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[bookmark: _Toc222585211]1. Introduction
Complex business problems are multifaceted challenges that involve conflicting interests and severe uncertainty, and reduce operational excellence, which creates negative outcomes for the organisation. This business research proposal will investigate the business issues of Toby Carvery to identify the significance of this problem in the current business context. Toby Carvery is a well-known food chain headquartered on Beverly Road in the UK. This company is operated by its parent company, Mitchells & Butlers, which consists of 158 restaurants (M&B PLC, 2026). The revenue of this company is £2.71 billion, up from £2.61 billion in 2024 (Dram, 2025). This company is now facing complex business challenges based on its employee retention. This proposal will share research objectives, questions, literature review and practical implications to generate a clear understanding of this issue. 
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Figure 1: Toby Carvery Logo
(Source: M&B PLC, 2026)
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Current Issue 
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Figure 2: Shifts of Jobs in Toby Carvery
(Source: Breakroom, 2023)
Toby Carvery, as part of Mitchells & Butlers plc (M&B), operates within a group that reported total revenue of £2.71 billion for the fiscal year ending September 2027, a 3.9% increase from 2024. Despite this financial growth, the brand experienced a high-pressure environment as its existing staff reviews highlight that 64% of employees report last-minute shift changes by managers (Breakroom, 2023). In contrast, the CEO of this company observed that the group attained its lowest-ever team turnover in late 2025. Specific internal reports for Toby Carvery continue to show a reliance on hourly staff with roles like chefs and front-of-house typically earning between £8.45 and £11.85 per hour (Breakroom, 2026). For this lower range of earnings, 4,000,000 people in the UK quit their jobs during the Great Resignation at Toby Carvery. 
Significance of this Problem 
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Figure 3: The Growth of Toby Carvery from 2013 to 2024 
(Source: Olufemi-Phillips et al., 2023)
Toby Carvery is currently navigating economic pressures, with parent company M&B forecasting £130 million in additional cost headwinds for 2026. High staff turnover at Toby Carvery is significant because it undermines the operational consistency, where speed and portion control directly impact margins. In the context of M&B broader strategy, excessive attrition drives up recruitment and training costs. A major risk is that the company faces a more than £100 million increase in labour-related overheads (Williams, 2025). This instability degrades the guest experience, leading to slower service and reduced sales growth. 
Background of the organisational context and its challenges
The parent company employs approximately 50,559 people across its brands, but individual sites for Toby Carvery have seen a slight decline in numbers since 2017, adding to the operational pressure on remaining staff. Strategically, failing to retain experienced staff hampers the execution of the ‘Ignite’ program, which relies on a skilled workforce to drive digital efficiency and premium service standards.
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Aim
This research study aims to investigate employee retention issues at Toby Carvery in the current business context in the UK. 
Objectives 
· To identify primary factors associated with employee turnover within Toby Carvery in the current UK market. 
· To evaluate the impact of prevailing economic conditions and labour market trends in the UK on employee retention rates at Toby Carvery. 
· To analyse the effectiveness of Toby Carvery’s employee engagement and retention strategies. 
· To recommend actionable and evidence-based retention strategies that would improve employee loyalty and reduce turnover at Toby Carvery. 
Research Questions 
· What are the primary factors associated with employee turnover at Toby Carvery in the current UK market? 
· What is the impact of prevailing economic conditions and labour market trends in the UK on the employee retention rates at Toby Carvery? 
· What are the effective employee engagement and retention strategies followed by Toby Carvery? 
· What are the actionable and evidence-based retention strategies that would improve employee loyalty and reduce turnover rate at Toby Carvery? 
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Primary factors associated with employee turnover
Turnover at UK-based restaurants is primarily driven by the high-intensity nature of their service model which demands constant speed and physical stamina during peak periods. Employees frequently cite stagnant wages, often hanging at the National Living Wage and a lack of work-life balance due to split shifts as primary reasons for leaving (Taylor, 2022). Furthermore, management inconsistency and insufficient on-the-job training create a sink-or-swim environment that alienates recruits. From another point of view in the hospitality sector, employees are dissatisfied with their salaries, poor supervision and a high work pressure environment (Ntwakumba, 2022). Within the major hospitality organisations, these factors create high pressure on the individual staff performance growth. 
The effect of prevailing economic conditions and labour market trends
Current UK-based hospitality organisations face major operational threats form economic concerns within the country. A primary driver is the 4.1% increase in the National Living Wage to £12.71 per hour effective April 2026, due to prevailing economic conditions (Hernández, 2026). On the other hand, an 8.5% jump for younger workers, which significantly impacts the hourly-paid workforce of hospitality organisations. Rising supply chain costs, particularly a 30% spike in beef prices, directly threaten the margins of their meat-heavy restaurant models (Olufemi-Phillips et al., 2023). These labour market trends create a negative impact on the staff retention process of UK-based restaurants. 
The effectiveness of employee engagement and retention strategies 
According to Zuiker and Westerlaken (2024) training and onboarding processes within restaurant chains can significantly influence employee retention. In most of the hotel or restaurant job roles are stressful. Thus, offering detailed training to the frontline staffs beforehand may help the hospitality organisations to increase employee’s overall competence and avoid job burnout. However, Adesina and Egbuta (2025) suggests that rewards and benefits are other major employee engagement strategies that can ensure the employees feel valued and motivated to perform their best. Currently, majority of the hospitality chains offer education opportunities to their existing employees to enhance their skills and knowledge regarding industry used practices (Deri, Zaazie and Singh, 2023). This ensures that employees are updated to market standards and help their organisation remain competitive within their operating industry. In the same vein, Filimonau et al., (2023) stated that a lack of appropriate planning and department mismanagement often leads to a stressful situation that can be experienced by even senior staff members. 
The retention strategies that would improve employee loyalty and reduce turnover 
Talent management strategies are a strategic cornerstone for organisations seeking to optimise productivity and secure the commitment of their workforce. This management process can work as a retention strategy for UK-based restaurant chains. This can be done through the help of employees, who may offer with regular strengths-based coaching that unlocks their full work potential and reduces difficulty in their work (Urme, 2023). Organisations can also adopt a Talent Management Model as it develops the total employee lifecycle encompassing key stages such as recruit, hire, develop management, perform and recognise. For example, key UK-based hospitality organisations such as M&B developed their talent management program to reduce its staff turnover rate to 87% in 2016 (HR editorial, 2021). Additionally, a new learning and development program especially targets staff aged under 25. This is to enhance their digital literacy skills for swiftly operating latest equipment is in the current restaurant chains and adopt working with fast-paced work culture.
Theoretical Understanding 
Theory of Organisational Equilibrium (Barnard-Simon)
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Figure 4: Theory of Organisational Equilibrium
(Source: Bliven, 2024)
The organisational equilibrium theory states that motivating participants to continue making contributions is one of the most important activities of management. In this area, turnover is a decision taken after weighing the preparation of one employee and the value made by the organisation to satisfy the staff with higher wages (Bliven, 2024). At UK-based restaurant chains, this equilibrium is currently fractured, as low wages and high-intensity shifts create an ‘incentive deficit’, leading to the high turnover. The attempt to use this theory helps to restore balance through better engagement and digital efficiency, aiming to increase employee satisfaction and retention.
Literature Gap 
A significant literature gap found regarding brand-specific retention strategies within the UK hospitality sector. While generic hospitality turnover is well-documented and there is limited empirical research on how the ‘High-Volume Carvery Model’ specifically influences employee burnout. Furthermore, current studies fail to address the long-term effectiveness of digital-first onboarding tools in reducing attrition among hourly-paid kitchen staff of Toby Carvery. Thus, this research aims to use a more specific approach and directly identify the reason of staff turnover issues in Toby Carvey and offer appropriate recommendations.
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Research Approach 
Research approach is a comprehensive, systematic plan for collecting, analysing and interpreting data to address a specific research problem. A qualitative research approach focuses on exploring complex human experiences and motivations through non-numerical data, such as interviews or open-ended feedback (Oranga and Matere, 2023). For Toby Carvery, this approach is essential because it moves beyond turnover statistics to uncover the underlying reasons for staff dissatisfaction. By capturing personal insights into workplace culture, management styles, and shift pressures, this research can modify evidence-based solutions.
Data Collection
Data collection is the systematic process of collecting, measuring and analysing accurate information from various sources to answer research questions (Saunders, Lewis and Thornhill, 2019). There are two types of data collection methods, such as primary and secondary. This research selected a secondary data collection method as it collected information from the annual report of the company, existing research journals, Google Scholar articles, and governmental reports. This data collection method is essential for this research as it develops reliable research and investigates the negative impacts of the business issue in the global business landscape. 
Sampling Strategy
This research applies a purposive sampling method as it is a non-probability sampling technique where data selection is made based on the collectively rate aligned with the study objectives (Walliman, 2024). As this research selects a wide range of diverse, extreme cases to identify common patterns for employee turnover in the Toby Carbery, this sampling method is suitable. 
Research Ethics
This research prioritises data protection and confidentiality of information by following the General Data Protection Regulation (GDPR) 2018. Thus, all the relevant data used within this research will be safeguarded using a password protected file.



Data reliability and Validity considerations
	Inclusion Criteria 
	Exclusion Criteria 

	· Secondary Sources published within last 5 years.
· Information that published using English (UK) language.
· Peer reviewed articles, journals, government reports, company reports and website information.
	· Information published before 2019
· Information not relevant to the research topic, background or problem
· Paid information


Table 1: Inclusion and Exclusion Criteria 
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Effectiveness of this Proposed Research 
This research finds that this proposed research will provide a data-driven roadmap to Toby Carvery management to resolve its high turnover crisis. By identifying the specific areas of the turnover of staff within the carvery service model, such as the impact of split shifts and the high-pressure kitchen environment, the study allows the M&B leadership to transition from reactive hiring to proactive talent retention. Operationally, the findings will help refine the 'Ignite' program by aligning digital efficiency tools with actual staff needs reducing the current £130 million cost associated with recruitment and training (Clennett, 2026). Improved retention ensures a more experienced workforce which directly enhances operational excellence through better portion control and faster guest service. 
The recommendations, innovations, or strategies from the findings
The findings reinforce that prolonged exposure to emission stresses in the need to regulate emissions under pressure and extended working hours. Addressing the issues requires a fundamental cultural shift that emphasises the establishment of healthier boundaries to improve working conditions in Toby Carvery. The company needs to invest more in employee well-being and mental health by giving importance to the staff's external emotional network, such as friends and family (Giousmpasoglou et al., 2025). The research empowers the organisation to make informed financial decisions regarding wage structures and engagement strategies.
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Figure 5: Importance of Emotional Exhaustion 
(Source: Giousmpasoglou et al., 2025)
On the other hand, Toby Carvery should implement Earned Wage Access (EWA) and AI-driven predictive scheduling, mirroring successful UK models to improve retention. For instance, hospitality firms such as Wagamama have leveraged flexible pay platforms to reduce financial stress, a critical move as the UK National Living Wage rises to £12.71 in 2026 (Milliken, 2025). In this area, the application of the Theory of Organisational Equilibrium is beneficial for this organisation as it helps to maintain input-output balance within the organisation to reduce staff turnover rate. 
The contribution of this proposed project to business research 
Furthermore, adopting peer-to-peer recognition tools similar to those used by Hotel Indigo can reduce turnover by up to 50% by fostering social belonging (MO Work, 2026). From the above findings, it can be stated that this approach will enhance UK hospitality workers' productivity by 2.6 times more likely to stay when recognised weekly. By integrating these innovations with the program, Toby Carvery can offset its profit percentage, which helps to ensure the enhancement of wages for the employees. It also supports that operational excellence is maintained through a stable, loyal, and digitally empowered workforce.
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In conclusion, addressing high employee turnover is significant for Toby Carvery to maintain its market position and operational excellence. This proposal highlights that while financial growth is steady, internal pressures such as inflexible scheduling and wage stagnation threaten long-term stability. By adopting a qualitative research approach, the study will uncover the human motivations behind staff attrition allowing for more nuanced solutions. Implementing innovative strategies such as Earned Wage Access and AI-driven scheduling can mitigate the rising labour-related overheads. Lastly, these evidence-based interventions will foster a loyal workforce, ensuring a consistent guest experience and sustainable profitability.
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