held (ηp2​=.155, F=8.253, P=.001) as well as department (ηp2​=.151, F=3.210, P=.010). However, the characteristics established explanatory power that moderates employee retention, accounting for up to 32.4% of the changes. For retention, department was noted as the key driver (ηp2​=.213, F=4.722, P=.001), accompanied by average working hours (ηp2​=.075, F=3.518,P=.034). In comparison, the outcomes affirmed that pay is significantly higher for employees with higher educational qualifications, alongside those who are supervisors, hence aligning with the position of the Human Capital Theory (HCT). Also, the risk of retention is significantly connected to the operational departments, specifically, Food and Beverage Service, and long working hours. The study emphasized that the retention of employees is chiefly driven by the operational context in question, with department and the average working hours as the key factors to labour stability, whereas human capital attributes proved insignificant. The study recommends that the management should actively reinforce human resource policies linking pay and human capital development. As such, the management ought to constantly encourage and financially pay higher educational achievement and professional experience for all employees to maintain the meritocratic foundation of the pay system.
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1.0 Introduction

“Employees play a prominent role in achieving organisational goals because the hospitality industry has unique human-centric characteristics, especially the high degree of human interactions between customers and service providers” (Michael & Fotiadis, 2022). “However, globally, the high employee turnover rates experienced in the hospitality industry often exceeding 50 per cent each year, may be explained by the unfavourable nature of the jobs, which are characterised by long working hours, low wages, and limited opportunities of career advancement, which are worsened by socio-demographic factors such as age, gender, and educational level, that moderates the individual reaction to the situation” (Kong et al., 2021). Workload refers to the physical,  mental,  and emotional demands placed on employees in the course of their job responsibilities.   Studies have shown that excessive workload is associated with higher intentions to leave due to job dissatisfaction and burnout (Yoshita Puteri et al., 2025). Empirical studies in the United States show that the work-life balance, professional growth, and job control are important supportive factors that strengthen retention by enhancing job pride and organisational citizenship behaviour, and that gender has a moderating effect in which females are more susceptible to conflict, thus reducing the chances of retention (Abreu-Peña, 2025). Remuneration and compensation, as well as career advancement and performance appraisal systems, show a positive relationship with intentions to stay, although nationality moderates them, making career progression a more critical factor in Malaysia than in China (Wan et al., 2024; Mohsin et al., 2023). It means that a high turnover of the hospitality industry is the result of the sophisticated interaction between the nature of the job and the socio-demographic factors, which are balanced with the help of interventions, including fair compensation and career development, which is necessary to improve the retention levels in different cultural settings. 

The issue of employee retention within the hospitality industry in Africa is marred by economic fluctuations, deeply rooted cultural practices, and available resources, where the socio-demographic factors of gender and age interact with the employment characteristics of pay differences and career paths to strongly influence the turnover relationships (Ezeuduji & Mbane, 2017). Promotional prospects and supervisor support have an inverse relationship with turnover intentions in Nigeria, and pay influences have no significant effect on turnover intentions, but work milieu has a heightened relevance in high-stress work environments, as reflected in Lagos hotels (Bello & Bello, 2021). Voluntary turnover in Egypt is mostly triggered by the presence of better remuneration in other countries and reduced job satisfaction, and constructive involuntary turnover has better organisational efficacy, and socio-demographic factors of marital status and gender affect retention duration (Al-Dalahmeh, 2019). This demonstrates that the economic and cultural factors intertwined with the job characteristics and the socio-demographic factors contribute to the retention problem, and the region-specific approach to the issue, with the emphasis on fair payments, training, and favourable working conditions, is needed to make the turnover levels lower, and workforce stability should be maintained. 

In Kenya, the hospitality industry is an inseparable part of its economy, whose business is mainly based on human resources. The service nature of this industry implies that it requires deep and sustained investment in human resources, which in most cases may lead to increased human capital expenditure compared to other industries (Kuria, Wanderi and Ondigi, 2012). In Kenya, career development advancement schemes are great predictors of retention, with about 30.6 per cent of change in commitment development resting on training and growth at the expense of pay within predominantly middle-aged, male-dominated cadres in five-star hotels (Sitati et al., 2016). The management of this important resource requires a thorough knowledge of the structural and individual features, intrinsic and extrinsic, which are the basic factors of employee compensation and security. The operations of Nairobi County, which is the capital of Kenya and home to a high concentration of five-star hotels, means that the competition amongst the hotels to get the best personnel makes the uninterrupted retention of the highly qualified and well-paid personnel a crucial strategic goal. 

Geographical evidence within this industrial setting has shown that there is a statistically significant effect of gender on remuneration; however, unlike the other nations, the female employees were paid more, and this can only be explained by the fact that they had better educational and managerial credentials represented in the sample. This preliminary observation raises the need to go deeper and beyond gender as a superficial variable, and explore which underlying, objective attributes, both structural (job characteristics) with respect to job complexity, and individual (socio-demographic factors) with respect to unemployment, are the real determinants of remuneration and labour stability within this elite sector of the Nairobi hotel market. 

Unacceptable employee turnover rates in the worldwide hospitality industry have been posing a challenge (Msengeti & Obwogi, 2015). Although the extant literature has established the general contributors to retention or attrition, there is a gap in the specific and measurable role of internal job characteristics (department, average working hours) and external human capital proxies (education level, accumulated experience) in employee earnings and their likelihood to stay in employment in the five-star hotels of Nairobi. This study aims to fulfil this need of locally and sector-specific empirical analysis in a rigorous manner through the application of multivariate statistical modelling to explicitly measure how each of the identified factors is related to significant workforce outcomes. 
2.0 Theoretical Framework and Literature Review

2.1 Conceptualisation of Pay Determinants and Retention Drivers

The analytical framework that is used in the study is based on two basic types of variables that collectively influence the dynamics of the workforce: socio-demographic variables and job variables. Socio-demographic variables refer to intrinsic or acquired personal factors that are used in place of human capital; they include level of education, age, work experience, and marital status. Meanwhile, the job characteristics can be defined as the non-monetary, structural aspects of the job position that affect the intrinsic and extrinsic judgment of an employee regarding his or her contribution. The main job features under scrutiny include position held (reflections of vertical authority and complexity), department (reflections of horizontal functional segregation), terms of employment and average working hours.
2.2 Theoretical Framework: The Human Capital Model

The theoretical framework behind this investigation is the Human Capital Theory (HCT) formalised by Becker (1991). HCT argues that strategic investments of individuals in skills, knowledge and experience through formal education and on-the-job training have a direct impact on productivity. The productivity increment resulting from this is worth the increased compensation and is often linked with improved career security.
The applicability of HCT to the study is obvious as the theory suggests that employees with post-graduate degrees, which means extensive investment in human capital, and provable longer service, meaning experience, will always receive a higher payment in this case, which does not depend on demographic factors, as long as they are properly regulated. Furthermore, HCT can also be indirectly applied to retention; employees having firm-specific human capital incur greater opportunity costs in consideration of turnover, hence increasing retention rates.
2.3 Empirical Review of Literature

2.3.1 Educational Attainment and Compensation

Education level is a determining factor of wage rates, which has been much documented (Zeher, 2007; Opoku and Boahen, 2023). There is empirical evidence that shows a close connection between higher education and corresponding gains in earnings, which arises due to better skill transferability and greater productivity (Opoku and Boahen, 2023). This has been apparent in many different settings; a study conducted in Ghana revealed that the gender pay gap has been reduced by a significant margin as the level of female education has increased, indicating that education is a strong equalisation mechanism in the economy (Opoku and Boahen, 2023). In turn, the high level of education observed among the sample of the first wave of this study could be one of the direct causes of the local pay gap, since the high-level human capital will be capable of offsetting the depressing effect of the wage structure, which is predicted by the general discrimination frameworks (Perez, 2017).
2.3.2 Structural and Hierarchical Determinants of Pay

A very important critical impact on remuneration is the position held in the organisational hierarchy. The complexity, increased responsibility and higher skill in decision making inherent in managerial and supervisory positions justify much higher pay than subordinate positions. Horizontal segregation, which is based on the department of employment, influences pay based on market scarcity to specialised skills, the functional areas' closeness in relation to generating revenues and the complexity of the job. Even though the principles of neoclassical economics suggest professions with a higher number of women in them tend to have lower wage rates because of labour-market saturation (Grimshaw and Rubery, 1997), the quantitative magnitude of the job and the potential complexity of it are also overwhelming factors that define the level of pay. A certain departmental analysis of the influence in Nairobi will indicate whether compensation is a skill premium (supporting HCT) or social devaluation (supporting the crowding hypothesis).
2.3.3 Job Characteristics and Employee Retention

Although the competitive pay is a part of it, the retention of employees in the strained hospitality industry is often guided by the conditions of operations and the consequent work-life balance (Msengeti & Obwogi, 2015). Hours worked on an average basis are a significant job characteristic. High employee burnout and turnover intention have been traditionally associated with prolonged or excessive working hours (Kim and Jogaratnam, 2010). The difference in the rate of retention within the departments is normally explained by the different degrees of job stress, inflexibility of the schedules, and the emotional pressures of dealing with permanent contact with customers. The recognition of the departments where the turnover is acutely high allows the management to introduce a set of human-resource measures specifically directed, that is, the workload balancing, to increase the labour stability.
3.0 Methodology

The quantitative study was done in the Nairobi County, Kenya and among the employees working in the eight operational five-star hotels, which are listed in the Tourism Regulatory Authority register. This geographical location was chosen based on the fact that a high density of high-end hospitality businesses and disparities in employee compensation packages make the setting particularly appropriate to strong statistical modelling. The research design adopted a quantitative cross-sectional survey study, and the measurement of research variables was based on a single point in time to measure the impact of predetermined variables on the results of remuneration and retention. The participants were estimated to be 392 employees working in the eight hotels that were used as the target population. Multi-stage sampling scheme, which involved stratification by hotel, proportionate distribution of respondents per stratum and a final selection, through simple random sampling, gave an initial target sample of N = 198, calculated using the formula of Yamane (1967). The data were collected using self-administered questionnaires. The number of valid questionnaires obtained was 112; this was a 57% response rate, and this is usually said to be satisfactory in quantitative studies such as this.
Methodological rigour was applied to operationalise variables in order to enable the use of empirical analysis. The primary dependent variable was employee remuneration measured according to the scale of Average Monthly Basic Pay, which had seven categorical scales between KES 14,000 to 17,000 to KES 38,000 and above. The secondary dependent variable was employee retention, which was measured in the form of the percentage of employees in each functional department at the respondents. Some of these independent variables included socio-demographic factors; that is, age group, level of education, and years of industry experience, and job related factors, which included department (Housekeeping, Front Office, Food and Beverage Service, Maintenance, Operations and Food Production) position held (Supervisor, Assistant Supervisor or Team Player), and average working hours (standard 8 or more than 8). The systematic categorisation allowed a global overview of the interrelations between socio-demographic and job-related determinants within the framework of the five-star hotels in Nairobi.

General Linear Modelling (GLM) Univariate Analysis of Variance (ANOVA) was the main inferential statistical test applied to assess the concomitant effects of multiple predictors on the dependent variables by using IBM SPSS Statistics. Two factorial models were formulated to deal with the objectives of the research. Model 1 compared the joint effect of job characteristics and socio-demographic variables on Average Monthly Basic Pay, and Model 2 included gender together with these variables to compare the joint effect of those on Percentage of Employee Retention. The level of statistical significance was measured through the F-test, and the traditional 0.05 level of alpha was used. The effect sizes were presented in the form of Partial Eta Squared (ηp2), which summarises the percentage of variance of each dependent variable that could be attributed to each predictor. Post-hoc comparisons were made with the help of the Bonferroni-adjusted pairwise tests that revealed the significant differences between the categorical means to make sure that the effects of the variables were properly detected.
4.0 Results

The respondents’ social demographic characteristics were summarised in Table 1, indicating that out of 112 valid cases, males were (N=60) 53.6% and females (N=52) 46.4%.

Table 1 Social Demographic Characteristics of the Respondents
	
	Gender

	
	Male
	Female
	Total

	
	60

N
	53.65

N %
	52

N
	46.4

N %
	112

N
	100

N %

	Age Group 
	Below 29  Years
	22
	51.2%
	21
	48.8%
	43
	38.4%

	
	30 -41 Years
	26
	54.2%
	22
	45.8%
	48
	42.9%

	
	42 Years and above
	12
	57.1%
	9
	42.9%
	21
	18.8%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Marital status 
	Single
	20
	50.0%
	20
	50.0%
	40
	35.7%

	
	Married
	38
	58.5%
	27
	41.5%
	65
	58.0%

	
	Others (separated/divorced/widowed)
	2
	28.6%
	5
	71.4%
	7
	6.3%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Level of education
	Certificate or less
	23
	62.2%
	14
	37.8%
	37
	33.0%

	
	Diploma
	26
	61.9%
	16
	38.1%
	42
	37.5%

	
	Degree and above
	11
	33.3%
	22
	66.7%
	33
	29.5%

	
	Other
	0
	.0%
	0
	.0%
	0
	.0%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Years of industry experience
	Under 5 years
	24
	51.1%
	23
	48.9%
	47
	42.3%

	
	6-10 years
	20
	62.5%
	12
	37.5%
	32
	28.8%

	
	11-15 years
	10
	45.5%
	12
	54.5%
	22
	19.8%

	
	16- 20 Years
	5
	50.0%
	5
	50.0%
	10
	9.0%

	
	Above 21 years
	0
	.0%
	0
	.0%
	0
	.0%

	
	Total
	59
	53.2%
	52
	46.8%
	111
	100.0%


Source: Field Survey (2025)
The majority of the male respondents were above 42 years old, 12(57.1%), whereas the majority of the females were below 29 years of age, 21(48.8%). Most of the employees, both male and female, were married, 39 (53.5%) and 27 (41.5%) respectively. Male employees recorded a relatively low level of education compared to their female counterparts, whereby 23 (62.2%) held a certificate or less, as compared to the female employees, who were only 14 (37.8%) in the same category. On the flip side, 11(33.3%) had degrees and above, whereas 22(66%) females had degrees and above. Years of industry experience between male and female employees were almost at par except for an interval between 6-10years where male employees were 20(62.5%) as compared to female employees in the same interval who were only 12(37.5%). Interestingly, none of the respondents in either group had years of industry experience above 21 years.
Table 2: Job Characteristics of the Respondents

	
	Gender

	
	Male
	Female
	Total

	
	Count
	Row N %
	Count
	Row N %
	Count
	Table N %

	Department
	Housekeeping
	7
	36.8%
	12
	63.2%
	19
	17.0%

	
	Front Office
	10
	45.5%
	12
	54.5%
	22
	19.6%

	
	Maintenance
	9
	90.0%
	1
	10.0%
	10
	8.9%

	
	Food and Beverage Service
	10
	45.5%
	12
	54.5%
	22
	19.6%

	
	Operations and Administration
	16
	61.5%
	10
	38.5%
	26
	23.2%

	
	Food Production
	8
	61.5%
	5
	38.5%
	13
	11.6%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Position held
	Supervisor
	9
	36.0%
	16
	64.0%
	25
	22.3%

	
	Asst. Supervisor
	4
	36.4%
	7
	63.6%
	11
	9.8%

	
	Team player
	47
	61.8%
	29
	38.2%
	76
	67.9%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Employment terms
	Permanent
	40
	50.0%
	40
	50.0%
	80
	71.4%

	
	Contract
	20
	62.5%
	12
	37.5%
	32
	28.6%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Length of stay in the hotel
	Less than 3 year
	25
	50.0%
	25
	50.0%
	50
	45.0%

	
	4 –6 years
	19
	55.9%
	15
	44.1%
	34
	30.6%

	
	7 – 10 years
	13
	61.9%
	8
	38.1%
	21
	18.9%

	
	11 - 20 years
	2
	33.3%
	4
	66.7%
	6
	5.4%

	
	Over 20 years
	0
	.0%
	0
	.0%
	0
	.0%

	
	Total
	59
	53.2%
	52
	46.8%
	111
	100.0%

	Average working hours
	Less than 8 hours
	3
	60.0%
	2
	40.0%
	5
	4.5%

	
	8 Hours
	40
	47.6%
	44
	52.4%
	84
	75.0%

	
	More than 8 hours
	17
	73.9%
	6
	26.1%
	23
	20.5%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%


Source: Field Survey (2025)

The analysis of job characteristics, as noted in Table 2, shows that there is a balanced departmental allocation with Operations and Administration taking the highest percentage (23.2%), while the smallest group was maintenance (8.9%), which was mainly male (90%). Housekeeping counted 17% of the sample and was typified by a female majority (63.2%). In general, the rate of team-player positions was high (67.9%), and males (61.8%) outnumbered the female counterparts, whereas females (22.3% and 9.8%) had the most supervisory and assistant-supervisory positions, respectively. Permanent jobs were prevalent (71.4%), and gender was even in terms of the distribution (excluding contract jobs, which were held more by males, 28.6%). The data on tenure indicated that 45% of the employees had tenure less than three years (sex-balanced), with longer tenure (four to twenty years) showing a slight male dominance except in the eleven-to-twenty-year bracket, which was heavily female dominated (66.7%). Most of the respondents (75%) had worked normal eight-hour shifts, and these were almost equal among the male and female genders; nevertheless, the people working overtime (20.5 hours) were mostly male (73.9%), which portrays a gender difference in the number of working hours and role assignments.
Table 3: Employee Pay Description
	
	Gender

	
	Male
	Female
	Total

	
	Count
	Row N %
	Count
	Row N %
	Count
	Table N %

	Average Monthly Basic Pay
	14, 000-17,000
	18
	60.0%
	12
	40.0%
	30
	26.8%

	
	18,000- 21,000
	13
	65.0%
	7
	35.0%
	20
	17.9%

	
	22,000 – 25,000
	13
	56.5%
	10
	43.5%
	23
	20.5%

	
	26,000- 29,000
	5
	45.5%
	6
	54.5%
	11
	9.8%

	
	30,000 -33,000
	4
	57.1%
	3
	42.9%
	7
	6.3%

	
	34,000 - 37,000
	4
	36.4%
	7
	63.6%
	11
	9.8%

	
	More than 38,000
	3
	30.0%
	7
	70.0%
	10
	8.9%

	
	Total
	60
	53.6%
	52
	46.4%
	112
	100.0%

	Salaries and wages satisfaction
	Strongly Disagree
	6
	46.2%
	7
	53.8%
	13
	11.8%

	
	Disagree
	21
	48.8%
	22
	51.2%
	43
	39.1%

	
	Somehow Agree
	12
	60.0%
	8
	40.0%
	20
	18.2%

	
	Agree
	16
	57.1%
	12
	42.9%
	28
	25.5%

	
	Strongly Agree
	4
	66.7%
	2
	33.3%
	6
	5.5%

	
	Total
	59
	53.6%
	51
	46.4%
	110
	100.0%

	Overtime payment satisfaction
	Strongly Disagree
	19
	45.2%
	23
	54.8%
	42
	38.2%

	
	Disagree
	17
	60.7%
	11
	39.3%
	28
	25.5%

	
	Somehow Agree
	12
	75.0%
	4
	25.0%
	16
	14.5%

	
	Agree
	3
	27.3%
	8
	72.7%
	11
	10.0%

	
	Strongly Agree
	8
	61.5%
	5
	38.5%
	13
	11.8%

	
	Total
	59
	53.6%
	51
	
46.4%
	110
	100.0%

	Bonuses payment satisfaction
	Strongly Disagree
	13
	54.2%
	11
	45.8%
	24
	21.8%

	
	Disagree
	12
	50.0%
	12
	50.0%
	24
	21.8%

	
	Somehow Agree
	18
	58.1%
	13
	41.9%
	31
	28.2%

	
	Agree
	10
	47.6%
	11
	52.4%
	21
	19.1%

	
	Strongly Agree
	6
	60.0%
	4
	40.0%
	10
	9.1%

	
	Total
	59
	53.6%
	51
	46.4%
	110
	100.0%

	Team rewards provided satisfaction
	Strongly Disagree
	8
	72.7%
	3
	27.3%
	11
	10.0%

	
	Disagree
	10
	58.8%
	7
	41.2%
	17
	15.5%

	
	Somehow Agree
	14
	48.3%
	15
	51.7%
	29
	26.4%

	
	Agree
	18
	46.2%
	21
	53.8%
	39
	35.5%

	
	Strongly Agree
	9
	64.3%
	5
	35.7%
	14
	12.7%

	
	Total
	59
	53.6%
	51
	46.4%
	110
	100.0%

	Personal and individual rewards given on merit satisfaction
	Strongly Disagree
	18
	60.0%
	12
	40.0%
	30
	27.3%

	
	Disagree
	16
	51.6%
	15
	48.4%
	31
	28.2%

	
	Somehow Agree
	9
	56.3%
	7
	43.8%
	16
	14.5%

	
	Agree
	10
	47.6%
	11
	52.4%
	21
	19.1%

	
	Strongly Agree
	6
	50.0%
	6
	50.0%
	12
	10.9%

	
	Total
	59
	53.6%
	51
	46.4%
	110
	100.0%

	
	
	
	
	
	
	
	


Source: Field Survey (2025)
Table 5 shows that 26.8% of the respondents received a monthly basic pay of between KES14,000 - 17,000, with a male influence (60%), and only 8.9% received above KES38, 000 most of whom are females (70%). Salary satisfaction was significantly poor: 39.1% of the respondents (48.8% male, 51.2% female) did not agree that they were satisfied with their salaries, and only 5.5% (66.7% male, 33.3% female) strongly agreed. The motivation for overtime payment satisfaction was also low; 38.2% (45.2% male, 54.8% female) strongly disagreed with satisfaction, and only 10% (27.3% male, 72.7% female) agreed. Bonus satisfaction reflected a somewhat better trend, with 28.2% (58.1% male, 41.9% female) slightly more satisfied with their compensation structure, although only 9.1% (60% male, 40 female) strongly satisfied with their compensation structure, indicating a general dissatisfaction with the compensation structures, especially amongst the lower pay employees and a gender disparity in higher pay and overtime satisfaction.
Table 4: Employee retention description

	
	Percentage of employees retained

	
	Mean
	Total N

	Gender
	Male
	79%
	60

	
	Female
	84%
	52

	
	Total
	81%
	112

	Age Group 
	Below 29 Years
	79%
	43

	
	30 -41 Years
	82%
	48

	
	42 Years and above
	84%
	21

	
	Total
	81%
	112

	Marital status 
	Single
	82%
	40

	
	Married
	81%
	65

	
	Others 
	82%
	7

	
	Total
	81%
	112

	Level of education
	Certificate or less
	83%
	37

	
	Diploma
	77%
	42

	
	Degree and above
	84%
	33

	
	Other
	.
	0

	
	Total
	81%
	112

	Department
	Housekeeping
	77%
	19

	
	Front Office
	84%
	22

	
	Maintenance
	94%
	10

	
	Food and Beverage Service
	71%
	22

	
	Operations and Administration
	87%
	26

	
	Food Production
	78%
	13

	
	Total
	81%
	112

	Position held
	Supervisor
	80%
	25

	
	Asst. Supervisor
	78%
	11

	
	Team player
	82%
	76

	
	Total
	81%
	112

	Employment terms
	Permanent
	82%
	80

	
	Contract
	79%
	32

	
	Total
	81%
	112

	Years of industry experience
	Under 5 years
	78%
	47

	
	6-10 years
	84%
	32

	
	11-15 years
	82%
	22

	
	16- 20 Years
	88%
	10

	
	Total
	81%
	111

	Length of stay in the hotel
	Less than 3 year
	80%
	50

	
	4 –6 years
	80%
	34

	
	7 – 10 years
	85%
	21

	
	11 - 20 years
	85%
	6

	
	Over 20 years
	.
	0

	
	Total
	81%
	111

	Average working hours
	Less than 8 hours
	93%
	5

	
	8 Hours
	82%
	84

	
	More than 8 hours
	74%
	23

	
	Total
	81%
	112


Source: Field Survey (2025)
The retention rate of employees in terms of varying demographic and occupational characteristics in the five-star hotels in Nairobi, as tabulated in Table 4, shows that the female employees outperform the male employees in terms of retention rate (84% vs. 79%). The age-related patterns show that the retention of employees above 42 years old is highest (84 %), then employees between 30 and 41 years live with a range of 82% retention, and those below 29 years are the least retained (79%). The pattern created by educational attainment showed that employees having a certificate or less (83%) and those having a degree or higher (84%) showed similar high retention rates. The departmental variances are also high; the Maintenance department has a retention rate of 94% which is significantly higher compared to the Food and Beverage Service department (71%). Also, the team-player jobs slightly beat the supervisory (80%), and the assistant supervisory jobs (78%). Retention is also dependent on the status of employment: permanent employees (82%) are more easily retained as compared to contract employees (79%). As shown by experience (years in the industry), experience 16-20 years scores highest in retention (88%), whereas five years or less years in the industry score lower (78%), though the tenure in the hotel setting is evenly spread. Workers with a lower number of working hours than eight (n = 5) show the highest retention (93%), which highlights the importance of workload on employee stability. The inferential analysis was deployed to determine the effect of socio-demographic and job factors on employee pay, with the outcomes noted in Table 5.

Table 5: Model 1 Tests of Between-Subjects Effects of Socio-Demographic and Job Characteristics on Employee Pay (Dependent Variable: Average Monthly Basic Pay)

	Source
	Type III Sum of Squares
	df
	Mean Square
	F
	Sig.
	Partial Eta Squared (ηp2​)

	Corrected Model
	294.216a
	20
	14.711
	10.506
	.000
	.700

	Intercept
	243.865
	1
	243.865
	174.165
	.000
	.659

	Q1Gender
	3.591
	1
	3.591
	2.565
	.113
	.028

	Q2Age Group
	11.847
	2
	5.923
	4.230
	.018
	.086

	Q3Marital
	3.268
	2
	1.634
	1.167
	.316
	.025

	Q4Education
	35.583
	2
	17.792
	12.707
	.000
	.220

	Q5Department
	22.476
	5
	4.495
	3.210
	.010
	.151

	Q6Position
	23.111
	2
	11.556
	8.253
	.001
	.155

	Q15Hotelworkyears
	11.154
	3
	3.718
	2.655
	.053
	.081

	Q7Employment
	.467
	1
	.467
	.333
	.565
	.004

	Q9Hours
	3.837
	2
	1.918
	1.370
	.259
	.030

	Error
	126.018
	90
	1.400
	
	
	

	Corrected Total
	420.234
	110
	
	
	
	


Note. R2=.700 (Adjusted R2=.633)
Source: Field Survey (2025)

Findings in Table 5 shows that the corrected model is significant F (294.216, 20) = 10.506, P =.000 and the effect size, partial Eta squared = .70 meaning that gender, age group, marital status, level of education, department, position held, number of years worked in the hotel, terms of employment and number of hours worked explains about 70% of the variance in average monthly basic pay among the sample. The table also shows that the level of education at 22% significantly predicts employee pay (F=12.707, P=.000). This observation is a strong support of the principle of human capital theory, which confirms the financial payoff of formal academic investment. Position held at 15.5% predicts employee pay (F=8.253, P=.001), affirming the high economic valuation placed on vertical authority and responsibility. Department at 15.1% predicts employee pay (F=3.210, P=.010), age group at 8.6% significantly predicts employee pay (F=4.230, P=.018), and number of years worked in the hotel at 8.1% significantly predicts employee pay (F=2.655, P=.053), consecutively are the social demographic and job characteristic factors that significantly influence the average monthly basic pay. Whereas terms of employment (.004), marital status (.025), gender (.028) and number of hours worked (.030) do not influence the average monthly basic pay in this model.  The study further evaluated in Model 2 the influence of job characteristics and socio-demographic factors on employee retention with the outcomes documented in Table 6.

Table 6: Tests of Between-Subjects Effects Socio-Demographic and Job Characteristics on Employee Retention (Dependent Variable: Percentage of Employees Retained)

	Source
	Type III Sum of Squares
	df
	Mean Square
	F
	Sig.
	Partial Eta Squared (ηp2​)

	Corrected Model
	10820.043a
	21
	515.240
	1.988
	.014
	.324

	Intercept
	34240.454
	1
	34240.454
	132.089
	.000
	.603

	Q1Gender
	934.055
	1
	934.055
	3.603
	.051
	.040

	Q2Age group
	72.007
	2
	36.004
	.139
	.871
	.003

	Q3Marital
	475.788
	2
	237.894
	.918
	.403
	.021

	Q4Education
	841.778
	2
	420.889
	1.624
	.203
	.036

	Q5Department
	6120.761
	5
	1224.152
	4.722
	.001
	.213

	Q6Position
	62.590
	2
	31.295
	.121
	.886
	.003

	Q7Employment
	130.702
	1
	130.702
	.504
	.480
	.006

	Q15Hotelworkyears
	234.412
	3
	78.137
	.301
	.824
	.010

	Q9Hours
	1823.672
	2
	911.836
	3.518
	.034
	.075

	Error
	22552.373
	87
	259.223
	
	
	

	Total
	753582.618
	109
	
	
	
	

	Corrected Total
	33372.416
	108
	
	
	
	


Note. R2=.324 (Adjusted R2=.161).

Source: Field Survey (2025)

The statistical significance of the model (F(21, 87) = 1.988, p =.014) explained 32.4% of the variance in employee retention. However, its relatively small R-square compared to the pay model suggests that undetermined psychological or organisational-climate variables- job satisfaction or leadership efficacy- could be critical in maintaining the stability of the workforce in the high-pressure five-star hotel environment of Nairobi. The operational context was the strongest predictor of retention, with the Department coming up as the most significant predictor (F = 4.722, p = .001, ηp 2 = -.213), which highlighted functional units as important sources of turnover risk. This was then accompanied by Average Working Hours (F = 3.518, p = .034, ηp 2 = 0.75) and Gender, and this had a marginal significance (F  = 3.603, p  =.051), with females showing higher retention. It is important to note that the pay-driving variables (Length of Education p=.203) and Position Held (p=.886) were not significant to retention, indicating that although human capital guarantees payment, it does not guarantee sustainability in the face of the difficult working conditions in the five-star hotels in Nairobi, Kenya.
5.0 Discussion

The findings of Model 2 show that the process of employee remuneration in the five-star hospitality facilities in Nairobi is heavily systematic, rational and meritocratic, and this can be explained by the principles of the Human Capital Theory. The dominance of the education level and the job position as the main predictors of remuneration confirms that the system of rewards in the organisation is basically adjusted to the formal requirements and the chain of command. This observation supports the current economic opinion that education increases the transferability of skills and productivity (Opoku & Boahen, 2023). The high economic premium that is witnessed among degree holders and supervisors indicates that investments in human capital are directly translated into competitive income in this market segment. The demographic characteristics, including gender (Perez, 2017), do not add an independent statistical effect to compensation, holding constant objective predictors of compensation such as education, position, and experience. The apparent systematic compensation pattern, therefore, suggests that compensation is determined by held in high regarded human-capital factors (higher education and supervisory positions), which supports the opinion that the market demand for skilled labour is capable of reducing the possible discriminatory impacts.
The employee retention analysis indicates that structural job characteristics are the key factors in employee retention, and there is a high percentage of the variance that can be ascribed to unobserved factors. Department proved to be the most overwhelming predictor of retention risk, which means that the functional area is the major factor of workforce stability. One of the conclusions is that the retention rates are significantly lower in the Food and Beverage Service department in comparison with less unstable non-client-facing roles or administration. This validates industry knowledge that operational conditions of high-volume, high-customer-contact, and unpredictable demand give rise to structural burnout, which initiates high labour turnover (Msengeti & Obwogi, 2015). The central position of the average number of working hours supports the conclusion that the violation of the standards of the work-life balance, namely, the regular employment of work over eight hours, is the measurable and preventable reason for employee turnover (Mulang, 2022). The combination of the instability of the departments and excessive working hours speaks to a combined operational crisis in high-stress zones like the F&B Service, where the workload management does not guarantee employees sufficient recovery and stability. It is worth noting the observed lack of significance in key human-capital predictors (Education, Position Held) of retention. Herein lies the fact that, though large salaries, which are predetermined by education and status, are effective to attract and pay talent, they do not protect employees against the negative outcomes of an unfavourable environment or overworking (Zorec et al., 2021). This absence of the correlation between high pay and stability implies that the organisational efforts should not be focused on paying high-value employees well, but rather on the provision of sustainable and healthy working conditions, especially in high-churn operational departments.

6.0 Conclusion and Recommendations

The study successfully evaluated the effect of job and socio-demographic factors on employees' pay and retention in Nairobi County’s five-star hotels, disclosing the varying influence of these factors on employee outcomes. Specifically, the study revealed that employee pay is principally driven by human capital features, with educational level and the position held having a significant effect, an indication of a meritocratic and rational pay structure that compensates hierarchical responsibilities and formal educational qualifications. However, the retention of employees is chiefly driven by the operational context in question, with department and the average working hours as the key factors to labour stability, whereas human capital attributes proved insignificant. The study significantly noted deficits in retention in the high-demand operational roles, which further worsened the long working hours, thus underlining the predominance of the industry’s factors above personal factors in curtailing the risk of turnover. Given this empirical evidence, the study recommends that:

i. The management should actively reinforce human resource policies linking pay and human capital development. As such, the management ought to constantly encourage and financially reward higher educational achievement and professional experience for all employees to maintain the meritocratic foundation of the pay system.
ii. Urgent interventions ought to be directed at mitigating stressful operations in functional areas that have high turnover, mainly the Food and Beverage Service department. This requires urgent appraisal of the ratio of staff, the distribution of workload, and the scheduling of shifts to avert structural work overload and decrease the dependence on too many working hours.
iii. The management also ought to put into practice strong controls to ensure strict observance of standard working hours (8 hours) and curtail compulsory overtime. The substantial reduction in retention connected to long duration of work, which prioritises policies of sustainable work schedules over short-term operational convenience, should not be curtailed.
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