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Abstract
Constant staff turnover is a major problem in the fast-food market, which can negatively impact staff performance, service quality and operational effectiveness. The aim of this study is to identify and discuss the main causes of the high turnover in the HRM at McDonald’s in the context of employees lived experiences. An Interpretivist philosophy, an inductive approach and qualitative case study design were used to gain an in-depth understanding of employees' perceptions, and the research was guided by the Job Demands–Resources (JD-R) Model and Social Exchange Theory.
Primary data was gathered through semi-structured interviews with eight current and former employees of McDonald's, who were chosen using purposive sampling. All the interview data indicated five main themes including managerial support, recognition and career development, organisational factors affecting employee retention, job demands and workload, and work-life balance and scheduling.
The results indicated that too many hours of work, too few staff, lack of consistent management support and erratic working hours were the key determinants of intent to leave. On the other hand, supportive leadership, good teamwork and employee recognition and good growth prospects fostered organisational commitment and helped retain employees. The study shows that it is the interplay between the demands of the organisation and the resources the organisation provides for the worker to turn them into that which drives turnover, not any one of them alone.
The research findings suggest that the retention of employees needs to be part of a wider organisational approach, including the right strategies for workforce planning, tailored leadership practices, incentive schemes for recognition and clear career development routes. Despite being based on a small qualitative sample and only one organisation, the study can offer insights into employee turnover and retention in a fast-food environment and suggestions for improving employee sustainability at McDonald's and other quickly served restaurant organisations.
Keywords: Employee turnover, McDonald's, employee retention, Job Demands–Resources Model, Social Exchange Theory, qualitative research, fast-food industry.
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[bookmark: _Toc234072892]Chapter 1: Introduction
[bookmark: _Toc234072893]1.1 Background
Employee turnover remains a persistent challenge within the hospitality and quick-service restaurant (QSR) industry. But the way it is framed of being the natural consequence of labour-intensive work is a reductionist approach to a multifaceted organisational problem. The consequences of high turnover are costs in recruitment, irregular services, and poor culture (CIPD, 2024). The high turnover in companies such as McDonald’s, whereby most of the positions are entry-level, shows serious misalignment of the organisation and questions the sustainability of the current model of management rather than the type of work itself (Nguyen et al., 2023).
Deterministic explanations are questioned by recent literature, which understands turnover as a multidimensional, socially constructed process. Instead of developing entirely due to structural elements like a poor remuneration package, turnover intention is a result of the interaction between personal experience, organisational environment, and personal relationships (Han, 2022). Among the essential processes that lead to disengagement are work stress, burnout, and perceived effort-reward imbalance (Salama et al., 2022). The Job Demands Resource (JD-R) model elaborates on the effects of high demands in the absence of organisational support, which cause psychological stress, making the focus on how employees perceive and interpret the work environment.
In the fast-service provision operational logic, these tensions are compounded in the QSR environment. The workers must cope with ongoing customer interaction, emotional labour, and unscheduled shifts; all of them add to work-life conflict and emotional burnout (Abdou et al., 2022). Nevertheless, these conditions have the risk of dominating turnover, which overlooks the mediating factor of management practices. It has been hinted that in the same operational setting, there may be strikingly different retention results based on the quality of leadership, communication, and perceived support (Han, 2022). This questions the idea of turnover being structurally determined and puts it in perspective as being dependent on the frontline manifestation of organisational systems.
McDonald's offers an especially eye-opening set of circumstances to analyse this contradiction. Although the organisation highlights development of the employees, training, and career advancement as some of the core elements of its workforce strategy (McDonald’s Corporation, 2023), it is becoming increasingly clear that there is an increasing gap between corporate will and employee experience. Another factor affecting retention is not whether formal policies are in place or not, but rather the degree of consistency and fairness in their implementation (Nguyen et al., 2023). This gap in implementation reveals a fundamental weakness of good human resource strategies that are implemented top-down, as the standardised policies have no ability to reflect the diversity of frontline managerial behaviour and local workplace culture.
Furthermore, the turnover in QSR environments cannot be completely accounted for by the economic and transactional models. Socially, exchange-wise, employees will always measure the reciprocity of their efforts and rewards bestowed on them by an organisation. In a case where such an exchange is seen as continuously skewed, there will be reduced emotional attachment, which results in disengagement and subsequent departure (Salama et al., 2022). This implies that job-perceived organisational justice and relationship quality are the underlying aspects of turnover and not the objective job aspects alone.
Thus, this study adopts a critical perspective and theorises employee turnover as a phenomenon which depends on the context and is relatively mediated by the interaction of job demands, organisational resources and employee perceptions. This study tries to transcend reductionist explanations by providing a theoretically curious, employee-focused understanding of turnover dynamics within the QSR industry by predicting the lived experiences of employees within McDonald's.
[bookmark: _Toc222140851][bookmark: _Toc234072894]1.2 Aim and Objectives
[bookmark: _Toc222140852][bookmark: _Toc234072895]Aim
To explore the primary factors contributing to high staff turnover at McDonald’s through an in-depth qualitative investigation of employee experiences and perceptions.
[bookmark: _Toc222140853][bookmark: _Toc234072896]Objectives
· To critically examine recent academic and industry literature on employee turnover within hospitality and QSR contexts 
· To explore how job demands, managerial support, scheduling patterns, and development opportunities influence employees’ intentions to leave or remain 
· To analyse employees’ perceptions of fairness, recognition, and work–life balance within McDonald’s roles 
· To identify key themes explaining turnover behaviour using an evidence-based analytical framework 
· To propose practical, retention-focused recommendations grounded in qualitative findings 
[bookmark: _Toc222140854][bookmark: _Toc234072897]1.3 Research Question
How do employees perceive the factors influencing staff turnover at McDonald’s?
[bookmark: _Toc234072898]1.4 Significance of the Study
This research is valuable because it offers additional research to the ever-expanding body of research about turnover for employees in the hospitality and quick service restaurant (QSR) industry. The research literature on employee turnover is vast, but most of it is quantitative and assumes a broad organisational perspective instead of an insightful perspective which applies to employee lives (Han, 2022). Moreover, although turnover has been studied in different sectors, the qualitative studies of the factors affecting the employee's intention to leave or remain in a particular sector are limited to examining the factors affecting the choice of frontline employees in QSRs like McDonald's (Nguyen et al., 2023). This study aims to deepen the understanding of employee experiences and fill a void in the literature by using a qualitative approach as a means of methodology.
In a practical sense, from a management viewpoint, the study provides useful insights to managers and human resource practitioners in the QSR sector, including McDonald's (Aggarwal et al., 2022). Increased recruitment and training costs, service inconsistency, and diminished organisational performance go hand in hand with high employee turnover (CIPD, 2024). The information gathered can help managers understand their employees' expectations of these and other aspects of the workplace and develop more effective retention strategies to address them. These can inform improvements in employee satisfaction, commitment to the organisation and employment stability (Salama et al., 2022).
Overall, the study adds to the wider debate about employee wellbeing and sustainable workforce management in the pursuit of sustainable labour service industries (Boamah et al., 2022). Few studies have investigated the role of burnout, stress and POS in predicting turnover intentions (Heilala et al., 2022). This research focused on McDonald's as a particular organisation to give contextually relevant evidence that can assist organisations in developing healthier and more supportive working environments. The study therefore contributes to the general body of knowledge about employee turnover as a multi-faceted and contextually sensitive phenomenon, as well as providing practical suggestions for retaining employees in the QSR industry.
[bookmark: _Toc234072899]1.5 Structure of the Dissertation
The dissertation will be divided into five chapters. Chapter One explains the research context, aims and objectives. In Chapter Two, the literature on employee turnover, theoretical frameworks and factors that drive employee turnover has been critically reviewed. Chapter Three presents the research methodology, which will include the philosophy of research, data collection strategy, and data analysis methods. Chapter Four gives the empirical data and interpretations and aligns it to the existing literature. Lastly, Chapter Five summarises the research work and gives recommendations for practice and future research. 


[bookmark: _Toc234072900]Chapter 2: Literature Review
[bookmark: _Toc232737482][bookmark: _Toc234072901]2.1 Introduction
McDonald's operates within one of the world's largest quick-service restaurant (QSR) systems, serving millions of customers daily through more than 45,000 restaurants across over 100 countries. The organisation and its franchisees employ approximately 1.9 million people globally and around 140,000 employees across more than 1,450 restaurants in the United Kingdom, making workforce management and employee retention strategically important issues for the business (McDonald's UK, 2025). Employee turnover creates considerable costs associated with recruitment, training and service disruption, making retention a strategic issue within hospitality organisations (Han, 2022).
The issue is particularly important because McDonald's workforce is heavily dependent upon frontline crew members, many of whom are young employees entering employment for the first time. Nearly 40% of employees working within the UK McDonald's system are teenagers, highlighting the importance of understanding how workplace experiences influence employee attitudes and intentions to remain with the organisation. High employee mobility within entry-level service positions further increases the significance of employee perceptions of work conditions, managerial support and career opportunities (Jerez-Jerez and Melewar, 2020) 
[bookmark: _Toc232737483][bookmark: _Toc234072902]2.2 Employee Turnover Among Frontline Employees in McDonald's and QSR Settings
Employee turnover represents a persistent challenge within the quick-service restaurant industry because businesses depend heavily on large numbers of frontline employees to deliver standardised and efficient customer service. McDonald's serves approximately 69 million customers every day across more than 100 countries, requiring substantial numbers of frontline employees to maintain operational efficiency and service quality (McDonald's Corporation, 2025). Despite significant investment in recruitment and development initiatives, the fast-food industry continues to experience exceptionally high labour mobility, with annual turnover rates frequently exceeding 100% in many markets. Such turnover levels create substantial costs associated with recruitment, training and productivity losses and therefore position employee retention as a strategic concern for McDonald's and other QSR organisations.
[bookmark: _Toc232737484][bookmark: _Toc234072903]2.3 Job Demands and Workplace Stress Among Frontline Employees in McDonald's Restaurants
This argument is particularly applicable to McDonald's because frontline employees are commonly required to perform multiple tasks simultaneously, including food preparation, order assembly, customer interaction and digital order fulfilment. Recent evidence from McDonald's employees suggests that mobile applications, self-service technologies and delivery platforms have further intensified operational workloads by increasing order complexity and service expectations. These demands may contribute to psychological strain and negatively influence employees' intentions to remain with the organisation Kee et al. (2021)
The operational intensity of McDonald's restaurants means that employees frequently encounter continuous customer interaction, time pressure and performance monitoring. Such conditions may increase emotional exhaustion among crew members, particularly when organisational resources and managerial support are perceived as insufficient. Therefore, employee turnover at McDonald's should be viewed not merely as an outcome of workload but because of employees' interpretations of demanding work environments and their ability to cope with workplace pressures Jerez-Jerez and Melewar (2020).
Kee et al. (2021) argue that operational success within McDonald's depends heavily on employees' ability to work efficiently under pressure while maintaining service standards. Frontline employees are frequently required to switch rapidly between food preparation, customer service and digital order fulfilment activities. The increasing use of self-service kiosks and delivery platforms has also increased job complexity, suggesting that technological developments may have intensified work demands rather than reduced them
[bookmark: _Toc232737485][bookmark: _Toc234072904]2.4 Managerial Support and Employee Perceptions of Fairness in McDonald's
Recent developments within McDonald's UK have further highlighted the importance of managerial behaviour and organisational justice. The company introduced an extensive Cultural Action Plan, new employee reporting mechanisms and dedicated investigation procedures to strengthen workplace safety and improve employee experiences. Internal surveys indicated that 95% of employees were aware of available reporting channels and 93% believed management would respond to concerns. These initiatives demonstrate the growing recognition that perceptions of fairness, voice and managerial responsiveness can significantly influence employee trust and retention within McDonald's restaurants (Umezurike, 2021). 
Organisational justice is also important in determining employees' attitudes towards their organisations through perceptions. Mulang (2022) argues that fairness in the workplace influences employees' commitment to the organisation more than if decisions and procedures are perceived as unfair. Equity fosters trust and boosts psychological connections to organisations. However, notions of justice are very personal and can vary among employees who work in the same setting and make the same decisions. Hence, the idea of organisational justice should not be interpreted as a completely objective condition of the organisation but rather as a perception of the person experiencing it.
McDonald's UK recently implemented a Cultural Action Plan and strengthened safeguarding procedures following allegations of workplace misconduct and employee concerns regarding inappropriate behaviour within certain restaurants. These interventions demonstrate organisational recognition that perceptions of managerial behaviour and workplace justice can substantially influence employee trust and retention (McDonald's UK, 2025).
[bookmark: _Toc232737486][bookmark: _Toc234072905]2.5 Flexible Scheduling and Development Opportunities within McDonald's Restaurants
Chaudhuri et al. (2020) argue that work-life balance practices positively influence employee wellbeing and organisational outcomes. This issue is particularly relevant to McDonald's because restaurants operate extended hours and rely heavily upon shift-based employment arrangements that fluctuate according to customer demand. Consequently, employees may experience irregular schedules that influence perceptions of flexibility and work-life balance.
Kaur (2023) this issue is particularly relevant to McDonald's because restaurants operate extended hours and rely heavily upon shift-based employment practices that must continuously respond to fluctuations in customer demand. Consequently, frontline employees frequently experience variable working schedules that may influence perceptions of flexibility and work-life balance.
The importance of talent management practices is further emphasised in McDonald's literature. Both Jamil and Sarmad (2025) argue that talent management and career development are becoming key factors in retaining employees at McDonald's. But the mere fact that development programmes exist do not ensure better retention rates, as the perceptions of the employees regarding accessibility, fairness, and long-term value of the development programme play a major role in the effectiveness of the programme. Thus, it is important to explain the employees’ perception of the organisation's scheduling practices, work-life balance and employees' development opportunities to understand the employees' turnover behaviour which also directly addresses the research question of this study.
[bookmark: _Toc232737487][bookmark: _Toc234072906]2.6 Employee Retention Strategies in McDonald's and the Wider QSR Industry
Employee retention has become an increasingly important strategic issue for McDonald's because the organisation relies heavily upon large numbers of frontline employees to deliver standardised service experiences. McDonald's UK has introduced various retention initiatives, including enhanced onboarding programmes, leadership training and mechanisms that encourage employee voice and workplace reporting. These initiatives suggest that the organisation increasingly views retention as a broader cultural and developmental issue rather than solely a recruitment challenge (McDonald's UK, 2025)
Subramaniam et al. (2024) McDonald's has increasingly adopted employee-centred retention initiatives that emphasise workplace safety, employee voice and professional development. The organisation has implemented enhanced onboarding systems, new training programmes for restaurant managers and additional channels for reporting workplace concerns. Such initiatives suggest that employee retention within McDonald's is increasingly being addressed through broader cultural and developmental interventions rather than through recruitment practices alone. 
Likewise, Tang and Hudson (2019) argue that there is a need to develop a mix of strategies that include organisational support, flexibility and professional development opportunities; all these are essential to effective employee retention. The authors contend that organisations with a holistic retention strategy will be more likely to have committed and engaged workforces. This view, however, can overestimate the impact of the organisational interventions, as the external employment opportunities and personal circumstances of the employees may also play a part in their decision to stay. Transfer strategies are therefore not seen as a treatment for all types of employees, but rather as a possible means to enhance the perception of organisational commitment.
Faletehan (2024) further highlights the need for employee-centred approaches in that employees' values and experiences must be considered alongside traditional human resource practices in retention efforts. This perspective is especially useful as it recognises the differences in employee expectations and challenges the assumption that all employees will react the same way to the organisational practices. Retention policies which recognise employee experience might be more successful than standard ones, particularly within the context of an organisation like McDonald's, where staff vary significantly in age, experience and career goals.
[bookmark: _Toc232737488][bookmark: _Toc234072907]2.7 Theoretical Perspectives
[bookmark: _Toc232737489][bookmark: _Toc234072908]2.7.1 Job Demands-Resources (JD-R) Model
Van der Heijden et al. (2019) argue that turnover intentions arise when job demands consistently exceed the resources available to employees. Within McDonald's restaurants, frontline employees frequently experience demanding conditions characterised by high customer volumes, time pressure and repetitive operational tasks. From a JD-R perspective, prolonged exposure to these demands may contribute to emotional exhaustion and increase employees' intentions to leave the organisation. Despite the JD-R model's success in explaining the relationships between demands and resources, it is perhaps a bit underdeveloped in its consideration of individual perceptions and social relationships. The exact nature of the demands required in the workplace may vary among employees doing the same job, depending on their experiences and expectations.
[bookmark: _Toc232737490][bookmark: _Toc234072909]2.7.2 Social Exchange Theory
Social Exchange Theory provides an alternative view and focuses on exchanges between the individual and the organisation. Naz et al. (2020) argue that supportive working conditions increase employee commitment, as employees will express their gratitude to the organisation by being more loyal and having positive attitudes. From this vantage point, a retention decision would not only be made based on economic considerations but also perhaps based on employees' perceptions of organisational relationships.
Theory is very useful because it takes into account the reasons for employees staying on board despite challenging working environments. Umezurike (2021) states that supportive management practices have a significant effect on employee commitment and retention in SMEs. The theory, however, focuses too much on reciprocal exchanges and too little on the impact of external employment opportunities and personal factors. So, a supportive relationship alone cannot account for the fact that some employees are staying at McDonald's and others are leaving.
[bookmark: _Toc232737491][bookmark: _Toc234072910]2.8 Literature Gap
Employee turnover has been studied in many different service and hospitality settings, but there are several areas of the existing literature that are of interest. First, most of the previous research has used quantitative methods focusing on relations between variables predetermined by the researchers. Such methods offer valuable statistical data but often do not reflect employees' actual experiences and perceptions of the conditions in the workplace.
Second, previous studies tend to focus on the determinants of turnover in isolation, rather than on how several factors in the organisation can influence the employee's decision to leave. Most employees do not quit an organisation due to one problem. Despite the scale and global significance of McDonald's operations, relatively few studies have qualitatively examined how frontline employees themselves interpret workplace experiences and how these perceptions influence turnover intentions.
Moreover, Alhyasat et al. (2025) stated that turnover has a significant effect on the performance of companies and service quality in McDonald's restaurants. The focus of this study is, however, on turnover from an organisational perspective and offers little insight into what factors employees themselves might consider leading to turnover behaviour. This restriction is important, especially as workers' perceptions often influence the actual practice and assessment of the organisations.
Finally, little integration of the Job Demands-Resources Model and Social Exchange Theory with qualitative research on turnover behaviour in QSR contexts. Therefore, research is needed to examine how employees make sense of the demands and support in the workplace, and how they negotiate their employment relationships at the same time. Based on the above, the present study aims to fill these gaps by conducting a detailed qualitative study of the perceptions of employees about the staff turnover at McDonald's.
[bookmark: _Toc232737492][bookmark: _Toc234072911]2.9 Conceptual Framework
This study's conceptual model is based on two theories: the Job Demands-Resources Model and Social Exchange Theory. The framework suggests that the intention to leave an organisation is affected by the conditions of the organisation and the employees' perception of experiences in the workplace.
The key conceptual themes in the framework are job demands, managerial support, scheduling, development opportunities, organisational fairness, recognition and work-life balance. All these factors are presented as the major factors leading to turnover that have been cited in the literature. The proposed framework suggests that these organisational factors are related to the perception of organisational support, commitment, satisfaction and fairness by employees.
The framework is particularly appropriate for McDonald's because frontline employees simultaneously experience demanding operational conditions and varying levels of organisational support, both of which may shape intentions to remain with or leave the organisation. Thus, the conceptual framework is used as a structured base to explore employees' perceived factors for turnover and as a basis to conduct the thematic analysis used in the following chapters of this study.
[bookmark: _Toc232737493][bookmark: _Toc234072912]2.10 Chapter Summary
The literature examined in this chapter was critically evaluated regarding employee turnover in the hospitality and quick-service restaurant context. Two theories, namely the Job Demands-Resources Model and Social Exchange Theory, were discussed as the basis of the study of turnover behaviour. The review also examined the effect of job demands, workplace stress, managerial support, organisational justice, employee recognition, job scheduling, work-life balance, and development opportunities on employee turnover. 


[bookmark: _Toc234072913]Chapter 3: Research Methodology
[bookmark: _Toc234072914]3.1 Introduction
Research methodology is the structured method that is used to select suitable methodology for solving a research question in the entire structured research process without compromising the elements of rigour, credibility and transparency (Gupta and Gupta, 2022). This study is concerned with the perception of staff turnover by employees at McDonald's and thus requires the use of a methodology which can capture relevant employee perceptions. Hence, the chapter justifies the use of an interpretivist philosophy, an inductive approach and a qualitative case study design as well as the adopted methods of data collection and analysis (Zou and Xu, 2023). 
[bookmark: _Toc234072915]3.2 Research Philosophy
Research philosophy is the beliefs that underpin the nature of understanding of reality, and how valid knowledge can be developed, which will then affect one's choice of research methods and interpretation of a research result (Bayramova and Edwards, 2026). Thus, it is essential to choose an adequate philosophical position so that there is consistency in the research target and methodology.
The positivism paradigm assumes that reality is objective and can be measured without depending on the perceptions of humans using data that is observable and quantifiable (Gamage, 2025). It is often linked with quantitative research and hypothesis testing that helps to make statistical generalisations. But critics note that positivism fails to capture the complexities of organisational behaviour since it is built on an approach that reduces subjective experiences in the workplace into measurable variables, which results in it being less appropriate for the study of employees' perceptions of workplace relationships, fairness and management support (Islam et al., 2022).
Interpretivism states, on the other hand, that organisational reality is shaped by the experiences, interactions and the personal interpretation of individuals. A central focus of interpretivist research is the understanding of how the participants make sense of the world in which they are working, in their organisational setting (Bayramova and Edwards, 2026). This point of view is especially relevant to the study of employee turnover because several choices about staying or going are driven by employees' perspectives rather than just the facts of an organisation.
In terms of methodology, pragmatic research requires researchers to choose a methodology that suits the research problem, which may ultimately lead to a hybrid methodology or combining methods. In terms of methodology, pragmatic is flexible as researchers are encouraged to use methodologies that suit the research problem, which may result in a hybrid methodology or combining methods (Zou and Xu, 2023). It would be helpful for studies that call for both qualitative and quantitative evidence, but it is not necessary for this research.
The interpretive approach is therefore used in this study because it helps to explore an in-depth workload perception, managerial support experience, organisational justice and work-life balance experience of current and former McDonald's employees. Regarding the philosophical approach that was followed, this can be described as qualitative and exploratory in the study to find a deep understanding of the reasons behind staff turnover (Islam et al., 2022).
[bookmark: _Toc234072916]3.3 Research Approach
Research approach refers to the scientific method used to link theoretical knowledge with empirical evidence. The three main research methods in today's times are deductive, inductive and abductive reasoning (Dubey and Kothari, 2022). Methods of approach are mainly dependent on the goals of the research in relation to the theories being tested and/or understanding gained from observation of experiences.
Deductive research starts with an existing theory and formulates hypotheses, which are then tested through empirical data. This method is currently accepted as quantitative research that allows for the statistics to be examined of predetermined variables that exist from a relationship (Verma et al., 2024). While deductive reasoning can increase objectivity and generalisation, it constrains participants' capacity to add new elements that are not what or how theoretical frameworks predict.
In contrast, inductive research starts with the participants' experiences, and patterns, meanings and themes emerge through analysing data, followed by establishing connections between the findings and introducing broader concepts from theory (Saharan et al., 2024). This flexibility could be very useful in qualitative organisational study, where the experiences of employees can be different in similar organisations. Critics, however, claim that inductive studies could be difficult to reach a conclusion that the result is valid and has limited generalisability, whereas deductive studies generate greater understanding of the context of complex organisational behaviour (Susilawati et al., 2025).
As this research study is exploratory, the inductive approach was used. The study does not test any hypotheses about a causes-effect link between employee turnover and work site issues but rather attempts to find out how current and former McDonald's employees think that work site issues affect their decision to stay or leave the company. The interpretation of findings drew inspiration from the Job Demands-Resources Model and Social Exchange Theory; however, the models did not limit participants' answers, leaving the themes to emerge from the overall structure of the interview data to facilitate a systematic grouping of the findings into theme clusters in a meaningful way (Saharan et al., 2024).
[bookmark: _Toc234072917]3.4 Research Design
Research design formulates the overall blueprint that prescribes the collection, analysis and interpretation of evidence to respond to the research question adequately (Gupta and Gupta, 2022). It is therefore important to choose a suitable research design as it has an impact on the capacity of the findings to be credulous and beneficial.
The quantitative approach suit best for the design that involves using a structured questionnaire and statistical analysis to measure the relationship between variables in a large population. The turn-over is a multidimensional concept that can be influenced by emotions, perceptions, and interpersonal relationships, which not always can be sufficiently explained with the help of the numerical criteria only (Dzwigol, 2022). While quantitative methods can reveal trends, they lack depth in understanding how workers come up with varied perceptions of the same work environment.
Therefore, the research design that is applied in this research is the qualitative design of a type of case studies. Qualitative research aims to capture detailed contextual insights by deepening understanding of live experiences of the participants in their natural organisational contexts, rather than transforming them into measurable variables (Makateng and Mokala, 2025). In addition, there is a possibility of getting a case study treatment to analyse organisational context in detail and explore complex organisational processes and behaviours in their natural environment (Viera, 2023). This study has examined how organisational practices, managerial behaviour and working conditions affect employees' intentions to leave specifically at McDonald's. Thus, according to the philosophy of the interpretivism and the approach of induction as well as exploration of the current research (Cheong et al., 2023), the qualitative case study design is the appropriate methodology.
[bookmark: _Toc234072918]3.5 Research Strategy 
Research strategy is an applied approach to collecting empirical data that is effective in answering the research question (Zou and Xu, 2023). Different strategies can be useful depending on the research aims and purposes, such as surveys, focus groups and interviews. While surveys provide a practical means to gather data from a large population and help in making statistic calculations, they have a rigid structure, which does not allow flexibility for participants to share their complex experiences and perceptions (Dubey and Kothari, 2022). Likewise, focus groups can foster discussion, but also have the potential to not allow the issues or experiences in the workplace to come out because of concerns about confidentiality and peer influence (Islam et al., 2022).
Hence, semi-structured interviews were used in this study. This allows enough flexibility for the participants to let their experiences be shared by them while giving the researcher enough room to follow up with questions (Saliya, 2023). It suggests that semi-structured interviews are suitable to get rich and contextual information about the employee's perceptions regarding staff's turnover at McDonald's (Cheong et al., 2023).
[bookmark: _Toc234072919]3.6 Sampling Strategy
Sampling process would consist of selecting participants who have knowledge and experience to be able to address the research objectives. Qualitative research, unlike quantitative research which involves sampling of the population to attain statistical representativeness, focuses on depth of experience and relevance of the individuals (Willie, 2024). Convenience sampling and snowball sampling are both non-probability methods with practical utility, but they can also result in biased samples and/or samples that are too homogeneous to truly represent the broader population of interest, which compromises results and their credibility (Sundqvist, 2024; Willie, 2024).
For this reason, the purposive sampling technique was used in this study which made participants more specific and was based on people's experiences of staff turnover at McDonald's restaurant. Eight participants, both current employees at the organisation and those who had left over the past year, were engaged to provide insights from the perspective of retention and resignation. While this may imply that the results are not statistically generalisable, this sample size is suitable for qualitative data because analytical rigour and data saturation outweigh numerical representativeness (Makateng and Mokala, 2025).
[bookmark: _Toc234072920]3.7 Data Collection Method
One-to-one semi structured interviews were conducted to gather primary data that allowed the participants to elaborate on their experiences at work and helped the researcher to keep the same interview style during the data collection. Semi-structured interviews are relatively common in qualitative inquiry because they involve a set of “directions” for the interviewer to cover along with some room for him or her to dig deeper about new topics or ideas that arise. (Gupta and Gupta, 2022) This is especially valuable when examining employee turnover as participants may discover any number of factors within the organisation that the researcher did not consider.
All interviews were conducted for about 30 to 45 minutes, as specified in the approved research proposal and ethics application. Interviews involved participants' experiences of workload, managerial support, scheduling policies, fairness of the organisation, recognition and career development opportunities, and their reasons for staying or going from the organisation McDonald's. All the interviews were audio-recorded (Verma et al., 2024) with participants' informed consent, so that the process would capture the responses in as accurate a manner as possible, whilst providing minimal risk of loss of data during transcription.
Structured questionnaires or document analysis was thought to be an alternative to the data collection methods, but this was rejected. Structured questionnaire for the responses from the participants also directs them to the fields and so it does not give enough opportunity for the participants to express complex emotions and organisational experiences (Saharan et al., 2024). Similarly, the organisational documents mostly describe the policies and procedures and not what really happens in the workplace, as such they are not particularly relevant to the research question. Semi structured interviews were therefore chosen as the method producing rich data that also drew on the experience of the workers and as this was likely to uncover complex organisational and interpersonal dynamics which would influence attrition by employees. Additionally, their conversational style allowed the researcher to expand on answers and the touches of additional details provided by participants, enhancing the data collected and the richness and credibility attached to the findings.


[bookmark: _Toc234072921]Chapter 4: Analysis of Data and Discussion of Findings
[bookmark: _Toc234072922]4.1 Introduction 
This chapter results from eight semi structured interviews with current and past McDonald's employees. The data were analysed and synthesised through Braun and Clarke's (2022) Reflexive Thematic Analysis and five themes related to staff turnover were identified. Existing literature is critically discussed with the findings of the study, and the interpretation of the workplace experiences they have and how they affect workplace behaviours of retaining or changing job is carried out using the Job Demands–Resources (JD-R) Model and Social Exchange Theory. 
[bookmark: _Toc234072923]4.2 Theme One: Job Demands and Workload
The findings highlighted that the most important reason of the employee turnover at McDonald's is the excessive workload. Most participants mentioned challenges that includes difficult tasks performed daily, especially during busy trading hours when manpower is lacking to handle the pressure. Staff reported being physically exhausted and experiencing stress and low levels of job fulfilment as they performed several tasks at one time. Finally, the study results show that the workload wasn't only seen as an intrinsic component of the work, but also as a problem in the organisation that has consequences for the employees' well-being and their willingness to critically evaluate the way they were working.
P1 explained, “This workload is very stressful, particularly on the weekends and at lunch times when the staffing level is reduced, as well as carrying out several tasks at once, resulting in greater stress which affects my decision to leave.” As Participant 5 explained, "We were required during the busy hours to do several jobs at once with limited staff, which became one of the primary factors I chose to quit work. (P5). The responses indicate that understaffing is a culprit for employees' intentions to leave and not operational needs for a short time.
The results are very consistent with the Job Demands–Resources (JD-R) Model, which states that excessive demands increase the risk of burnout and turnover intentions when there are not enough organisational resources. Workload and absence of adequate staffing and managerial support were a consistent link between the two, highlighting an imbalanced organisational demand and available resources. The effect on employee attrition reported by Bull et al. (2024), Hallett et al. (2024) and the authors of this research further corroborates the conclusion that too much workload is a strong predictor of employee attrition across service industries.
But workload wasn't seen as “bad” everywhere. Participant 6 commented, "The workload is busy, particularly during weekends, but it becomes manageable when everyone works together" (P6), while Participant 8 noted that teamwork helped reduce operational pressure (P8). The wiring up of these differences’ points to the fact that workload is not the sole cause of turnover, but rather influence will depend on the resources that are available to the organisation (cooperation, supportive supervision, staff sufficient supply etc.). Thus, an improvement in workforce planning and staffing could increase the employees' level of job satisfaction and hence increase the level of organisational commitment and retention.
[bookmark: _Toc234072924]4.3 Theme Two: Managerial Support and Organisational Culture 
Managerial support was found to be an important influencing variable of organisational commitment amongst employees and turnover intent. The managers always emphasised the role they played in constructing their own workplace experiences by communicating and engaging with participants regarding the concerns of the employees, as well as their leadership. There are, however, significant differences in perceptions, implying differences in leadership practices between different McDonald's restaurant outlets. The general impression from former employees was that management was more performance oriented than employee oriented. Participant 3 commented: "While some managers listened to employees, others did not, and targets were seen as goals more important than employee wellbeing" (P3). Likewise, Participant 7 indicated, "The amount of support varied from one manager to another; some said they listened to employees and others gave attention to performance numbers (P7)". All the responses suggest that the inconsistent managerial responses had adverse effects on the level of trust and organisational commitment among the employees. 
On the other hand, current employees shared more positive experiences of supportive leadership. P2 added, "My managers are approachable at all times and give guidance on a regular basis when issues arise, they also encourage staff to raise questions and help with professional development”. Similarly, Participant 4 said that "Senior managers give frequent advice and do encourage representatives to communicate openly of any issues that may arise" (P4). The results of these contrasting findings indicate that such employee experiences are not just located in the organisation; individual practices of leadership are at least as important as organisation policies. 
The result was unequivocally evincing that Social Exchange Theory is a major and very strong proposition which states that employees in exchange with the support they received from the organisation gave greater commitment and loyalty. This evidenced a higher intent to stay with McDonald's when employees felt their manager was supportive, as opposed to when they felt their manager was limited. Most of these results align with the study conducted by Galanis et al. (2024) which found the perceived ORS had a significant effect on reducing turnover intention. Likewise, supportive leadership is the strongest determinant for employees' stay in the organisation as discovered by Roth et al. (2022), and job satisfaction and employee motivation in McDonalds’s are boosted through supportive supervision and managerial recognition as emphasised by Kumari (2023). Hence the results indicate that practicing leadership consistently, communicating effectively and showing sincerity and support from the manager is a crucial organisational asset in enhancing employees' satisfaction, organisational culture, and staff turnover. 
[bookmark: _Toc234072925]4.4 Theme Three: Work–Life Balance and Scheduling
Flexibility of the schedule and work–life balance was found to be important factors impacting employees' satisfaction and intention to leave the organisation. While it is often touted as a perk in the fast-food business as flexible hours, participants indicated that having irregular hours often robbed this benefit. Unpredictable shift patterns were given as a significant challenge by former employees. Increased flexibility would make my college experience better, explained Participant 5, “my work shifts changed often, so it was difficult to keep up my college work.” Likewise Participant 7 reported, "The frequency of change of shifts sometimes didn't announce at short notice, this did lead to poor work-life balance and negatively impacted my work life (P7)". The results show that uncertainty in actions/schedules led to less autonomy in personal lives, which led to employees' dissatisfaction and put an end to organisational commitment. 
Conversely, present staff members had better experiences with scheduling. P6 said "I can work on a flexible basis, and work time is balanced with other activities; sometimes an unexpected work shift does occur but it is noted ahead of time. Similarly, Participant 8 reported: "My working hours are usually flexible and have been arranged to fit in around my personal commitments, which may include some overtime, but employers might consult staff before that happens" (P8). The responses indicate that the effectiveness of scheduling is influenced by restaurant-level managerial communication as well as implementation, in addition to organisational policy. 
Overall, the findings lend support to the Job Demands – Resources (JD-R) Model, in which flexible scheduling identifies an organisational resource that reduces work related stress and increases employee wellbeing. The organisational commitment of employees with predictable work ratios and supportive schedules was robust despite the high workloads. The results are like those of Bull et al. (2024), who identified that employee wellbeing within the workplace and organisational climate are important factors that impact employee intentions to stay within the organisation. Likewise, a lack of flexibility and organisation support has been demonstrated to influence individual intentions to leave the organisation (Hallett et al., 2024). Increasing communication within allocation process and engaging employees in the scheduling process, therefore, may be effective ways of enhancing the work–life balance and the staff retention at McDonald's restaurant.
[bookmark: _Toc234072926]4.5 Theme Four: Recognition, Training and Career Development
Important factors related to the organisational commitment and retention of employees emerged as recognition, training and career development. While participants agreed that both structured induction and training for their operation were provided with McDonald's, there was mixed feedback on the continuation of mode of recognition and career advancement opportunities. In general, former employees did not consider that recognition was given and was not frequent, hence their motivation and commitment to the organisation can be seen to be low. An example given by Participant 3 was, "I never got rewarded for doing what I was supposed to do; sometimes I felt as though people were rewarded for tasks that were not mine. (P3)". In a similar manner, Participant 5 reported that "Employees had to work hard but were not rewarded unless they made mistakes" (P5). These results indicate appreciation, fairness and constructive feedback were important to employees as well as monetary incentives. 
On the other hand, those who were already working said they already have positive experiences. Participant 2 said “Managers are usually making positive comments during team meetings when good performance is happening” (P2) and Participant 8 that “Good performance is recognised by positive feedback and opportunities for further responsibilities” (P8). However, both participants suggested the formal implementation of systems of rewards for a further increase in motivation. The differing viewpoints suggest that restaurants have their own distinct recognition practices; therefore, this makes employee experience vary as well. 
In addition to this, decisions related to retention also were influenced by career development. Participant 4 told us that "leadership training and development opportunities... have been the main reason for my staying with the organisation" (P4) while Participant 1 said that they had "felt that there was not a clear opportunity for long-term career progression" (P1) leading them to leave. The results indicate that there are opportunities for development, but there is variability regarding what employees know and have access to in career pathways. 
The results have confirmed the Social Exchange Theory that suggests employee commitment and loyalty are a result of their reciprocation of organisational investment. In this regard, Kaur (2023) revealed that staff training and development has a positive effect on retention at McDonald's which is supported by the findings of Rathnayake (2023) as he stated that continuous training and recognition of employees can increase the motivation of employees and enhance their performance. Likewise, Kumari (2023) claimed that when recognition and career growth are integrated in the culture of the organisation, job satisfaction goes up. Hence, McDonald's needs to improve its clear promotion structure and have the same tracks of getting rewards to increase the employees' motivation levels while lowering the employees' turnover rate. 
[bookmark: _Toc234072927]4.6 Theme Five: Factors Influencing Staff Retention and Turnover Intentions
For all interviews, the main factors that were mentioned were workload, managerial support, work-life balance, recognition and career development but these were not considered separate organisational problems and were seen to be linked together. While the overwhelmingly most common reason for turnover highlighted by former employees was to feel they had significant needs in their jobs which they were not receiving time and time again, the key reasons for being employed were related to supportive leadership, positive team working, and opportunities for professional growth for current employees. The results support the "need-versus-resources" proposition that employees stay with an organisation as long as the demands on them are in balance with the resources they have. 
The results are in line with the conclusions of Hallett et al. (2024) who concluded that there was no single organisational determinant, as rather it is a combination of workplace factors, managerial actions and employee wellbeing. Similarly, Galanis et al. (2023) found that decreasing motivation and psychological disengagement have a significant effect on increasing turnover intentions. Overall, the results cited in the present study show that it is important to apply comprehensive approaches at the organisational level regarding workload management, leadership, employee recognition and professional growth, to ensure sustainable employee retention. 
[bookmark: _Toc234072928]4.7 Chapter Summary
The interview data was analysed under the five themes, which clustered together and are related to issues affecting staff turnover at McDonald's. Excessive workload and inconsistent managerial support, and unpredictable scheduling, turned out to be the key factors driving employees' decision to leave the organisation, while supportive leadership, recognition and career development appeared to be the ones increasing organisational commitment among employees. The results are mostly congruent with the Job Demands–Resources Model and Social Exchange Theory, as seen from the interaction between the demands of the jobs and the resources provided by the work setting influencing one another in making decisions on retention. This chapter has demonstrated that a critical study of participant experiences and the literature reveals that the improvement of employees' wellbeing, management, development and facilities will be essential in reducing employee turnover and increasing the long-term retention of employees within the company for McDonald's. 


[bookmark: _Toc234072929]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc234072930]5.1 Summary of Key Findings
The main reason for conducting this study was to explore the lived experiences of staff of the McDonald's and to examine the contributing factors that are associated with high staff turnover. The results confirm previous research on employee retention (Hallett et al., 2024; Bull et al., 2024), which found that multiple organisational factors are responsible for turnover.
The factor which had the most impact on the intention to leave was excessive workload. Familiarity with staffing shortage and staff pressure was linked by former employees to high-stress and low job satisfaction, while current employees perceived these pressures as being manageable for them when staffing is adequate and they have good teamwork. These findings support the Job Demands–Resources (JD-R) Model which states that the strain of the combination of the individuals' demands on the job and the resources available to the individual may reduce the negative effect of job demands (Hallett et al., 2024).
Organisational commitment also was influenced by managerial support. Employees who reported feeling supported in the workplace through supportive leadership and effective communication were more likely to report intentions to stay at the organisation, supporting the theory of Social Exchange and corresponding with Galanis et al. (2024) who found organisational support to be as one of the most important factors for employee retention. Moreover, the work–life balance and the recognition, career development had a significant impact on motivation and retention. Consistent work schedules without disruption were positively met and gave employees confidence in their job security; Recognition that was inconsistent with the work schedule and lack of career advancement, on the other hand, contributed to higher staff turnover intentions. The positive recognition and clear opportunities for promotion contributed to employees feeling more secure in their jobs. The gathered data aligns with the research conducted by Kumari (2023), Kaur (2023) and Rathnayake (2023) as a holistic organisational approach is necessary to address employee retention problems at McDonald's.
[bookmark: _Toc234072931]5.2 Theoretical Contribution
The findings of this study can expand the knowledge in employee turnover in the quick-service restaurant industry which supports the integrated application of Job Demands–Resources (JD-R) Model and Social Exchange Theory. Previous research has often investigated either workload or leadership/organisational support separately (Galanis et al., 2024; Hallett et al., 2024), but the current study has shown that these organisational factors take place together as a factor that influences employees' actions toward turnover. Moreover, this study adds context-specific evidence from McDonald's by demonstrating that while the restaurants share similar organisational policies, they result in different employee experiences as outcomes of the different ways in which the restaurants are managed. The results indicate that leadership practices and employee-centred management play a key role in fostering organisational commitment and minimising employee turnover, which further underscores their significance in the realm of human resource management (Kumari, 2023; Kaur and Chattopadhyay, 2023).
[bookmark: _Toc234072932]5.3 Practical Recommendations
Considering the evidence, several recommendations are made about the work of McDonald's to decrease employee turnover and reinforce workforce retention. The first thing that needs to be done is that the organisation needs to carry out a thorough workforce planning, ensuring that there is sufficient staffing during the periods of the spring and autumn trading. Supporting a greater impact of staff allocation on providing appropriate service delivery, participants made consistent links between staffing issues and causing excessive workloads, higher stress levels and lower job satisfaction, suggesting that more effective staffing practices could lead to less staff burnout with better service delivery.
Secondly, McDonald's needs to have standardised leadership development materials for its restaurant managers. Some participants felt they were treated in a supportive way by their leadership while others said there was poor communication and not much concern for staff wellbeing. Improved communication, training in coaching skills and training on employee engagement within leadership positions would lead to increased consistency within restaurants and improve perceived organisation support (Galanis et al., 2024).
In addition to that, the organisation should create structured employee recognition programmes to validate or recognise employees' individual and group performance. Feedback, appreciation programs, and incentives to be rewarded for good work would increase employee motivation and commitment. This is in line with the findings of Kumari (2023) and Rathnayake (2023) who stated that recognitions have a positive impact on employee satisfaction and performance.
Finally, there is greater promotion during careers, with clear criteria, more mentoring, and ongoing training at McDonald's. Clear career pathways would boost staff confidence in career opportunities and help promote greater staff commitment to the organisation. In a related finding, Kaur (2023) found that good training and development programmes are proven to help improve employee retention and professional development.
[bookmark: _Toc234072933]5.4 Limitations of the Study
The interpretations of this study must consider several limitations. Firstly, the study was conducted among a small number of people (8), which may limit the generalisability of the results to the participants who were chosen for the study. Secondly, participants were sampled using purposive sampling which aimed at rich qualitative information rather than statistical representativeness (Watson et al., 2024). Third, the study was restricted to McDonald's, with the potential for other quick-service restaurant organisations to have different practices and experiences. Lastly, the results were based on self-reported experiences and may have been affected by the individual's perception of the event, and by recall bias. To overcome such limitations, the qualitative methodology used yielded detailed insights, that addressed the research objectives and so fulfilled its purpose. 
[bookmark: _Toc234072934]5.5 Future Research
An investigation of the themes noted in this study over multiple quick-service restaurant organisations should be conducted to see if they hold true across the larger industry. Comparisons would be made between organisations, such as Burger King, KFC, and Subway because of this to offer more evidence about organisational processes that affect employee retention. To enhance generalisations, future researchers can also employ multiple methods of investigation such as qualitative interviews and quantitative surveys (Bull et al., 2024). Also, on-going studies measuring employees over a longer timeline would give further insights into the relationship between organisational change, leadership development programmes and employee wellbeing and long-term retention/commitment.
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	Question No.
	Interview Question

	Q1
	Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?

	Q2
	How would you describe your overall experience of working at McDonald's?

	Q3
	How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?

	Q4
	How would you describe the support you received from your manager or supervisors?

	Q5
	How satisfied were you with your work schedules and your ability to maintain a work–life balance?

	Q6
	Did you feel your work was recognised and that employees were treated fairly? Please explain.

	Q7
	What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?

	Q8
	In your opinion, what are the main reasons employees leave McDonald's?

	Q9
	Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?

	Q10
	What changes do you think McDonald's could make to improve employee retention?

	Q11
	Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?

	Q12
	Is there anything else you would like to share about your experience working at McDonald's that we have not discussed?



[bookmark: _Toc234072938]Appendix B: Interview Transcripts
Participant 1 (Former Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I worked as a Crew Member at McDonald's for approximately two years. My duties included serving customers, preparing food, maintaining cleanliness and assisting during busy periods.

	Q2. How would you describe your overall experience of working at McDonald's?
	Overall, it was a valuable experience because I developed communication and teamwork skills. However, the demanding workload often made the job physically and mentally exhausting.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	The workload was very demanding, especially during weekends and lunch hours when there were fewer staff available. Managing several tasks simultaneously increased my stress and eventually influenced my decision to leave.

	Q4. How would you describe the support you received from your manager or supervisors?
	Some supervisors were approachable and willing to help whenever problems occurred. Others focused mainly on meeting performance targets rather than supporting employees.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My work schedule changed frequently, making it difficult to organise personal commitments and studies. Better planning of shifts would have significantly improved my work-life balance.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	Recognition was limited because appreciation was rarely given for good performance. I also felt that some employees received more favourable treatment than others.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	The company provided initial training and online learning modules that helped me perform my job. However, I did not see clear opportunities for long-term career progression, which contributed to my decision to leave.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	I believe employees mainly leave because of heavy workloads, stressful working conditions and inconsistent management. Low pay compared with the level of responsibility also influences turnover.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	The biggest factor was the constant workload combined with limited managerial support. I felt the pressure outweighed the benefits of staying.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Recruiting additional staff during busy periods would reduce employee stress considerably. Managers should also recognise employee contributions more consistently and communicate more effectively.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The teamwork between colleagues was excellent and helped everyone manage busy shifts. The initial induction and training programmes were also well organised.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Although I eventually left the organisation, the experience improved my confidence and customer service skills. With better management practices, I believe many employees would choose to stay longer.



Participant 2 (Current Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I currently work as a Crew Trainer and have been employed at McDonald's for almost three years. Alongside normal crew duties, I also help train new employees.

	Q2. How would you describe your overall experience of working at McDonald's?
	My experience has been mostly positive because I enjoy working with different people every day. Although the work can be demanding, it has helped me develop professionally.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	The workload becomes very busy during peak hours, but good teamwork usually helps us manage it effectively. Since staffing has improved recently, I have been happy to remain with the organisation.

	Q4. How would you describe the support you received from your manager or supervisors?
	My managers are approachable and regularly provide guidance whenever problems arise. They also encourage staff to ask questions and support professional development.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	The scheduling system is generally flexible and allows me to balance work with my university studies. Occasionally, short-notice shift changes can still create inconvenience.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	Managers usually acknowledge good performance during team meetings and provide positive feedback. However, I believe more formal reward programmes would further improve motivation.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	I have completed several online training modules and received opportunities to become a Crew Trainer. These development opportunities have encouraged me to continue working for the company.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Many employees leave because they struggle with the fast-paced environment and demanding workload. Others move on because they receive better employment opportunities elsewhere.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	The opportunity for career development has been the main reason I decided to stay. Supportive colleagues and managers have also contributed positively to my experience.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Increasing employee recognition and offering additional financial incentives would improve job satisfaction. More staff during peak periods would also reduce workplace pressure.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The company should continue investing in employee training because it helps staff gain confidence quickly. Maintaining a supportive team culture is also important for retention.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Working at McDonald's has provided valuable leadership and customer service skills that will benefit my future career. Overall, I have had a positive experience despite some operational challenges.



Participant 3 (Former Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I worked as a Crew Member for approximately 18 months before leaving the company. My responsibilities included customer service, food preparation and maintaining cleanliness in the restaurant.

	Q2. How would you describe your overall experience of working at McDonald's?
	My experience was mixed because I learned valuable customer service skills but often found the work environment stressful. The fast-paced nature of the job became difficult to manage over time.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	I was regularly expected to perform multiple tasks simultaneously, especially during busy periods. The continuous pressure and insufficient staffing significantly influenced my decision to resign.

	Q4. How would you describe the support you received from your manager or supervisors?
	Some managers were understanding, but others rarely listened to employees' concerns. I felt that operational targets were often prioritised over employee wellbeing.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My shifts frequently changed with little notice, making it difficult to organise personal commitments. This negatively affected my work-life balance and increased my frustration.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	I rarely received positive feedback despite consistently completing my responsibilities. At times, I felt that recognition and opportunities were distributed unfairly among employees.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	The company offered basic training at the beginning of employment, but there was limited guidance regarding future career progression. This reduced my motivation to remain with the organisation.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	High workloads, stressful working conditions and inconsistent management are the main reasons employees leave. Many people also seek employment offering greater flexibility and better pay.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	Poor work-life balance and constant operational pressure had the greatest impact on my decision. I eventually felt that the demands of the job outweighed its benefits.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	The company should improve staffing levels during busy periods and provide employees with more predictable schedules. Managers should also communicate more openly with staff.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The teamwork between colleagues created a supportive working environment during busy shifts. The initial induction programme also prepared new employees effectively.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Although I left the company, I gained useful communication and teamwork skills. Better management practices would have encouraged me to stay longer.



Participant 4 (Current Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I currently work as a Shift Manager and have been employed by McDonald's for five years. I supervise daily operations, support staff and ensure service standards are maintained.

	Q2. How would you describe your overall experience of working at McDonald's?
	Overall, my experience has been positive because I have had opportunities to develop professionally. Although the role is demanding, I enjoy leading my team and supporting new employees.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	My workload is challenging, particularly during busy trading periods, but it remains manageable with effective teamwork. The variety of responsibilities keeps my role interesting and motivates me to stay.

	Q4. How would you describe the support you received from your manager or supervisors?
	Senior managers provide regular guidance and encourage open communication whenever issues arise. Their support has helped me develop confidence in my leadership responsibilities.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	The scheduling system is generally flexible and allows me to balance my work responsibilities with my personal life. Occasionally, unexpected staffing shortages require additional hours, but this is usually manageable.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	I believe good performance is recognised through feedback and opportunities for promotion. While there is always room for improvement, I feel employees are generally treated fairly.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	McDonald's has provided extensive leadership training and development opportunities throughout my career. These opportunities have been the primary reason I have remained with the organisation.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Many employees leave because they are students seeking temporary employment or because they receive opportunities elsewhere. Others struggle to adapt to the fast-paced working environment.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	Career progression and continuous learning opportunities have had the greatest influence on my decision to stay. Supportive management has also strengthened my commitment to the organisation.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Increasing staffing during peak periods and expanding employee reward programmes would improve retention. Continued investment in leadership development would also benefit employees.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The company should continue providing structured training and clear promotion pathways. Maintaining a positive team culture is equally important for retaining employees.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Working at McDonald's has given me valuable leadership, communication and problem-solving skills. Overall, I believe it provides excellent development opportunities for employees willing to progress.


Participant 5 (Former Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I worked as a Crew Member for just over one year before leaving. My duties included customer service, food preparation and working at the drive-through.

	Q2. How would you describe your overall experience of working at McDonald's?
	The experience helped me improve my communication and teamwork skills. However, I found the work environment very demanding and stressful over time.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	During busy hours, we often had to manage several responsibilities at once with limited staff. This constant pressure became one of the main reasons I decided to resign.

	Q4. How would you describe the support you received from your manager or supervisors?
	Managers mainly focused on achieving operational targets rather than supporting employees. Although some supervisors were helpful, overall support was inconsistent.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My shifts regularly changed, making it difficult to balance work with my university studies. Greater flexibility would have improved my overall experience.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	Employees were expected to work hard, but recognition was limited unless mistakes were made. I also felt that some staff received preferential treatment.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	Initial training was useful, but I was not encouraged to pursue further development. Since I could not see clear career opportunities, I decided to look elsewhere.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Heavy workloads, low pay and work-related stress are the biggest reasons employees leave. Many people also seek organisations with better career opportunities.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	The heavy workload combined with unpredictable scheduling influenced my decision the most. It became difficult to maintain a healthy balance between work and personal life.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Recruiting additional employees would reduce workload during busy periods. Managers should also provide more appreciation and regular feedback.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The organisation should continue providing structured induction training for new employees. The supportive teamwork among colleagues was also a major strength.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	I learned valuable customer service skills that have benefited me in later jobs. Despite this, improving employee wellbeing would encourage more staff to remain with the company.



Participant 6 (Current Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I currently work as a Crew Member and have been with McDonald's for around two years. My role involves customer service, food preparation and supporting other team members during busy shifts.

	Q2. How would you describe your overall experience of working at McDonald's?
	Overall, my experience has been positive because I have developed confidence and communication skills. The work can be demanding, but I enjoy working with my colleagues.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	The workload is busy, particularly during weekends, but it becomes manageable when everyone works together. Good teamwork has encouraged me to remain with the organisation.

	Q4. How would you describe the support you received from your manager or supervisors?
	My managers regularly provide guidance and are approachable whenever problems arise. Their support has made me feel more confident in my role.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My shifts are generally flexible and allow me to balance work with my personal commitments. Occasionally, last-minute changes occur, but they are usually communicated in advance.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	Managers acknowledge good performance during meetings and encourage staff to improve. Although rewards could be increased, I generally feel employees are treated fairly.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	The company provides regular online training and opportunities to learn new responsibilities. These development opportunities have motivated me to continue working at McDonald's.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Some employees struggle with the fast-paced environment, while others leave for better salaries elsewhere. High workloads during peak periods can also contribute to turnover.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	Supportive management and positive relationships with colleagues have been the main reasons I have remained. I also value the opportunities to develop new skills.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Introducing additional employee rewards and increasing staffing levels would improve morale. Providing clearer career progression would also encourage employees to stay.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The company should continue investing in employee training and maintaining a supportive team culture. These factors create a positive working environment.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Working at McDonald's has helped me become more confident and adaptable. Overall, I have had a positive experience and would recommend it as a good place to gain work experience.



Participant 7 (Former Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I worked as a Crew Member for almost two years before resigning. My responsibilities included customer service, preparing meals and maintaining hygiene standards.

	Q2. How would you describe your overall experience of working at McDonald's?
	I enjoyed working with my colleagues and gained valuable workplace experience. However, the demanding nature of the job eventually affected my motivation and job satisfaction.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	Most shifts were extremely busy, and employees were expected to complete several tasks simultaneously. The constant pressure and staff shortages influenced my decision to leave the organisation.

	Q4. How would you describe the support you received from your manager or supervisors?
	The level of support depended on the manager working that day. Some managers listened to employees, while others focused only on performance targets and customer waiting times.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My shifts often changed with little notice, making it difficult to organise family and social commitments. This lack of consistency negatively affected my work-life balance.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	I rarely received recognition for working hard, and appreciation was generally limited. I also felt that some employees were treated more favourably than others regarding shift allocation.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	The initial training helped me understand my responsibilities, but there was little discussion about future career opportunities. This made me feel that long-term development within the company was limited.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Employees mainly leave because of workload, stress and inconsistent management. Better salaries and improved working conditions offered by other employers also encourage staff to leave.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	The lack of consistent management support had the greatest influence on my decision. Feeling unsupported during busy shifts reduced my commitment to the organisation.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Managers should communicate more openly with employees and provide regular feedback. Increasing staffing levels would also reduce pressure during busy periods.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The teamwork among colleagues was excellent and helped employees manage demanding situations. The company should continue investing in staff training and team-building activities.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Although I left the organisation, the experience helped me improve my communication and teamwork skills. Better management practices could significantly improve employee retention.



Participant 8 (Current Employee)
	Question
	Response

	Q1. Could you briefly describe your role at McDonald's and how long you have worked (or worked) there?
	I currently work as a Crew Trainer and have been employed at McDonald's for approximately four years. My role includes supporting new employees alongside my daily operational responsibilities.

	Q2. How would you describe your overall experience of working at McDonald's?
	Overall, my experience has been positive because I have gained confidence, leadership skills and valuable work experience. Although the environment is demanding, I enjoy working with my team.

	Q3. How would you describe your daily workload and responsibilities, and did they influence your decision to stay or leave?
	The workload can be demanding during peak trading hours, but effective teamwork usually helps manage the pressure. I have remained with the organisation because I feel challenged and supported.

	Q4. How would you describe the support you received from your manager or supervisors?
	My managers are approachable and regularly provide advice whenever difficulties arise. Their encouragement has helped me develop professionally and progress within the organisation.

	Q5. How satisfied were you with your work schedules and your ability to maintain a work-life balance?
	My shifts are generally flexible and fit well around my personal commitments. Although occasional overtime is required, managers usually discuss this with employees beforehand.

	Q6. Did you feel your work was recognised and that employees were treated fairly? Please explain.
	I feel that good performance is recognised through positive feedback and opportunities for additional responsibilities. However, introducing more formal reward schemes could further improve employee motivation.

	Q7. What opportunities did McDonald's provide for training, learning and career development, and how did these influence your decision to stay or leave?
	McDonald's has provided several training programmes and opportunities to progress into leadership roles. These opportunities have been one of the main reasons I have remained with the organisation.

	Q8. In your opinion, what are the main reasons employees leave McDonald's?
	Some employees leave because they find the pace of work too demanding, while others leave for higher salaries or career opportunities elsewhere. Student employees also often leave after completing their studies.

	Q9. Which organisational factor had the greatest influence on your own decision to remain with or leave McDonald's?
	Career development opportunities and supportive management have had the greatest influence on my decision to stay. I also enjoy working within a positive and collaborative team environment.

	Q10. What changes do you think McDonald's could make to improve employee retention?
	Increasing employee recognition programmes and offering additional financial incentives would improve retention. Recruiting more staff during busy periods would also reduce workload pressure.

	Q11. Based on your experience, what aspects of working at McDonald's should the organisation continue doing well?
	The company should continue investing in employee development and leadership training. Maintaining a supportive workplace culture is equally important for long-term retention.

	Q12. Is there anything else you would like to share about your experience working at McDonald's?
	Working at McDonald's has provided valuable skills that will benefit my future career. Overall, I believe it is a good employer that could further improve by focusing on employee wellbeing and recognition.




