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EXECUTIVE SUMMARY

The Fourth Annual Survey of Restaurant and Fast Food Employees was conducted by the National
Food Service Security Council and Purdue University. A total of 1,491 restaurant and fast food
employees from 11 different restaurants and fast food companies were surveyed on a number of
behaviors and attitudes concerning important job dimensions such as job satisfaction, attendance,
and company culture. In addition, several counterproductive behaviors (e.g., employee theft, sick
day abuse, unsafe behavior, substance abuse, and intention to quit) were assessed.

As in previous years, the results indicate that employees who hold negative attitudes toward their
employer and work environment tend to engage in counterproductive behaviors that include stealing
from their employer, being absent from work, and abusing drugs and alcohol on the job. In addition,
these people are less likely to engage in favorable productive behaviors such as helping customers
and co-workers, reporting damaged merchandise, and following safety standards.

Survey respondents provided dollar estimates of the amount of cash, merchandise and property they
have stolen from their employers. These estimates ranged from $O to $52,000 annually, with an
average annual theft per employee of $218. This estimate of employee theft, when weighted by job
title, translates into $2,453,700 in lost revenue per year for a 300 location restaurant chain with 30
employees per store. This year's estimate of the average theft per employee is over twice that of last
year's average ($g6), and is also above the four-year average of $141.

Several variables have a strong relationship with employee theft, including: demographics, company
culture, substance abuse, theft proneness, and intention to quit. For example, the average annual
theft per employee was $190 for companies with a "winning restaurant culture" (defined as exhibiting
fairness, honesty, caring and empathy, employee empowerment, career enrichment opportunities,
equitable pay and benefits, job-person matching, and safe working conditions). The average annual
theft per employee for companies without a winning restaurant culture, however, was $226. In
addition, respondents who reported on-the-job substance abuse reported stealing $581 per year
while non-users reported stealing only $116.
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INTRODUCTION

The Fourth Annual Survey of Restaurant and Fast Food Employees is part of an on-going effort by
the National Food Service Security Council and Purdue University to assess attitudes and behaviors
of restaurant and fast food employees. The restaurant industry is constantly challenged by its
customers to provide reliable, innovative, and quality services. Past surveys have demonstrated that
successful companies' prosperity can be attributed to positive employee attitudes and behaviors.

As in years past, this year's report includes important information about job related attitudes (e.g., job
dissatisfaction and intention to quit), as well as employee behaviors (e.g., theft, sick day abuse, and
unsafe actions). These attitudes and behaviors have been shown, in past surveys, to have a large
impact on an organization's bottom line. For example, conservative estimates of the total cost of
employee theft in the United States are between $6 billion and $200 billion per year (Hollinger, 1989;
Green, 1997; Miner & Capps, 1996). In addition, the cost of workplace injuries in 1997 was nearly
$127 billion (National Safety Council, 1994). Companies lose additional billions every year due to
counterproductive employee behavior such as poor performance, iliness, absenteeism, and product
damage (Martin & DeGrange, 1998). Employee substance abuse serves to further eracerbate the
problems of counterproductive behaviors. In fact, the problem with these counterproductive
behaviors is so large and wide-spread that more than 30 percent of all business failures are directly
attributable to employees' counterproductive behavior (Hollinger, 1989; Ash, 1991).

Although employee counterproductivity demands attention because of its potentially serious
organizational consequences, the reader should not mistake this report as a condemnation of
restaurant and fast food employees. On the contrary, many restaurant and fast food employees
provide diligent and conscientious service to their employers. However, counterproductive
employees who steal time, money, and merchandise cannot be ignored if a restaurant/fast food
company hopes to maintain a competitive edge. This is why the survey focuses on
counterproductive attitudes and behaviors. It is also important to note that this report's results are
accurate within plus or minus three percentage points.
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METHOD

Survey Participants

Fifty-two restaurant and fast food companies were invited to participate in this year's annual survey.
Eleven companies agreed to participate. These companies were instructed to randomly select only
one employee from each of their locations in order to: (1) decrease any suspicion of company
involvement; (2) increase the likelihood of candid responses; and (3) minimize the opportunity for
employees to discuss their responses with other employees. The organizations were also instructed
to exclude security personnel and those employees who had been with the company for less than
two months. This methodology has worked successfully in the previous three studies.

A total of 7,231 restaurant and fast food employees were identified from the participating companies
to receive surveys. Participants were informed that they had been selected for anonymous
participation in a study being conducted by Purdue University.

Survey Questionnaire
The survey used in this study contained 74 questions that addressed:

¢ Demographic information such as gender, age, and tenure with the company.

Favorable workplace behaviors such as going out of the way to help customers or
coworkers.

Counterproductive employee behaviors such as theft, sick-day abuse, and substance use.

The value of cash, merchandise, and property stolen by respondents and the "average
employee."

The frequency with which respondents saw other employees acting in a counterproductive
manner.

Survey Mailing

Packets of survey materials were sent to the home address of each participant. Each packet
included a cover letter (which discussed the purpose and anonymity of the survey and contained
instructions for its completion), a copy of the survey, and a postage-paid return envelope. A one-
dollar bill was also enclosed as both an incentive and a token of appreciation for completing the
questionnaire. One week later, a second packet of survey materials was mailed to each participant.
This second packet was sent in an attempt to increase respondent return rate, and the second
mailings were identical to the first mailing except for the exclusion of the $1 incentive.

Return Rate

Of the 7,231 surveys mailed to participants, 502 were returned as undeliverable. Thus, a total of
6,729 surveys were delivered to participants. The survey process yielded a return rate of 26 percent
(1,729 out of 6,729). Of the 1,729 returned surveys, 238 surveys were discarded. Criteria for
exclusion included cases in which the respondent had answered less than 50 percent of the
questions, did not currently work in the restaurant industry, or had less than two months of tenure.
The final sample consisted of 1,491 employees from 11 different restaurant and fast food companies;
moreover, each of these respondents worked at a different restaurant location, thus strengthening
the general result. Results of this survey are accurate within three percentage points (plus or minus)
with 95 percent confidence.
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RESULTS AND DISCUSSION

Demographics

Table 1 presents the demographic characteristics of the sample. Over half of all respondents were
managers (61 percent). Sixty-one percent were female. Over 60 percent worked for their current
employer for more than two years (68 percent) and were over 30 years of age (63 percent). In
addition, 37 percent worked the day shift. Over half of the respondents worked in the city (60
percent) and 67 percent of respondents worked 40 or more hours per week.

In the last several years, many industries have begun to notice a more diverse make-up of their
employees, and, if projections of the future are correct, this trend will continue into the next century
(Pellar, 1994; Goldstein & Gilliam, 1990). Because of this shift, additional sections were added to this
year's report to help identify potentially important trends between different demographic groups. The
report investigates differences by job type, age, location, shift, and gender,

Differences by Job Type. Table 2 contrasts the attitudes and behaviors of entry level respondents
with those of managers. In general, entry-level respondents were less satisfied. Entry-level
respondents were two times more likely than managers to do slow or sloppy work on purpose (25
percent compared to 11 percent). In addition, entry-level respondents admitted to higher amounts of
cash and merchandise theft than did their manager counterparts (see Figure 1). Despite entry-level
respondents' higher amounts of theft, managers were actually more likely to give their friends
discounts and to take supplies for personal use. In addition, managers were over four times more
likely than entry-level workers to leave work early without permission.

Differences by Age. As illustrated in Table 3, there were differences across age groups.
Respondents were grouped into two categories: under 26 years old and 26 years old or over. In
general, older respondents reported being more reliable (e.g., less likely to miss work, arrive late to
work, call in sick, etc.), less likely to come to work hungover from alcohol, and less likely to steal
merchandise than their younger counterparts. A relationship was found between age and theft
admissions such that employees became less likely to admit to theft with increasing age (see Figure
2).

Differences by Location. Attitudes and behaviors of respondents also differed by location (see
Table 4). Urban respondents generally reported being more satisfied with the company than did rural
and suburban respondents. City dwellers were also less likely to indicate that they could easily take
company money or merchandise at any time.

Differences by Shift. Table 5 illustrates differences between shifts. Shifts were classified into one of
three types: day, evening, or night. Respondents working the day shift had the lowest percentage of
individuals indicating that they came to work late without permission. They were also less likely to
quit within a year, and more likely to spend the rest of their career with their current company
compared to their counterparts in the evening or night shifts. Day shift respondents were also less
likely to have done slow or sloppy work on purpose.

Differences by Gender. Table 6 compares the attitudes and behaviors of male and female
respondents. Men were more likely to quit within a year, come to work late, and leave early. In
addition, the average male admitted to stealing almost three times more than the average female
(see Figure 3). Specifically, the results indicate that:

¢ Men were almost twice as likely to damage merchandise or property while fooling around (19
percent compared to 11 percent).

Men were 14 percent more likely than women to use supplies or equipment for personal use
(40 percent compared to 26 percent).
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COUNTERPRODUCTIVE BEHAVIORS AND ATTITUDES

Theft

Survey items assessing theft were grouped into three categories to facilitate interpretation: estimated
value of theft, property theft, and time theft. Tables 7, 8, and 9 examine the estimated value of theft.
Table 10 specifies the items in the property theft and time theft categories.

Estimated Value of Theft. Survey respondents were asked to estimate the value of cash,
merchandise, and property they stole in a typical week. Table 7 displays the approximate dollar
amounts of these estimates. Twenty-seven percent provided a non-zero estimate of the
merchandise they stole. These estimates of total cash and merchandise stolen in a week ranged
from less than $1 to $1,000 per week.

Respondents were also asked to estimate the value of company resources taken by the "average
employee." Eighty-two percent of respondents gave a non-zero estimate of how much merchandise
they think the "average employee" steals a week. Estimates of the value of total cash and
merchandise reported to be stolen by the "average employee" ranged from less than $1 to $1,200 or
more per week.

An estimate of the value of employee theft over the course of a year was obtained by multiplying the
weekly estimates by 52 weeks. Overall, respondents admitted to stealing on average $218 a year in
cash and merchandise from their employers. This figure is more than double the estimate from last
year's survey, which was $96, and 50 percent higher than the four-year average of $141 (see Figure
4). The increase in the average annual theft per employee from last year's figure is partially
attributable to extreme theft admissions by a few respondents (three respondents indicated stealing
$26,000 or more per year).

A value-of-yearly-theft estimate was also obtained for the "average employee." Respondents
reported that they perceive the "average employee" to steal over $2,267 a year in cash and
merchandise. The estimated value of theft for the "average employee" has increased all four years
of the survey. A large discrepancy was found between the value of respondents' own theft
admissions and the value of theft they reported for the "average employee." This may suggest that
actual theft is much higher than self-admitted theft.

In order to provide a rough estimate of the annual losses attributed to employee theft for a typical
restaurant, it was assumed that the typical restaurant has 30 employees with 20 percent being
managers and the other 80 percent being entry-level employees. The distinction between managers
and entry-level employees is important, because managers admitted stealing $133 per year less
than their entry-level counterparts (see Table 8). The weighted average of managers' theft
admissions and entry-level employees' theft admissions was computed as a best guess estimate of
the annual losses due to employee theft for a typical restaurant. This figure shows that a 2,000 store
restaurant chain might lose more than $143 million dollars per year due to employee theft (see Table
9).

Property Theft. Results show that respondents most often admitted to the following types of
property theft:

o Eating food without paying (46 percent).

e Taking supplies for personal use (32 percent).
e Taking merchandise or equipment (16 percent).
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In all four years of the annual survey, these three types of property theft have consistently been the
three most common types of admitted theft. Even though these percentages may seem high, they
actually represent a slight decrease over last year's survey in the percentage of respondents
admitting to these types of theft. It is important to note that many respondents indicated that their
employer allows them to eat food without paying as a fringe benefit. Admission of other forms of
property theft were relatively rare (see Table 10).

Time Theft. The third type of theft investigated in this survey was time theft (see Table 10). The
most frequently reported time theft was coming to work late without permission (42 percent).
Leaving work early without permission (24 percent) was second, with faking an illness and calling in
sick (19 percent) running a close third. Admissions of time theft have been fairly stable across the
four annual surveys, usually fluctuating by less than four percent (see Table 11).

Theft Proneness

Theft proneness may be defined as a cluster of opinions and attitudes, including the tolerance of theft
behaviors by others, rationalization of one's own theft behavior as justified or normal, beliefs about
the frequency of theft by others, rumination about stealing, inter-thief loyalty, and similar attitudes
(Ash, 1991). A strong relationship exists between theft proneness and theft behavior (Terris, 1985).
In others words, a theft prone person is very likely to steal. In order to identify respondents who are
theft prone, a theft proneness scale was created using survey items that asked how strongly the
respondent agreed to the following statements: (1) "I will be caught if | steal;" (reverse coded), (2) "I
can steal from my employer any time | want;" and (3) "My co-workers view theft as acceptable.”
Respondents were assigned a theft proneness score based on the sum of their responses to these
three items. They were categorized into three groups: low level of theft proneness (34 percent of the
sample), medium level of theft proneness (34 percent of the sample), or high level of theft proneness
(32 percent of the sample).

As Table 12 indicates, highly theft prone respondents admitted to more theft behaviors than
respondents with low theft proneness. Results indicate that respondents with high theft proneness
are:

Eleven times more likely to take company money without permission than respondents with
low theft proneness (11 percent compared to 1 percent):

Four times more likely to take merchandise or equipment without permission than
respondents with low theft proneness (29 percent compared to 7 percent).

Three times more likely to take supplies for personal use than respondents with low theft
proneness (49 percent compared to 16 percent).

A strong relationship was also found between theft proneness and other forms of counterproductive
behavior. Highly theft prone respondents were likely to be unreliable (e.g., arrive late to work and
leave early), and to violate safety practices. Highly theft prone respondents also purposely engaged
in behaviors that undermine organizational effectiveness. For example, 23 percent of those with high
theft proneness admitted to doing slow or sloppy work on purpose, as opposed to 13 percent of
those with low theft proneness. In addition, 12 percent of those with a high theft proneness admitted
to wasting materials or supplies on purpose compared to only 3 percent of the respondents with low
theft proneness.

Theft proneness was also related to the amount of cash and merchandise stolen. Specifically, low
theft prone respondents admitted to stealing only $88 per year while high theft prone respondents
admitted to stealing around $354 per year (see Figure 5).
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Intention to Quit

Three survey items assessed respondents' turnover intentions. These items were: (1) "l will leave
my current job in the next three months;" (2) "1 will leave my current job in the next year;" and (3) "l
often think of quitting." Respondents were classified as either intending to or not intending to quit
based on the sum of their responses to these three items.

More than one in every three surveyed respondents (39%) intend to quit their jobs sometime within
the next year, while 27 percent of respondents intend to actually quit their jobs within 3 months. Half
of the respondents indicated they often thought about quitting their jobs.

Respondents who were planning to leave their jobs were different from respondents planning to stay
in a number of important ways (see Table 13). Specifically, respondents planning to leave their jobs
were:

More likely to take merchandise/equipment from their employer without permission than
respondents planning to stay (23 percent compared to 14 percent).

Thirty-six percent less likely to be satisfied with their current job than respondents planning to
stay (51 percent compared to 87 percent).

Those planning to leave were also more likely to damage company property than those not planning
to leave. In addition, respondents who intended to quit were more likely to come to work late, miss
work without an excuse, call in sick with a fake illness, and do slow or sloppy work on purpose.

Substance Abuse

Research strongly supports the existence of a relationship between substance abuse and
counterproductivity (Terris, 1985). For example, Jones, Pierce, and Martin (1997) found that a higher
prevalence of substance abuse is related to a higher prevalence of property theft and time theft. The
restaurant industry needs to be concerned with how much of an impact substance abuse has on
counterproductive behaviors considering that 10 to 20 percent of all-employees abuse alcohol or use
illicit drugs (Martin & DeGrange, 1993).

The survey included four items concerning the use of drugs and alcohol in the workplace. Individuals
were identified as drug and alcohol "abusers" if they admitted to: (1) "Using drugs on the job;" (2)
"Using alcohol on the job;" (3) "Coming to work hungover from alcohol;" or (4) "Coming to work
hungover from drugs." ' Twenty-two percent of respondents were classified as "abusers" based on
these criteria. Comparisons between the attitudes and behaviors of respondents who admitted to
substance abuse and non-abusers are listed in Table 14. Results indicate that:

e Substance abusers were approximately twice as likely as non-abusers to take company
merchandise (30 percent compared to 13 percent).

e Substance abusers were more than twice as likely to waste supplies/materials an purpose
(14 percent compared to 6 percent):

Substance abusers were also more likely than non-abusers to engage in other forms of
counterproductive behavior. For example, substance abusers were more likely to fake an illness and
call in sick. Substance abusers were also more likely to endorse theft-related attitudes and steal
approximately five times as much as non-abusers (see Figure 6).

Unsafe Behavior

The most frequent counterproductive behaviors were unsafe behaviors (see Table 10). Many
respondents indicated that they had acted unsafely (37 percent) and hurt or injured themselves at
work (57 percent). Seventy-seven percent had also seen their co-workers act unsafely.
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FAVORABLE BEHAVIORS AND ATTITUDES

Job Performance

Ninety-nine percent of the respondents agreed that they had gone out of their way to help a co-
worker in the last six months, 96 percent indicated they had made a suggestion to improve a work
process, and 96 percent reported that their supervisors would rate them as a good performer.
Negative behaviors were far less common. Only 35 percent of respondents reported avoiding
helping a customer, while 16 percent claimed they had done intentionally slow or sloppy work.

In order to differentiate high performing individuals from others, a job performance scale was created
by combining the previously mentioned items. Individuals were classified into low or high performers
depending on whether they fell below or above the average. Forty-one percent fell below the mean;
therefore, they were categorized as low job performers. The remainder (59 percent) fell above the
mean. Employees classified as high performers tended to be at least 36 years old, female, and day-
shifters. They also worked more than 40 hours a week.

Table 15 displays items for which those classified as high performers differed significantly from those
identified as low performers. As the table illustrates, individuals scoring high on job performance
were less likely to commit counterproductive acts such as wasting company materials, coming to
work late, faking an illness, and acting unsafely. They also had fewer thoughts of quitting and were
more likely to be team players.
High performers were also more satisfied:
e With their present jobs (83% compared to 70% of the low performers)
With their companies (80% compared to 67% of the low performers)
With their supervision or management (76% compared to 63% of the low performers)
With their advancement opportunities (72% compared to 58% of the low performers)
¢ With the work they do on theirjobs (95% compared to 88% of the low performers)
High performers also had more positive views of their employers. Eighty-two percent of high
performers, as opposed to 73% of low performers, saw their employers as caring for their

employees. Eighty-three percent of high performers agreed that their employers are fair in handling
employee complaints as opposed to 75% of low performers.

The most striking statistics comparing high performers to low performers dealt with the yearly theft
admissions. High performers claimed to steal an average $83 in merchandise and an average $35
in cash, while low performers reported stealing an average of $202 in merchandise and $170 in
cash.

Customer Service

Customer service is important in virtually every industry. However, it is critical in the restaurant and
fast food industry. Analyses were conducted to examine the characteristics that tend to distinguish
high customer service oriented employees from those who are not customer service oriented. A
customer service scale was created by combining survey items assessing how often the employee
had: (1) "gone out of the way to help a customer;" (2) "remained pleasant to a rude customer;" and
(3) "avoided a customer” (reverse coded). Respondents were categorized as having a high, average
or low customer service score. Forty-six percent of respondents were categorized as high, 22
percent were classified as average, while the remaining 31 percent were identified as low customer
service providers.
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Respondents who were at least 36 years old had the greatest percentage (50 percent) of individuals
falling into the high customer service category, while respondents in the 16 to 20 age group had the
greatest percentage (44 percent) of individuals falling into the low customer service category.
Regarding employee gender, female respondents (49 percent) were more likely to be categorized in
the high customer service category than male respondents 142 percent), while male respondents
were more likely to be in the low customer service group (35 percent of male respondents compared
to 29 percent of female respondents). Fifty-one percent of the management employees were
classified as having high customer service, as opposed to 38 percent of entry-level employees.

As Table 16 illustrates, individuals with high customer service orientation were less likely than low
customer service individuals to participate in counterproductive behaviors such as damaging
company merchandise and property, wasting company materials, taking merchandise without
permission and acting unsafely. They were also less likely to fake an illness or come to work with a
hangover from drugs. In addition, those scoring high on customer service were more likely to be
satisfied with their jobs and career advancement opportunities than low customer service individuals.

Teamwork

Teamwork is an integral part of every successful restaurant. Employees must work together in order
to provide the best customer service possible. Teamwork was measured in part by asking
employees how strongly they agreed or disagreed with three items: (1) "l enjoy working as a part of a
team in this company;" (2) "l am able to work with my co-workers to solve difficult problems;" and (3)
"l am satisfied with my co-workers."

Two additional items were used in assessing teamwork: (1) Gone out of my way to help co-workers;
and (2) Made a suggestion to improve the way work is done at my company. Seventy-one percent
of respondents were classified as team players according to these criteria.

The typical team player was female, a manager, and over the age of thirty-five. Across the different
shifts, the day shift accounted for the highest percentage of team players. Employees with ten years
or more of tenure with their companies were most likely to indicate high levels of teamwork.

Commitment

Commitment was measured by one item: "l would be very happy to spend the rest of my career with
this company." Respondents were asked to indicate how strongly they agreed or disagreed with this
item. Although fifty-one percent of respondents indicated they often think of quitting their jobs, fifty-
three percent of respondents indicated they would be happy to spend the rest of their career with the
company. Over half of the respondents indicated that it would be easy to find a better job if they
wanted one (55 percent), and that people should change jobs when a better one becomes available
(55 percent). Twenty-seven percent of respondents indicated an intention to quit within three months
and 29 percent intended to quit within the next year. Day shift and female workers were most likely to
profess their commitment.

Perhaps the most important finding with regard to commitment was that less committed employees
stole three times more merchandise than committed employees. Employees who were willing to
commit their career to their company stole an average of $62 in merchandise per year from their
employers while less committed employees stole $207 a year.

Another noticeable difference between committed and non-committed employees' attitudes dealt
with satisfaction. Committed employees were more likely to be satisfied with their jobs, their
company, their management, their pay and benefits, and their co-workers. Employee commitment
was also highly associated with positive perceptions of employers. Comparatively, committed
employees perceived their employers as more likely to provide safe working conditions. In addition,
committed employees indicated that their employer handled employee complaints fairly.
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THE WINNING RESTAURANT CULTURE

This study investigated the impact of organizational culture on the attitudes and behaviors of
restaurant and fast food employees. Similar to last year's report (National Food Service Security
Council, 1997), organizational culture was defined by eight important values. These values are: (1)
fairness with employees; (2) caring and empathy; (3) employee empowerment; (4) career enrichment
opportunities; (5) equitable pay and benefits; (6) accurate job-person matching; (7) honesty and
ethics; and (8) safe working conditions. Table 17 contains the definitions of these values.

The impact of culture on an organization was evaluated by comparing companies that successfully
communicated several of these eight values with those that did not. To accomplish this, individual
responses were aggregated to the organizational level and then various survey items were summed
to create an overall culture score for each company. The five companies with the highest overall
culture scores were then classified as having a positive culture while the six companies with the
lowest overall culture scores were classified as having a less positive corporate culture.

When comparing the companies of the two categories, companies with positive culture experienced
less theft than organizations with less positive culture. The average annual admitted theft in
restaurant or fast food companies with a positive culture was $190 compared to $226 in
organizations not identified as having positive cultures. In addition, respondents from organizations
with positive cultures were more satisfied and less likely to be theft prone.

FOUR YEAR SUMMARY OF FINDINGS

Behaviors

Table 11 compares the behaviors reported by the survey respondents from year to year (National
Food Service Security Council, 1995, 1996; National Food Service Security Council, 1997). Results
indicate very little change in the rate of respondent counterproductive behavior over the last four
years. Considering the fact that these results are based on different respondents from different
companies at different times, these base rates of counterproductivity in the restaurant industry are
remarkably consistent. The largest difference between respondent behaviors from the first annual
survey and respondent behaviors from this year's survey was a four percent decrease in the number
of respondents hurting or injuring themselves at work.

Attitudes

Table 18 reflects the attitudes of the survey respondents across the four years of this survey.
Although more variable than behaviors, respondent attitudes also remained highly consistent across
time. The largest difference between the attitudes of respondents from the first annual survey and
the attitudes of respondents from this year's survey was a 13 percent increase in the number of
respondents planning to quit in the next three months. Most of the other attitudes vary within plus or
minus three percentage points.
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CONCLUSIONS

One focus of this survey was to estimate the value of losses due to employee theft. This year's
estimate of average annual theft per employee represents a dramatic increase over last year's value,
from $96 to $218. Survey respondents also estimated that the average co-worker stole $2,267 per
year, a figure that is more than 10 times higher than self-admissions. Theft, when summed across
hundreds of employees, is highly problematic. The results of this survey clearly indicate that
employee theft continues to play a major role in restaurant shrinkage and cash variance.

In addition to theft, this survey examined several counterproductive behaviors such as calling in sick,
getting injured at work, and avoiding customers. Demographic variables (e.g., age, gender, and job
type), attitudes (e.g., theft proneness and intention to quit), and behavior (e.g., substance abuse)
were all shown to have an impact on employee theft and other forms of counterproductivity. Positive
attitudes and behaviors were also investigated. In general, respondents with positive attitudes and
behaviors were more likely to be satisfied, less likely to quit and less likely to abuse drugs or alcohol.
Fifty-nine percent of respondents were classified above average on the performance scale, while
seventy-one percent w, categorized to be team players on the teamwork scale. Results also showed
that respondents high in commitment stole approximately one-third as much in merchandise as
respondents with low commitment.

Another important finding from this research is the powerful effect that establishing and
communicating positive corporate values can have in reducing many forms of counterproductive
behavior. A very compelling example is the fact that the average annual theft per employee for
companies that communicated a positive culture was $36 less than it was for companies that did not
communicate a positive culture.

Finally, the accumulation of data across the four years of the annual survey (National Food Service
Security Council, 1995, 1996; National Food Service Security Council, 1997) shows that the base
rates for counterproductive behaviors in the restaurant industry are highly consistent across time.
Attitudes, although somewhat more variable than behaviors, were also very consistent from year to
year.

These results across time suggest that theft is still a concern within the restaurant industry. There are
several systematic approaches to loss prevention that could be implemented to reduce employee
theft. One possible approach would be coordinating security and human resource functions to
implement programs to control losses and increase productivity. These could include pre-
employment integrity screening tests, drug screening, and selection instruments that can be used to
select out employees with counterproductive attitudes. Another possibility would be an intervention
that clarifies the corporate culture and indoctrinates employees with positive attitudes that can impact
an organization's bottom line.
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Figure 4.
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Figure 6.
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Table 1. Characteristics of the Survey

1. Job title {N = 1,491)
a. Manager = 60.7%
b. Entry-level = 39.3%

2. Store location of respondents
(N = 1,465)

a. City = 59.8%

b. Suburb = 33.7%

c. Rural = 6.4%

3. Length of employment (N = 1,491)
a. One year or less = 17.6%
b. More than 1 year to 2 years = 14.2%
c. More than 2 years to 5 years = 23.7%
d. More than 5 years to 10 years = 20.3%
e. More than 10 years = 24.2%

4. Hours worked per week (N = 1,489)
a. under 25 hours = 10.9%
b. 25 to 39 hours = 21.8%
¢c. 40 hours = 11.8%
d. 41 to 50 hours = 29.2%
e. More than 50 hours = 26.1%

5. Work shift (N = 1,473)
a. Day shift = 36.8%
b. Evening shift = 16.9%
c. Night shift = 7.3%
d. Day and evening shift = 13.5%
e. Day and night shift = 2.1%
f. Evening and night shift = 4.7%
g. Variable shifts = 18.7%

6. Age (N = 1,460)
a. 16-20 years = 11.8%
b. 21-25 years = 11.8%
c. 26-30 years = 14.1%
d. 31-35 years = 16.8%
e. 36 years and over = 45.5%

7. Gender (N = 1,486)
a. Male = 38.8%
b. Female = 60.9%

8. Number of employers in the last year
(N = 1,485)

a. One = 79.5%

b.Two=133 %

¢. Three or more = 6.8%

» Total Percentages may not sum to 100% due to rounding.




Table 2. Percentages of Respondents Admitting to

Behaviors and Attitudes: By Job Type

Behavior/Attitude Entry-level Management
(N = 586) (N = 905)
Theft:
Used employee discount privileges for friends 35% 50%
Took company supplies/fequipment for personal use 23% 37%
Took merchandise/equipment from employer without permission 16% 16%
Took money from employer without permission 3% 6%
Sold merchandise to friends at a reduced price 22% 28%
Helped a co-worker take company property/merchandise 5% 1%
Saw co-workers steal company cash 15% 22%
Saw co-workers steal company property/merchandise 38% 36%
Could easily take company money or property/merchandise at any time 31% 54%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 19% 11%
Wasted company materials/supplies on purpose 11% 5%
Did slow or sloppy work on purpose 25% 11%
Substance Abuse;
Consumed alcohol on the job 5% 3%
Used drugs on the job 5% 1%
Came 10 work hungover from alcohol 19% 20%
Came to work hungover from drugs 6% 1%
Satisfaction:
Satisfied with current job 74% 80%
Would recommend job to friend % 7%
Satisfied with company 70% 79%
Happy to spend rest of career with company 33% 66%
Satisfied with supervision and management 68% 2%
Satisfied with work done on the job 89% 9%
Satisfied with pay and benefits 53% N%
Attendance:
Came to work late without permission 43% 42%
Left work early without permission 8% 34%
Been abseni from work without a legitimate excuse 24% 14%
Faked an illness and called in sick 32% 11%
Safety:
Hurt or injured self at work 55% 35%
Acted unsafely 37% 31%
Tenure:
Often thinks about quitting job 54% 48%
Will leave current job in the next three months 36% 21%
Will leave current job in the next year 50% 3%




Table 3. Percentage of Respondents Admitting to

Behaviors and Attitudes: By Age

Behavior/Attitude Under 26 26 years old
years old and over
(N = 551) (N =909
Theft:
Used employee discount privileges for friends 51% 40%
Took company supplies/fequipment for personal use 35% 29%
Took merchandise/equipment from employer without permission 23% 12%
Took money from employer without permission 7% 3%
Sold merchandise to friends at a reduced price 33% 21%
Helped a coworker take company property/merchandise 5% 1%
Saw coworkers steal company cash 20% 19%
Saw coworkers steal company property/merchandise 40% 35%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 20% 1%
Wasted company materials/supplies on purpose 12% 3%
Did slow or sloppy work on purpose 25% 12%
Substance Abuse:
Consumed alcohol on the job 6% 2%
Used drugs on the job 5% 1%
Came to work hungover from alcohol 26% 16%
Came to work hungover from drugs 6% 1%
Satisfaction:
Satisfied with current job 75% 80%
Would recommend job to friend 1% 7%
Satisfied with company T2% 1%
Satisfied with supervision and management 69% 72%
Satisfied with work done on the job 89% 9%
Satisfied with pay and benefits 61% 67%
Attendance:
Came to work late without permission 53% 36%
Left work early without permission 17% 28%
Been absent from work without a legitimate excuse 23% 15%
Faked an illness and called in sick 36% 14%
Safety:
Hurt or injured self at work 53% 53%
Acted unsafely 32% 32%
Tenure:
Often thinks about quitting job 55% 47%
Will leave current job in the next three months 36% 20%
Will leave current job in the next year 52% 30%




Table 4. Percentage of Respondents Admitting to
Behaviors and Attitudes: By Location

Behavior/Attitude City Suburb Rural
(N=876) (N=494) (N=95)
Theft:
Used employee discount privileges for friends 43% 49% 41%
Took company suppliesfequipment for personal use 31% 33% 32%
Took merchandise/equipment from employer without permission 15% 20% 11%
Took meney from employer without permission 5% 5% 3%
Sold merchandise to friends at a reduced price 26% 28% 17%
Helped a coworker take company property/merchandise 3% 4% 2%
Saw coworkers steal company cash 20% 20% 9%
Saw coworkers steal company property/merchandise 37% 38% 29%
Could easily take company money or property/merchandise at any time 40% 53% 49%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 15% 15% 7%
Wasted company materials/supplies on purpose 7% 10% 4%
Did slow or sloppy work on purpose 18% 16% 8%
Substance Abuse:
Consumed alcohol on the job 3% 5% 1%
Used drugs on the job 2% 3% 0%
Came to work hungover from alcohol 18% 23% 20%
Came to work hungover from drugs 3% 3% 0%
Satisfaction:
Satisfied with current job 8% 77% 76%
Would recommend job to friend 8% 70% 69%
Satisfied with company 78% 1% %
Happy 1o spend rest of career with company 54% 52% 48%
Satisfied with supervision and management 72% 7% 68%
Satisfied with work done on the job 20% 93% 3%
Satisfied with pay and benefits 64% 63% 65%
Attendance:
Came to work late without permission 43% 43% 1%
Left work early without permission 24% 25% 25%
Been absent from work without a legitimate excuse 19% 17% 13%
Faked an illness and called in sick 21% 18% 13%
Safety:
Hurt or injured self at work 58% 8% 55%
Acted unsafely 40% 40% 41%
Tenure:
Often thinks about quitting job 47% 54% 57%
Will leave current job in the next three months 26% 28% 29%
Will leave current job in the next year 36% 43% 38%




Table 5. Percentage of Respondents Admitting to

Behaviors and Attitudes: By Shift

Behavior/Attitude Days Evenings Nights
(N=542) (N=249) (N=108)
Theft:
Used employee discount privileges for friends 44% 39% 42%
Took company supplies/equipment for personal use 30% 32% 28%
Took metchandise/equipment from employer without permission 14% 22% 20%
Took money from employer without permission 3% 8% 7%
Sold merchandise to friends at a reduced price 23% 28% 32%
Helped a coworker take company property/merchandise 2% 4% 6%
Saw coworkers steal company cash 14% 2% 23%
Saw coworkers steal company property/merchandise 30% 43% 38%
Could easily take company money or property/merchandise at any time 44% 42% 33%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 12% 19% 19%
Wasted company materials/supplies on purpose 8% 9% 11%
Done slow or sloppy werk on purpose 13% 24% 23%
Substance Abuse:
Consumed alcohol on the job 2% % 7%
Used drugs on the job 2% 3% 3%
Came to work hungover from alcohol 18% 19% 15%
Came to work hungover from drugs 2% 5% 3%
Satisfaction:
Satisfied with current job 31% 76% 74%
Would recommend job to friend 74% 75% 69%
Satisfied with company 7% 76% 72%
Happy to spend rest of career with company 57% 38% 43%
Satisfied with supervision and management 4% 68% 66%
Satisfied with work done on the job 94% 88% 88%
Satisfied with pay and benefits 62% 64% 58%
Attendance:
Came to work late without permission 34% 52% 47%
Left work early without permission 27% 16% 23%
Been absent from work without a legitimate excuse 18% 0% 22%
Faked an iliness and called in sick 18% 2i1% 27%
Safety:
Hurt or injured self at work 61% 61% 62%
Acted unsafely 44% 44% 38%
Tenure:
Often thinks about quitting job 46% 33% 56%
Will leave current job in the next three months 24% 29% 35%
Will leave current job in the next year 35% 46% 44%




Table 6. Percentage of Respondents Admitting to
Behaviors and Attitudes: By Gender

Behavior/Attitude Male Female
(N =578) (N = 908)

Theft:

Used employee discount privileges for friends 47% 43%
Took company supplies/equipment for personal use 40% 26%
Took merchandise/equipment from employer without permission 21% 13%
Took money from employer without permission 7% 4%
Sold merchandise to friends at a reduced price 32% 22%
Helped a co-worker take company property/merchandise 4% 2%
Saw co-workers steal company cash 23% 18%
Saw co-workers steal company property/merchandise 40% 34%

Could easily take company money or property/merchandise at any time 52% 41%

Other Counterproductive Behaviors;

Damaged company merchandise/property while "fooling around” 19% 1%
Wasted company materials/supplies on purpose N% 6%
Done slow or sloppy work on purpose 17% 16%
Substance Abuse:

Consumed alcohol on the job 6% 2%
Used drugs on the job 3% 2%
Came to work hungover from alcohol 22% 18%
Came to work hungover from drugs 4% 2%
Satisfaction:

Satisfied with current job 76% 9%
Would recommend job to friend 74% 75%
Satisfied with company T4% 76%
Happy to spend rest of career with company 52% 54%
Satisfied with supervision and management 67% 2%
Satisfied with work done on the job 90% 3%
Satisfied with pay and benefits 63% 65%
Attendance:

Came to work late without permission 48% 39%
Left work early without permission 29% 21%
Been absent from work without a legitimate excuse 18% 18%
Faked an illness and called in sick 19% 20%
Safety:

Hurt or injured self at work 59% 59%
Acted unsafely 36% 36%
Tenure:

Ofiten thinks about quitting job 49% 51%
'Will leave current job in the next three months 29% 25%

‘Will leave current job in the next year 43% 35%




Table 7. Total Dollar Amount of Weekly Theft Admissions

|Category ] 0 $50 $1 %2 $5 $10 525 $50 $100 $250 $500 $600+
Money You Take % 1% 1% 1% 2% 1% <1% 1% <1% <1% <1% 0%
Merchandise You Take 3% 5% 4% 6% 6% 3% % 1% <1% <1% <1% 0%
Money "Average

Employee" Takes W% 3% 3% 1% 12% 12% 8% 4% 4% 1% <1% 1%
Merchandise "Average

Employee" Takes 18% 2% 4% 12% 21% 17% 12% 7% 5% 2% <1% <1%

Note: N = 1.,480. Rows may not sum to 100% due to rounding.

Table 8. Average Annnal Employee Theft Estimates

Method of Estimation Overall Average Entry-level Employees Only
Respondent Admissions $218.04 $299.34

Amount Taken by

Average Employee $2,266.71 $2,445.53

Managers Only

$165.85

$2,152.44

Table 9. Average Annual Theft Per Store

Method of Estimation Single 30-Employee Restaurant Chain
Restaurant with 300 Stores

Respondent Admissions $8.179 $2,453,700

Amount Taken by

Average Employes $71,607 521,482,100

Restaurant Chain
with 2,000 Stores

316,358,000

$143,214,000

Note: Values are calculated based on the assumption that managers make up 20% of the workforce in an average

restaurant.




Table 3. Percentage of Respondents Admitting to

Behaviors and Attitudes: By Age

Behavior/Attitude Under 26 26 years old
years old and over
(N = 551) (N =909
Theft:
Used employee discount privileges for friends 51% 40%
Took company supplies/fequipment for personal use 35% 29%
Took merchandise/equipment from employer without permission 23% 12%
Took money from employer without permission 7% 3%
Sold merchandise to friends at a reduced price 33% 21%
Helped a coworker take company property/merchandise 5% 1%
Saw coworkers steal company cash 20% 19%
Saw coworkers steal company property/merchandise 40% 35%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 20% 1%
Wasted company materials/supplies on purpose 12% 3%
Did slow or sloppy work on purpose 25% 12%
Substance Abuse:
Consumed alcohol on the job 6% 2%
Used drugs on the job 5% 1%
Came to work hungover from alcohol 26% 16%
Came to work hungover from drugs 6% 1%
Satisfaction:
Satisfied with current job 75% 80%
Would recommend job to friend 1% 7%
Satisfied with company T2% 1%
Satisfied with supervision and management 69% 72%
Satisfied with work done on the job 89% 9%
Satisfied with pay and benefits 61% 67%
Attendance:
Came to work late without permission 53% 36%
Left work early without permission 17% 28%
Been absent from work without a legitimate excuse 23% 15%
Faked an illness and called in sick 36% 14%
Safety:
Hurt or injured self at work 53% 53%
Acted unsafely 32% 32%
Tenure:
Often thinks about quitting job 55% 47%
Will leave current job in the next three months 36% 20%
Will leave current job in the next year 52% 30%




Table 4. Percentage of Respondents Admitting to
Behaviors and Attitudes: By Location

Behavior/Attitude City Suburb Rural
(N=876) (N=494) (N=95)
Theft:
Used employee discount privileges for friends 43% 49% 41%
Took company suppliesfequipment for personal use 31% 33% 32%
Took merchandise/equipment from employer without permission 15% 20% 11%
Took meney from employer without permission 5% 5% 3%
Sold merchandise to friends at a reduced price 26% 28% 17%
Helped a coworker take company property/merchandise 3% 4% 2%
Saw coworkers steal company cash 20% 20% 9%
Saw coworkers steal company property/merchandise 37% 38% 29%
Could easily take company money or property/merchandise at any time 40% 53% 49%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 15% 15% 7%
Wasted company materials/supplies on purpose 7% 10% 4%
Did slow or sloppy work on purpose 18% 16% 8%
Substance Abuse:
Consumed alcohol on the job 3% 5% 1%
Used drugs on the job 2% 3% 0%
Came to work hungover from alcohol 18% 23% 20%
Came to work hungover from drugs 3% 3% 0%
Satisfaction:
Satisfied with current job 8% 77% 76%
Would recommend job to friend 8% 70% 69%
Satisfied with company 78% 1% %
Happy 1o spend rest of career with company 54% 52% 48%
Satisfied with supervision and management 72% 7% 68%
Satisfied with work done on the job 20% 93% 3%
Satisfied with pay and benefits 64% 63% 65%
Attendance:
Came to work late without permission 43% 43% 1%
Left work early without permission 24% 25% 25%
Been absent from work without a legitimate excuse 19% 17% 13%
Faked an illness and called in sick 21% 18% 13%
Safety:
Hurt or injured self at work 58% 8% 55%
Acted unsafely 40% 40% 41%
Tenure:
Often thinks about quitting job 47% 54% 57%
Will leave current job in the next three months 26% 28% 29%
Will leave current job in the next year 36% 43% 38%




Table 5. Percentage of Respondents Admitting to

Behaviors and Attitudes: By Shift

Behavior/Attitude Days Evenings Nights
(N=542) (N=249) (N=108)
Theft:
Used employee discount privileges for friends 44% 39% 42%
Took company supplies/equipment for personal use 30% 32% 28%
Took metchandise/equipment from employer without permission 14% 22% 20%
Took money from employer without permission 3% 8% 7%
Sold merchandise to friends at a reduced price 23% 28% 32%
Helped a coworker take company property/merchandise 2% 4% 6%
Saw coworkers steal company cash 14% 2% 23%
Saw coworkers steal company property/merchandise 30% 43% 38%
Could easily take company money or property/merchandise at any time 44% 42% 33%
Other Counterproductive Behaviors:
Damaged company merchandise/property while "fooling around” 12% 19% 19%
Wasted company materials/supplies on purpose 8% 9% 11%
Done slow or sloppy werk on purpose 13% 24% 23%
Substance Abuse:
Consumed alcohol on the job 2% % 7%
Used drugs on the job 2% 3% 3%
Came to work hungover from alcohol 18% 19% 15%
Came to work hungover from drugs 2% 5% 3%
Satisfaction:
Satisfied with current job 31% 76% 74%
Would recommend job to friend 74% 75% 69%
Satisfied with company 7% 76% 72%
Happy to spend rest of career with company 57% 38% 43%
Satisfied with supervision and management 4% 68% 66%
Satisfied with work done on the job 94% 88% 88%
Satisfied with pay and benefits 62% 64% 58%
Attendance:
Came to work late without permission 34% 52% 47%
Left work early without permission 27% 16% 23%
Been absent from work without a legitimate excuse 18% 0% 22%
Faked an iliness and called in sick 18% 2i1% 27%
Safety:
Hurt or injured self at work 61% 61% 62%
Acted unsafely 44% 44% 38%
Tenure:
Often thinks about quitting job 46% 33% 56%
Will leave current job in the next three months 24% 29% 35%
Will leave current job in the next year 35% 46% 44%




Table 6. Percentage of Respondents Admitting to
Behaviors and Attitudes: By Gender

Behavior/Attitude Male Female
(N =578) (N = 908)

Theft:

Used employee discount privileges for friends 47% 43%
Took company supplies/equipment for personal use 40% 26%
Took merchandise/equipment from employer without permission 21% 13%
Took money from employer without permission 7% 4%
Sold merchandise to friends at a reduced price 32% 22%
Helped a co-worker take company property/merchandise 4% 2%
Saw co-workers steal company cash 23% 18%
Saw co-workers steal company property/merchandise 40% 34%

Could easily take company money or property/merchandise at any time 52% 41%

Other Counterproductive Behaviors;

Damaged company merchandise/property while "fooling around” 19% 1%
Wasted company materials/supplies on purpose N% 6%
Done slow or sloppy work on purpose 17% 16%
Substance Abuse:

Consumed alcohol on the job 6% 2%
Used drugs on the job 3% 2%
Came to work hungover from alcohol 22% 18%
Came to work hungover from drugs 4% 2%
Satisfaction:

Satisfied with current job 76% 9%
Would recommend job to friend 74% 75%
Satisfied with company T4% 76%
Happy to spend rest of career with company 52% 54%
Satisfied with supervision and management 67% 2%
Satisfied with work done on the job 90% 3%
Satisfied with pay and benefits 63% 65%
Attendance:

Came to work late without permission 48% 39%
Left work early without permission 29% 21%
Been absent from work without a legitimate excuse 18% 18%
Faked an illness and called in sick 19% 20%
Safety:

Hurt or injured self at work 59% 59%
Acted unsafely 36% 36%
Tenure:

Ofiten thinks about quitting job 49% 51%
'Will leave current job in the next three months 29% 25%

‘Will leave current job in the next year 43% 35%




Table 7. Total Dollar Amount of Weekly Theft Admissions

|Category ] 0 $50 $1 %2 $5 $10 525 $50 $100 $250 $500 $600+
Money You Take % 1% 1% 1% 2% 1% <1% 1% <1% <1% <1% 0%
Merchandise You Take 3% 5% 4% 6% 6% 3% % 1% <1% <1% <1% 0%
Money "Average

Employee" Takes W% 3% 3% 1% 12% 12% 8% 4% 4% 1% <1% 1%
Merchandise "Average

Employee" Takes 18% 2% 4% 12% 21% 17% 12% 7% 5% 2% <1% <1%

Note: N = 1.,480. Rows may not sum to 100% due to rounding.

Table 8. Average Annnal Employee Theft Estimates

Method of Estimation Overall Average Entry-level Employees Only
Respondent Admissions $218.04 $299.34

Amount Taken by

Average Employee $2,266.71 $2,445.53

Managers Only

$165.85

$2,152.44

Table 9. Average Annual Theft Per Store

Method of Estimation Single 30-Employee Restaurant Chain
Restaurant with 300 Stores

Respondent Admissions $8.179 $2,453,700

Amount Taken by

Average Employes $71,607 521,482,100

Restaurant Chain
with 2,000 Stores

316,358,000

$143,214,000

Note: Values are calculated based on the assumption that managers make up 20% of the workforce in an average

restaurant.






