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Abstract: Employee retention is a popular issue that has been discussed frequently and plays an important role to maintain 
talented people in an organization. Recently, the turnover rate of airlines in Taiwan becomes higher. Since that, this study 
aims to explore that the reason of retaining employees, especially focus on the crew of the airline in Taiwan. Numbers of 
factors might have the influence on employee turnover intention or retention such as salary, job satisfaction, travel, time 
flexibility and so on. For fulfilling the research purpose, in-depth interview was employed to gain the detail of the real 
factors affecting retention of crews that could not be measured from quantitative approach. Fifteen crews of two eminent 
airline companies in Taiwan were interviewed during the data collecting process. Data analysis was conducted after the 
interview and data coding. The result of the study will directly contribute to the airline company, human resource field, and 
the relevant future research.  
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I. INTRODUCTION 
 
Employee retention has been viewed as a vital role in 
organizations for more than one decade. What factors 
would influence employee retention has been 
discussed diversely. Based on relevant literatures 
review, so many researchers sorted the factors by 
different dimensions such as retention factors for 
collective turnover or individual turnover, individual-
based or firm-based, intrinsic or extrinsic factors, 
financial or non-financial terms, work-related or non-
work-related and so on. Though each researcher used 
various categories, there are some overlapped factors 
would be proposed such as gender, pay, wages, 
salary, rewards, promotion, career development, 
distribute justice, work environment, training, 
organizational commitment, organizational prestige, 
organizational culture, job satisfaction, flexibility, 
work-life balance, and employee motivation and so 
forth. Despite of the same factor, the consequence 
would be disparate due to different participants and 
industries.  
 
For inquiring more practical details that influence the 
employee retention, this study focused on specific 
airlines since flight attendants of China Airlines 
(CAL) went on strike due to low allowances and long 
working hours at midnight on Jane 24, 2016 in 
Taiwan (Shan, 2016). The turnover rate in two 
representative airlines, which is China Airlines and 
EVA Airways Corporation (EVA), have raised due to 
inappropriate pay and benefits systems, and 
unsuitable welfare measures in recent years. To view 
on these reasons, it seems that payment and benefits 
are essential factors for flight attendants. However, 
what other factors would influence employee 
retention is the main purpose in this study. On the 
other hand, how to reduce the turnover and maintain 
the manpower would be a crucial issue for 
organizations to rethink.  
 

II. LITERATURE REVIEW  
2.1. Definition of Employee Retention  
Patgar and Vijayakumar (2015) pointed out that 
“employee retention is a process in which the 
employees are encouraged to remain with the 
organization for the maximum period of time or until 
the completion of the project” (p.1). Dutta and 
Banerjee (2014) referred that employee retention is 
“the ability of the organization to retain its employees 
and it's emerging as a big challenge to organizations” 
(p.83). On the other hand, HR Council for the 
Nonprofit Sector (2011) mentioned that there are 
three indicators to predict employee retention. First, 
whether employees look forward to resigning from 
their jobs in the coming year. Second, whether 
employees are recently looking for a new job. The 
last but not the least, how are employees’ 
commitment to work for the organization?  
According to the definition that made by 
BusinessDictionary.com, employee retention was 
viewed as “an effort by a business to maintain a 
working environment that supports current staff in 
remaining with the company,” (Retrieved from 
http://www.businessdictionary.com/definition/employ
ee-retention. html) in this study.  
2.2. Factors Affecting Employee Retention  
Various factors would influence employees to resign 
their companies, and this led to the raised tendency of 
turnover rate in two Taiwan airlines. The concept of 
turnover could be viewed as logical inverse of 
retention (Hausknecht, Rodda, & Howard, 2009). 
Although the reason caused employees to leave was 
not necessarily the same as to retain (Flowers & 
Hughes, 1973; Steel, 2002), it still existed some 
overlapped reasons.  
Through reviewing qualitative and quantitative 
researches, many researchers (e.g., Cave, Chung, & 
Choi, 2013; Dutta & Banerjee, 2014; Huang, Lin, & 
Chuang, 2006; Irshad, 2011; Liang, 2013; Muir & Li, 
2014; Salman, Ahmad, & Matin, 2014; Shakeel & 
Sahar, 2015; Sinha & Sinha, 2012; Stanz, 2009) who 
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focused on different industries indicated that many 
factors would influence employee retention.  
Cave, et al. (2013) collected data from 24 electronics 
companies located in Taiwan, and found that 
payment, nature of work and attitude of job-hopping 
would negatively relate to turnover intention for 
general employees while organizational commitment 
was the only factor to be significantly related to 
turnover intention for repatriates.  
Dutta and Banerjee (2014) stated that pay and 
remuneration, flexibility, job satisfaction, and 
organization culture would highly affect retention rate 
for any company.  
Hausknecht, et al. (2009) developed a content model 
of twelve retention factors by previous researches and 
theories that include advancement opportunities, 
constituent attachments, extrinsic rewards, flexible 
work arrangements, investments, job satisfaction, 
lack of alternatives, location, non-work influences, 
organizational commitment, organizational justice, 
and organizational prestige. Through this model, they 
indicated that constituent attachments, extrinsic 
rewards, job satisfaction, organizational commitment, 
and organizational prestige were the most frequently 
mentioned retention factors from 24,829 employees 
in the leisure and hospitality industry. Moreover, high 
performers would stay longer due to advancement 
opportunities and organizational prestige whereas low 
performers would be affected by extrinsic rewards 
(Muir & Li, 2014).  
Huang, Lin, and Chuang (2006) mentioned that 
gender, marriage, education, wage effects, promotion 
speed, honored employee status, performance, and 
effect of economic cycles would influence employee 
retention through collecting data from a construction 
firm in Taiwan.  
Irshad (2011) reviewed lots of relevant literature to 
analyze what kind of elements of human resource 
practices would influence employee retention, and 
found that compensation, rewards, training and career 
development, family support and flex time, 
organizational culture, career advancement 
opportunities, supervisor support, employee personal 
value matched with job, organizational justice, and 
work environment.  
 
Liang (2013) interviewed six employees in Ericsson 
and found that employees’ requirements and 
expectancy from employee motivation, work-life 
balance, and organizational culture would 
significantly affect employee retention. Besides, each 
item is closely related to one another. On the other 
hand, the interviewees also pointed out that if salary, 
job satisfaction, employee commitment and employee 
performance will be met, they will be more motivated 
to work. Overall, there is no doubt that through 
building up a motivation mechanism, creating a 
work-life balance workplace, and developing a good 
organizational culture will facilitate employee 
retention.  

Salman, et al. (2014) revealed that there is a 
significant relationship between employees’ 
motivation and employee retention especially in 
banking sector whereas employees’ training, and 
employees’ development would not the predictor of 
employee retention.  
Shakeel and Butt (2015) discovered that the 
overlapped factors from four public and two private 
sector employees who have already worked for more 
than ten years were career development, respect, 
financial factors. In addition, they all thought that 
even though work-life balance has significance, they 
have been used to overworking due to their 
responsibilities. Also, this factor could be taken the 
place of financial factors if financial factors could 
recover the deficiency of work-life balance. Other 
factors like autonomy and employee involvement (in 
decision making) were mentioned by private sector 
employees whereas job security and prestige were 
important factor for public sector employees.  
 
Sinha and Sinha (2012) selected 100 middle level 
managers from two heavy engineering manufacturers 
in north India, then found out that compensation, 
benefits, cost effectiveness, job flexibility, career 
development, organizational commitment, employee 
motivation, superior-subordinate relationship, 
learning and working climate, skill recognition, 
communication, training were key factors of retention 
management strategies.  
 
Stanz (2009) researched on what engineers thought 
about factors affecting employee retention in South 
Africa, and he revealed that growth and development 
opportunities, job satisfaction, and egocentric reasons 
were the important factors of employee retention.  
Few reports showed that low job satisfaction would 
enhance the possibility of intention to leave. 
According to Jou, Kuo, and Tang (2013), the 
Taiwanese Civil Aeronautics Administration (CAA) 
that took charge of the regulation of all civil aviation 
activities in Taiwan investigated work performance 
and job satisfaction of air traffic controllers (ATCs) 
in 2010. The findings were over 82% of ATCs was 
not satisfied with payment and benefits, and nearly 
78% of employees complained about the heavy 
loading. Besides, around 55% of participants were 
dissatisfied with the work environment. These results 
could easily increase the possibility of employee 
turnover. From another report that were surveyed 
nonprofit sector of employees by HR Council for the 
nonprofit sector in 2008 displayed that approximately 
40% of employees who would like to leave within 12 
months were less than satisfied with their job (see 
figure 1).  
 
Through reviewing previous studies, some factors 
were discussed frequently such as payment, employee 
motivation, advancement opportunities, job 
satisfaction, and organizational commitment etcetera. 
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Figure 1. Job satisfaction of nonprofit sector employees 

 
Source: HR Council for the Nonprofit Sector (2011). 
Job satisfaction and employee retention: What is the 
connection? Retrieved from http://www.hrcouncil.ca/ 
labour/documents/HRC_T_and_I_January_2011.pdf  
 
III. RESEARCH METHOD  
 
In order to explore various factors, which would 
affect employee retention in Taiwan airlines, the 
researcher employed the qualitative approach to 
collect the needed data and obtain the in-depth 
descriptions from crews’ perception and thinking. 
The method in this study combined a brief survey and 
semi-structured interview. The content of brief survey 
was background information, including gender, born 
year, the highest educational level, tenure, and 
position. A semi-structured interview was conducted 
to let participants express their opinions freely, and in 
turn, the researcher was capable of developing more 
questions during interview. The interview guide and 
questions were edited from previous researches 
related to employee retention in different 
organizations (Dileep Kumar & Govindarajo, 2014; 
Cohen, 2008) which were then reviewed by one 
academic expert.  
 
3.1. Data Collection  
Fifteen employees who have worked in Taiwan 
airlines more than three years would be the 
participants of this study to be interviewed. Through 
snowball sampling, the participants were primary 
from two well-known corporations, eight of them 
work at EVA Airways, and rest of them work at 
China Airlines. There was merely one male 
participant while the rest were women that resulted 
from the job characteristics. In addition, most of the 
participants had bachelor degrees. Furthermore, each 
participant was cabin crew in CAL while the rank of 
participants in EVA was higher than cabin crews (see 
table 1).  
 
The interview consent was sent via Facebook or Line 
in advance in order to confirm whether they accepted 
and realized the purpose of this study and relevant 
information. The interviews were employed on 

different dates and time based on the convenient 
schedules of the participants. 

 
 
3.2. Data Analysis  
During the interview, the researcher took notes down; 
meanwhile, utilizing two electronic devices to do the 
recordings as well. After that, the researcher would 
transcribe Mandarin into English text and analyze by 
content analysis. The analytical procedure was done 
based on the themes that emerged from the various 
participants.  
 
IV. FINDINGS AND DISCUSSIONS  
 
4.1. Findings  
Based on the participants’ responses, diverse factors 
would affect employee retention, including job 
content, nature of work, time flexibility, additional 
value (travel), job satisfaction, salary, benefit, 
promotion, colleagues, location, brand identification, 
personality-job fit, passion, self-actualization, family 
factor, and the sense of achievement.  
Among these factors, the most affective factor is 
salary that ten participants (67%) proposed this. In 
addition, travel, which is viewed as an additional 
value and mentioned by seven participants, 3.2. Data 
Analysis  
During the interview, the researcher took notes down; 
meanwhile, utilizing two electronic devices to do the 
recordings as well. After that, the researcher would 
transcribe Mandarin into English text and analyze by 
content analysis. The analytical procedure was done 
based on the themes that emerged from the various 
participants.  
 
V. FINDINGS AND DISCUSSIONS  
 
4.1. Findings  
Based on the participants’ responses, diverse factors 
would affect employee retention, including job 
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content, nature of work, time flexibility, additional 
value (travel), job satisfaction, salary, benefit, 
promotion, colleagues, location, brand identification, 
personality-job fit, passion, self-actualization, family 
factor, and the sense of achievement.  
Among these factors, the most affective factor is 
salary that ten participants (67%) proposed this. In 
addition, travel, which is viewed as an additional 
value and mentioned by seven participants, is an 
important factor as well since participants can not 
only work but also go to different countries during 
work. Furthermore, six participants thought that they 
do not need to work in a fixed time is considerably 
satisfying, because it is flexible for them to arrange 
their schedule freely. What is more, five different 
participants pointed out that job content, nature of 
work, colleagues, and location would influence their 
retention. Some cabin crews thought they are 
different from office workers, because they do not 
need to bring job back to home and it is various and 
challenging to work at airplanes. Besides, some 
participants are enjoyable in encountering various 
passengers, colleagues, events and so on. As for the 
location, since the living place depends on the 
airlines, most participants claimed that they would 
like to live in Taiwan due to family concern.  
 
As a whole, participants are satisfied with their job. 
However, if the company could improve the 
following situation, the employees would like to stay 
long. First, provide rational salary and rest. Although 
salary is the most affective factor to attract employees 
to retain, some participants acknowledged that 
comparing with the same position of different 
international airlines is not enough. Moreover, the 
salaries do not increase as employees pursue for 
higher position. Sometimes, people do the same 
thing, but get different salary. Therefore, the salary 
structure and standard is suggested to improve. 
Second, since the work loading is heavy sometimes, it 
is better to recruit more employees to improve 
turnover and leave situation. The last but not the 
least, mutual communication and evaluation is 
markedly essential for employees to express their 
thinking. Although flight attendants union of CAL 
and EVA have strived for protecting their rights, it 
seems useless to negotiate with management. Even 
though the strike happened, some requirements from 
the flight attendants still not be accepted and 
conducted in the reality.  
4.2. Discussions  
From distinct angles, there are several comparisons 
with literatures, airlines and cases to discuss as 
follows:  
First, different scholars sorted factors by different 
dimensions. Most of them used dichotomy to 
categorize each reason like individual-based versus 
firm-based (Huang, et al., 2006), intrinsic versus 
extrinsic factors (Ng’ethe, 2012, Shakeel, & Butt, 
2015), financial versus non-financial terms (Shakeel, 

& Butt, 2015), work-related versus non-work-related 
(Shakeel, & Butt, 2015). In this study, three main 
factors were induced that are person-related, namely 
personality-job fit, passion, self-actualization and the 
sense of achievement, job-related, which is job 
content, nature of work, time flexibility, travel, job 
satisfaction, salary, benefit, promotion, colleagues, 
location and brand identification, and other-related 
like taking care of family and family support. Owing 
to the nature of work, some factors are different from 
literatures. For instance, general employees who work 
at office in weekday cannot travel during work time 
as flight attendants. Crews who like to travel around 
the world would consider it as an additional value. 
Therefore, travel is a particular factor compared with 
other industries. On the other hand, some researches 
asserted that gender would affect employee retention 
(Huang, et al., 2006; Hundera, 2014; Muir, & Li, 
2014). However, gender is not a significant factor in 
this study because of low male proportion. In EVA, 
there is no male crews resulting from organizational 
system. One of the employees with more than twenty-
years of experience explained that since female crews 
are easier to be managed and trained than males, 
company tend to recruit females. If company engaged 
male crews, sleeping space and privacy issue would 
be the problems to solve. In addition, prefect system 
has been conducted for many years in EVA. Each 
female crew has been accustomed to being trained by 
female pursers. Comparing with CAL, although they 
have male crews, the percentage of male is still low, 
approximate ten to twenty. In hence, gender is not 
one of the factors affecting employee retention 
through viewing two main airlines.  
Second, there are some different situation in two 
factors, which are promotion and salary. Comparing 
to the tenure, even the duration of working is quite 
the same in two companies, the occupation is 
absolutely different. As a result of increasing 
airplanes, EVA Airways enlarged the allocation of 
manpower to relevant safety regulations in 2015, 
namely more than 5% as compared to the prior two 
years, and this led to accelerate the promotion, that is, 
employees who have worked for more than two years 
would be assigned to higher position. However, the 
promotion speed of CAL is not as fast as EVA. 
Because employees who occupied high position tend 
to remain at the same company, it is tough and hard 
to pass the examination for junior crews to apply for 
pursers or cabin managers. Nevertheless, most 
employees in CAL would like to work until 
retirement. On the other hand, although five 
participants in EVA and CAL respectively are 
satisfied with the salary comparing to service 
industry, salary in EVA is still lower than CAL, let 
alone international airlines. Thus, employees of EVA 
expected that salary is supposed to be reasonable 
referring to international airlines if providing the 
international level of service.  
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Third, to maintain employees in the company, the 
perspective of participants in EVA is a little different 
from CAL. EVA crews thought that more payment or 
rest could augment employee retention, while one 
male participant thought that no matter how company 
devoted to decreasing the turnover rate or improving 
the problems mentioned by employees, there is no 
absolutely correct or appropriate approach to solve. 
Since everyone is unsatisfied with contrasting parts of 
company, it is arduous for company to utilize one 
solution to content with everyone. In addition, 
because numerous cabin crews are female, most 
turnover reasons come from individual not from firm 
such as getting married or pregnant, baby 
consideration, bad health condition, and so on. Even 
though they had disparate opinions on the solution of 
raising employee retention, they agreed that company 
could become better if they improved some situation 
or problem and respected and listen to one another 
about their thought, opinion or suggestion. 
 
CONCLUSIONS AND SUGGESTIONS  
 
5.1. Conclusions  
In this study, employee retention would result from 
different factors. Among these factors, salary, job 
satisfaction, travel, time flexibility, job content, 
nature of work, colleagues, and location are 
mentioned by more than five participants. The result 
of interview shows that most participants tend to stay 
in the same company even retirement unless the body 
could not be controlled in a good condition or other 
reasons like getting married or pregnant and 
delivering the baby. In addition, comparing to several 
aspects, there are some similarity and difference 
between two eminent airlines. Both are satisfied with 
salary, additional value of job, namely travel, and 
look forward to reaching mutual communication and 
respect. As for difference, there is no male crews in 
EVA nowadays, while ten to twenty percent crews 
are male in CAL. Besides, the promotion speed of 
EVA is faster than CAL. Furthermore, EVA hope to 
increase salary while CAL expect to improve shift 
schedule, hardware and equipment in airplanes. To 
sum up, people would have disparate perspectives on 
the same topic even in the same company. The 
research result of factors affecting employee retention 
would depend on different individuals, companies, 
industries, and countries.  
5.2. Suggestions  
To express the suggestions, there are several aspects, 
which are for human resources, new comers and 
future researches, could be viewed as follows:  
First, how to retain the talented employees in the 
organization is a long-term discussed issue that 
human resources have devoted themselves to 
researching. Through the interview, the consequence 
of this study would be a reference for human 
resources to comprehend crews’ requirements. For 
instance, salary and allowance play an essential role 

for most crews. If companies are willing to provide 
more basic salary or incentives, crews would intend 
to keep working for the company more. On the other 
hand, human resources are viewed as a bridge 
between labors and managements. How to build 
effective mutual communication relies on human 
resources to collect the information from both sides, 
labors and managements, and communicate with 
them for obtaining their opinions, recommendations 
and requirements.  
 
Second, to be a cabin crew, people who have highly 
stress resistant, passion to serve people, good health 
condition and job attitude are suitable to apply for 
this position. Those people who would like to join 
this industry usually have a wonderful imagination 
about cabin crew before working in the airplanes. In 
fact, new comers must encounter lots of strict 
training, work with different colleagues and 
supervisors at different airplanes, and deal with 
unexpected accidents independently. In addition, due 
to the nature of work, people need to adjust the 
sleeping habit; it is not permitted to sleep in the 
normal sleeping time at whiles. Therefore, strengthen 
the health and think widely and deeply about future 
plan or career development before becoming a cabin 
crew. The difficulty of work would decrease as time 
goes by.  
 
Third, the future researches could extended to other 
industries and countries, or use quantitative 
researches to probe the relationship between different 
factors and employee retention. Since employee 
retention in different industries would result from 
assorted factors (Cave, et al., 2013; Liang, 2013; 
Salman, et al., 2014; Sinha & Sinha, 2012; Stanz, 
2009), even the same industry (Sinha & Sinha, 2012; 
Stanz, 2009), it is worthy to focus on diverse 
industries to have deep analysis. Moreover, as the 
participants mentioned that the salary and benefits of 
other international airlines is quite better than 
Taiwan, this would be an issue to research whether 
salary would also influence employees to stay in the 
international airlines or not. what other factors would 
impact on employee retention in international airlines 
would be a matter to discuss.  
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