
Hospitality
Integrity Tools Reduce Employee Turnover and Fight 
Recession — Turnover Drops 37 Percentage Points

Case Study: Service Industry

We only hire if they 

have no cautions on this 

test without exception. 

The results speak for 

themselves.   

Director of Human Resources

Background
Operating 12 eateries in Indiana and Ohio, this mid-west based restaurant 
chain features moderately priced breakfast served all day and reliable table 
service in an attractive and comfortable atmosphere.

Challenge
When it comes to food service, business analysts have long noted an 
unusually strong correlation between restaurants that have relatively low 
turnover and their financial performance. With a turnover rate of 142.4%, 
significantly higher than the national average of 133% for restaurants in the 
family dining category, the company needed to give urgent attention to this 
critical aspect of its business. Given market realities, it was determined that 
such a move would be a key factor in weathering a down economy.

Solution
As part of an overhaul of the company’s human resources policy, the Director 
of Human Resources contracted with Insight to begin testing all potential 
hourly employees with regard to honesty, theft, workers’ compensation 
fraud, violence and drug use, as well as a tendency toward customer service. 
According to the Director of Human Resources, “We interview the candidate 
and, if we’re still interested, we give them the test.” By the end of that year 
turnover dropped to 136.5%. A year after the company-wide rollout of the 
Insight program the turnover figure dropped to 109.7%, far below the national 
average. What is the key to the program’s success? Says the Director of 
Human Resources, “We only hire if they have no cautions on this test without 
exception.” She notes that there has been occasional resistance “from 
managers who have wanted to hire anyway,” yet by insisting on adherence 
to company policy and trusting the test, their restaurants have enjoyed 
noteworthy success. By the end of the following year, turnover had stabilized 
at 105.1%, a result of a combination of factors, including improvements in 
interviewing, training and orientation. Insight tests have been a key part of 
this program; the Director Human Resources concludes that, “the results 
speak for themselves”.

Benefits
n Hourly employee turnover dropped from 142.4% to 105.1%.
n Same-store sales stabilized or grew during a recession in which the family   
 dining sector experienced decreases.

About Insight Worldwide
Since its founding in 2000, Insight Worldwide has used pre-employment 
tests to get millions of people to reveal the truth about their capabilities, 
ethics, and work habits. If you would like to see what Insight can do for your 
company, call 1-888-314-8908 or visit www.insightww.com.


