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[bookmark: _Toc119265230]Literary review on improving staff retention in hospitality and tourism 
[bookmark: _Toc119265231]Is staff retention necessary?

[bookmark: _Hlk119262224]The main objective of any business is to make a profit; Therefore, especially in hospitality one would consider the staff you have within your business have the training, knowledge and skill to make the business grow. 
Companies are always looking to increase their performance and profitability, and its employee turnover and morale, one could argue is key to its success, as it is far costlier to employ new staff rather than service and look after your current staff. (Brown et al., 2015; Hinkin and Tracey, 2000)
Unplanned, voluntary turnover is most often associated with higher labour costs. (Frank et al., 2004)
To make sure that organisations will be successful; talent management can be used to strengthen the capability of the organizational (Iles, Chuai, and Preece, 2010). Where would we be if a hotel kept replacing their staff with new staff at an exponential rate with little or no training given. 
“The greatest asset of a company is its people." -  Jorge Paulo Lemann, Co-founder, Banco Garantia. www.inc.com/partners-in-leadership/31-quotes-from-great-leaders
To further this philosophy, Horner agrees that identifying the right talent for hospitality and tourism then retaining that talent is a monumental challenge and is key to underpinning strategic performance. (Horner, 2017) It is important to understand the issues of talent management and the complex issues of staff turnover and staff retention in an increasingly competitive business world where the customer has an array of choices to furnish their needs and expectations. 
Again, we see the issues relating to staff turnover, poor pay, unsociable hours and lack of career structure are all motivators for identifying poor staff retention within the hospitality sector. (Ferrel, 2001)
One would argue that it is important to retain staff once they have been trained and acquire the skills and the knowledge to mirror their company values, attitudes and beliefs to grow and develop the business and to make a profit?   Research on this was conducted in India and the researcher agreed that hotels in Chandigarh city proved that more employee retention was evident rather that turnover which equated to higher profitability for the hotel.  (Chahal, 2017)
One would conclude that there a cost to not retaining your staff? Certainly, before the Covid pandemic employers were concerned with the amount of the workforce leaving the hospitality sector. In a small survey it was concluded that there is a direct financial cost to employers who cannot manage their staff retention and have a high staff turnover (Lashley, 2000). 
I would argue that companies need to attract and then retain the talent necessary to remain competitive (Arthur, 2020). Nowhere else is this more evident than in hospitality where the workforce is predominantly underpaid, work long unsocial hours with little or no praise.  
[bookmark: _Hlk119263072]If we compare the IT industry we see that there is a startling comparison with the real problem of retaining staff (Agarwal et al., 2007). This report concluded that within the IT industry we see a serious problem facing company management for retaining staff and decreasing employee turnover. One could argue that Employee turnover can be expensive, disruptive, and damaging to organizational  success. (Allen & Bryant, 2012)
[bookmark: _Hlk119263278]If we bring this back to hospitality, The Serena Hotel in Faisalabad retention at hotes is very important otherwise turnover will affect employees in form of dissatisfaction and emotional instability (Cho et al. 2006). The current studies revealed the factors causing retention at Serena Faisalabad and provide a guide line to other for control over turnover. In a study of its workforce of over 1,000 employees it was concluded that enhanced service quality, customer satisfaction, retention of knowledge and enrich cultural values, organizational productivity in terms of profits and performance led to the hotel having a higher staff retention level and less staff turnover. (Khan et al., 2011)
[bookmark: _Toc119265232]Is the generational gap a valid argument for staff retention? 
It could be argued that the generational gap between the employees and their respective opinions on employment has an impact on staff retention, for example one could say that there is a difference in values, attitudes and beliefs between “Gen X” and “Gen Z”  (Frye et al., 2020). The higher a company  turnover rate, the more money will have to be spent on recruiting, hiring, and training new employees. One could argue that with the difference in VAB with the generational gap this could also cause resentment among seasoned employees who are older and more experienced who have to pick up the slack for slower and less experienced colleagues (Dermody et al., 2004)
Studies have researched influences that make staff leave but also for companies to develop strategies  that provide a focused direction that will aid in the establishment of employee retention strategies and practices. It was concluded that satisfied employees are less likely to leave their current job (Ghani et al., 2022)
Research already conducted to identify generational differences and similarities among hospitality employees and managers in order to develop leadership strategies and management styles that can be utilized to increase employee morale and productivity while enhancing recruitment and retention rates of highly qualified workers. One of the factors that is likely to significantly influence employee's job satisfaction and their commitment to work is their work values. A total of 10 focus group discussions were conducted in two locations and the over riding conclusion was the perceived difference between generations on attitudes towards authority and leadership and work ethics. (Gursoy et al., 2008)

[bookmark: _Toc119265233]Workplace example for employee turnover
[bookmark: _Toc119265234]Amazon
If we take three giants of industry in The UK with possibly completely different leadership styles and business models. It is reported that Amazon lose 3% of its workforce weekly, and interviewing someone who has worked in Amazon in Swansea it is easy to see why. “The lack of inspiring motivation from leadership was on a continually daily basis. Workers are expected to “Pick” items at a rate of 45 picks per hour from their warehouse into loading bays that were across the entire complex. With little intervention from management, staff were continually not taking breaks and asked to complete the impossible” ( Bennett, James, 2022)
A study conducted, found that within the work culture of Amazon there is a toxic work culture, secondly Amazon has unrealistic expectations from employees. To identify key performance indicators of employees, Amazon uses rank and yank performance management system. In this system, employees of Amazon are ranked by their managers on the number of picks they have completed. Employees falling last in the rank are terminated.  (Trivedi, 2020)
Trivedi has given case analyses for workers within Amazon and those who have left, detailing his findings. “If Amazon does not address these issues it may lead to reduced quality of service and decreased market share. These issues can be resolved by developing mentally healthy workplace and awareness programs, ensuring work life balance and avoiding age discrimination. These efforts may improve employee morale and their productivity.” (Trivedi, 2020)
However, in stark contradiction to the above, in Germany the Amazon model has had its ups and downs but is constantly working with trade unions and political factions to create a better workforce, better culture with values, attitudes and beliefs that better match the German peoples. Research conducted has concluded that after industrial action was taken and the threat of sanctions from political parties, the tide is slowly turning with the big giant making more incentives to its workforce and adopting a better work life balance with clear and attainable goals. (Beowe & Schulten, 2019)
[bookmark: _Toc119265235]Cadbury 
Cadbury, on the other hand is regarded by many as a national institution. Once you had a job with the giant you had a job for life. The difference in leadership, values, attitudes and beliefs within Cadbury is a universe away from Amazon. Employing over 45,000 worldwide and profits in excess of £5.4 billion. Their vision is to be the world’s biggest and best confectionery company. Following the acquisition of Wrigley by Mars, they are now the second biggest confectionery business by revenue in the world. (Cadbury, 2008) 
  “83% of colleagues believe Cadbury is “a great place to work”, Consistently achieve above 75% in our Employee Climate Survey results with 2008 colleague commitment score of 3.35 and engagement score of 3.08 (out of 4)” Taken from Cadbury accounts (Cadbury, 2008)  
In 2022 Cadbury announced a 17.5% two year pay rise for all of its employees with a 25% increase in annual leave. 
Surveys carried out by Indeed.com suggests that Cadbury is a good place to work and retains the majority of its staff, in the surveys 82% of staff have stayed with Cadbury for longer than 10 years, this would be because they have excellent working patterns that allow a work life balance, free food whist on duty, Excellent renumeration.
All the incentives that Cadbury offer indicates a strong focus from management on talent management and the desire to retain staff who have the potential to remain with the business for decades providing excellent performance and delivering measured outcomes that align themselves with company growth and development.  
[bookmark: _Toc119265236]Virgin Atlantic
To further these models, if we take Virgin Atlantic as another example of workplace culture, they claim the human resources approach where the people/staff/employees are at the centre of their management approach. In this theory it is claimed that the interaction between people within an organisation and given positive treatment will result in higher levels of professionalism and customer service (people first). (Rebore, 2003)
An example of staff success is a good key indicator of the company’s culture, values, attitudes and beliefs. Kimberly Simpson started working for Virgin Atlantic in 1994 as cabin crew. She attended Virgin cabin crew training school where she notes the managers and instructors were all supportive and helpful in getting her to achieve her life and career goals. Kimberly’s VAB for delivering excellent customer service and Virgin Atlantics mission statement for its customer charter align and one can make parallels in their VAB. After 4 years in service she rose the ranks to cabin supervisor and gaining flight service manager after 15 years of service.
 Kimberly claimed she had been supported throughout her career by attending residential courses in team leadership, motivation and performance, learning & development as well as wellbeing courses for self-wellness. She states that she was part of the award-winning customer service program that Virgin Atlantic deliver through its cabin service training, which in Virgin Atlantic received Skytrax World Airline Awards 2019 for Best Premium Economy class Customer service award (Virgin Atlantic, Awards, 2021, Kimberley's Story - Cabin Crew to Flight Manager - Virgin People | Virgin Atlantic Careers Simpson, 2021)
[bookmark: _GoBack]Mayo theorised that money is not the sole motivator but rather a sense of belonging , security and recognition is beneficial to the success of a company (Kwok, 2014), one would argue that Virgin Atlantic adopt this by making each employee feel valued and in setting company key performance targets making these employees centred. As Mayo theorised if an employee feels motivated then they will perform to their best, furthermore they will strive to achieve company targets and goals as they feel part of the team. To this end Virgin Atlantic have made significant changes to the way they operate, firstly they have brought policies for the female flight attendants that make up is no longer a requirement on board, they have also told female employees that skirts are no longer mandatory and are being offered trousers as well. This would suggest a proactive company with a bias for the employee, in this example gender equality.  Secondly the gender equality pay gap, Virgin Atlantic state in all their companies they strive to not have a gender pay gap, irrespective of gender, whether it’s  the pilots, engineers, cabin crew or any office-based employees, they have equal pay between men and women for equal work. (Kreeger C, 2021) (Bennett C, 2021).
In a business organisation the formation of groups is essential, the formations of groups can be either formal or informal. Formal group in the organisation is made by the top management to ensure the delivery of the organisational strategic goals. Whereas informal groups can be made up naturally within the organisation. The intention is to fulfil the social needs of the group. At Virgin there are a lot of groups to work on company and individual projects, as an example the training and development department will work together to produce a training and development strategy which incorporates high levels of customer service. This will be different from the group of directors formalising the training and development of flight cabin crew in their head office. Group formation is vital to any organisation and will form part of the organisational strategies for growth. (Almeida, Park, Subrahmanyam and Wolfenzon, 2011)
There are three main types of groups which exist in Virgin, they are :
•	Command group – this is made up of the most senior managers and their deputies. These set companywide targets and strategies. 
•	Committees – These are made up for conflict resolution and speedy resolution for any conflict within the company
•	Task force – This type of formal group is made to work on a particular task, for example Virgin creates a task force for planning an event or product launch for its stakeholders and shareholders
As stated earlier any informal group in Virgin is created on the basis of shared needs, cultural needs , shared values and beliefs to get the job done. These kinds of informal groups are vital in any organisation as they help build strong bonds between the employees in the organisation. Culture at Virgin in one of the strongest successes at Virgin, Sir Richard Branson believes in creating a culture which drive sustainability, create an employee centric environment which he creates effective communication from the chief executive officer to the newest employee. Branson is the face of Virgin and is highly brandable, you see Branson and you immediately think of Virgin. He has a high level of communication with all his staff and always pushes the team to greater and higher. He believes in having the employees being the main part of the business and focuses his attention on the staff rather than the customer. He portrays leadership and delivers high levels of leadership in the organisation which sets the tone of the culture for the values, attitudes and beliefs of the organisation. (Virgin Atlantic, 2022) 
One could argue that Branson through effective recruitment he only hires the best of the best. He and his recruitment staff only see the potential in people. During an interview talent scouts are not just looking for raw talent, knowledge, experience, high level of customer service but would that person be the right fit for the company? Will they be the best ambassador for the company? (Rao, 2021)
[bookmark: _Toc119265237]Queenstown Lake district New Zealand Hotels
A research study in New Zealand on transient workers and staff retention from their most popular tourism destination was conducted using managers from 13 companies and 47 permanent staff and 50 tourism and hospitality transient staff. In its study it concluded that the high cost of staff turnover was a contributing factor and was having a detrimental affect on the customer service culture within the organisations. Also, a shortage of skilled workers was evident from the surveys taken. 
Each of the hotels surveyed included “Talent Management” system for recruiting and retaining staff in the industry long term and working in partnership with those people to ensure a positive workplace experience alongside increased productivity for the organisation concerned. Hughes (2008, p.1) stated that ‘talent management is a commitment to implementing an integrated, strategic and technology-based approach to human resource management’.
[bookmark: _Hlk119264390]Although the majority of the study was transient staff it was clearly evident that the benefits to both employee ( reliable and consistent work, lower cost of living, employer engagement) and the employer ( having a lower spending cap on training and inductions, hiring and firing, talent scouting for new staff) all have an impact on the profit and loss accounting. 
In the study it was also concluded that the issue of Y Generation staff was also important in that there is a definite trend toward lack of commitment, work ethic and loyalty with some staff in this study and surveys suggested that 10% of the transient workforce who fell into the Y Generation category would not be staying in New Zealand after 6 months. This does provide a link between culture and job expectations and performance which could be explored in future research. 

[bookmark: _Toc119265238]Conclusion
I have concluded that, using the models provided earlier the challenges facing hospitality are  universal and follow trends from other industry sectors, however, as we are more of a face to face customer led business rather than e-commerce or packaging company this is an important factor to consider. How important is staff retention when delivering face to face customer service? The tourism and hospitality industry rely on a stable committed workforce to ensure that the visitor needs and expectations are met.  There is however a challenge to recruit and retain talented staff to the positions on offer. What has been confirmed is that pay rates, rewards and training are integral to recruiting and retaining talented staff. Those companies who did follow this pattern did not have as high a turnover rate. There also appears to be a link between certain cultures and the high turnover of staff and also a link with the different generations with their different  behavioural characteristics combined with their different values, attitudes and beliefs towards the workplace culture. The Millennials and the Y-Generation have different and varying views on staying in one employment for any length of time whereas the Baby-Boomers  and Generation X employees tended to stay in employment longer and had no issues with leadership and authority.    
Cadbury, Virgin Atlantic and Queenstown tourism and leisure each adopted a philosophy of talent management, which by definition identifies the correct talent to employ, then nurtures that talent to become a productive and effective member of staff delivering high levels of customer service.  Aligning themselves with company development, self-development, increasing profitability of the company, and making themselves a part of that company for mutual benefit. This in turn has a positive impact on the customer service culture within the organisation, increased profits for the company and in the long term less spending on recruiting, training and developing staff.  






[bookmark: _Toc119265239]Impact of the employer levy with staff retention within the hospitality and training industries
[bookmark: _Toc119265240]Introduction
In recent years the hospitality industry has been rocked by some seismic events, the quest to reach “Net Zero” by 2050, Brexit, Covid and now the looming prospect of an economic downturn and recession.  To rise to the challenge posed by each of these events, let alone a combination of them, hundreds of thousands of workers will need to be reskilled or upskilled at a speed and scale potentially never seen before. We will investigate the amount spent by employers in training and recruitment in Wales, this will also include the period of no training for staff during the Covid pandemic where 80% of the workforce was either furloughed or made redundant. 
[bookmark: _Hlk119264629]Another consideration in The United Kingdom is the apprenticeship levy, which was introduced in 2017 in an attempt to stimulate further employer investment in staff retention. Operating like a pay roll tax, any employer with an annual pay bill over £3 million should pay the apprenticeship levy ( this equates to approximately 2-3% of employers) However, despite the rollout of the levy five years ago, the Government’s ‘Spring Statement’ in March 2022 acknowledged that “the amount UK companies spend on training their employees remains relatively low”, and ministers would “consider whether further intervention is needed to encourage employers to offer the high-quality employee training the UK needs” ( Gov.uk, 2022) 
We will need to consider why the United Kingdom remains so far behind other countries in terms of employers investing in skills and developing a talent management program to be inclusive to develop the existing staff and reduce staff turnover and effectively retain more and more staff.  

[bookmark: _Toc119265241]The impact of the apprenticeship levy
Originally ministers gave no clear aims and objectives from what was expected from the apprenticeship levy introduction. And in recent years the levy’s own funding mechanism that encourages employers to think about their own interests and priorities when accessing the levy funds rather than approaching skills and training. The way in which some employers have chosen to spend the levy funds has also raised concerns about its effectiveness as a tool to increase employers’ investment in skills. Reference appendix A
[bookmark: _Hlk119264670]The pattern of winners and losers also warrants attention, as some groups have benefitted from the levy at the expense of others. One salient issue is the increasing emphasis on more experienced and older workers, with more than half of ‘apprentices’ now aged 25 or over, and 55 per cent of apprentices having worked for their employer for at least three months before their ‘apprenticeship’ began. There has also been an increase in higher level apprenticeships, with courses at Level 4 (equivalent to the first year of a university degree) and above having grown from 7.4 per cent of starts before the levy was introduced to 25.6 per cent. Furthermore, the levy system restricts SMEs to recruiting no more than 10 apprentices even when they have the desire and capacity to take on more trainees. This compounds the overly bureaucratic and time-consuming procedures that SMEs must now navigate to offer an apprenticeship. (Tom Richmond & Eleanor Reegan, 2022.)   

[bookmark: _Toc119265242]Individuals investing in own skills

While the employer levy is paid by the employers there is a growing number of learners who fund learning themselves, choosing to pay for learning through work-based learning apprenticeships as well as attending universities like University Wales Trinity St Davids, where the learner applies and hopefully gets a loan or a grant which is then repayable once the learner earns above a set amount. However, this is not the norm with only 87,000 students taking up this option last year. There is a “Lifelong loan Entitlement” ), which will provide individuals with a loan entitlement equivalent to four years of post-18 education to use over their lifetime. The LLE is due to begin operating in 2025 and should allow learners to study individual modules rather than being restricted to full  qualifications. 
Another offer learner can access from their employers is paid time off to attend any learning. Whilst data for this is not forthcoming, the increase in work-based learning has seen a growth in 2022 with Cambrian Training company being awarded around £10 million contract to deliver apprenticeships through Wales in work-based learning.   (CTC.com, 2022)
As mentioned in the literature review other countries like Germany and New Zealand are way ahead of staff retention and talent management with trade union involvement are fighting for better rights for learning, working rights, incentives. All these factors play a role in staff retention rather than staff turnover.
[bookmark: _Toc119265243]  Work motivation and employee retention
As we a entering the 21st century employers need to address the problem of employee retention as it has demonstrated a clear correlation between direct and indirect costs to the organisations. Lots of theories have strongly emphasised the relationship between retention and employee motivation, Adaire, Goleman, Tuckman to name a few, all of which might help to understand better the dynamics between motivation at work and its impact on employee retention. (Itziar Ramirez et al., 2019)
In fact, in today’s extreme competitive labour market, there is a large amount of evidence stating that organizations are facing retention challenges independently of their size, market focus, or technological development, Employee turnover is costly as it includes direct and indirect costs, but it is often underestimated.  Let’s take an example, time to recruit, training, inducting is all labour intensive on the behalf of the learning and development teams as well as the managers for initially recruiting the staff. (Ramlall, 2004)
Then, there are costs linked directly to the team morale who has to adapt to a new person and potentially work harder until the new colleague is fully trained (Abbasi & Hollman, 2000). A lower turnover rate implies less organizational costs and consequently a positive correlation with organizational effectiveness (Koys, 2001).
Pinder (1998) defined work motivation as “a set of energetic forces that originate both within as well beyond an individual’s being, to initiate work-related behaviour and to determine its form, direction, intensity, and duration”. Later, Pinder (2005) proposed a motivational framework based on needs, traits, values and cognition because these elements have a direct connection with work motivation. For example, elements such as national culture, job design characteristics or person-context fit influence in how people set their goals and strategies based on their needs, values, and situational context.
If we look at appendix B there are a plethora of motivational and physiological work based motivational theories. The question is, does any theory have a direct impact on staff retention? If we look at these as a whole then it is evident that a range of needs, traits, values need to be addressed by the employer to give the employee to ensure staff retention. While standing on the shoulders of giants like Maslow we can identify when there is a need for the employer to develop a relationship with the employee which is beneficial to both and promotes retention. (Maslow A.H, 1943) 
Ramlall (2004) stated that employee motivations influence retention rates and other behaviours within organizations. In fact, there is a large amount of evidence suggesting that there is a direct relationship between motivation of individuals at the job and lower turnover intentions (Upasna & Vishal, 2018) because when individuals are motivated at work they feel committed to the organisation (Kong, Sun, & Yan, 2016).  Many researchers have studied the relationship between satisfaction of needs and employee motivation and they stated that the failure of satisfying a need will lead to pain associated with unmet needs (Alderfer, 1969; Argyris, 1959; Kanfer & Ackerman, 2000; Maslow, 1943; Gannon & Boguszak, 1966). Therefore, human resources practices that satisfy employee’s needs will have a higher motivational workforce (Green, Finkel, Fitzsimons, & Gino, 2017). Leading to more staff being kept on retention and less staff turnover. 
[bookmark: _Toc119265244]Emotional intelligence of management and staff retention
I would like to explore the use of emotional intelligence in the workplace and would this have an impact on staff retention, to that end many studies have theorised the effect of emotional intelligence on improving business performance is widely acknowledged in business and management studies. However, there is limited research in the context of tourism and hospitality industries. Within hospitality and tourism where service quality is heavily dependent on staff performance and the effective interaction between staff and guests. Work tasks involve frequent personal interactions between employees and customers resulting in their exposure to the negative effects of burnout and job dissatisfaction. This has a direct correlation between staff turnover and staff retention. Organisations are increasingly using Emotional intelligence to drive business success through promoting self-efficacy at work, with prominent theorists leading the way in developing emotional intelligence and workplace culture like  Bar-On, Goleman, Vroom. All these areas have the potential to create a competitive advantage for the organisations, thus helping them achieve long term sustainability.
[bookmark: _Hlk119265029]Emotional intelligence can enable professionals to create positive mindsets and emotional experiences. In turn, this helps to improve their communication and ability to effectively cope with stressful situations (Cherniss & Goleman, 2001). By relating emotionally with their employees, managers are able to create an environment for successful teamwork (Gardner & Stough, 2002). Despite the complexities surrounding the concept, there is an overall consensus that EI could be enhanced and cultivated over time with greater experience and suitable training (Ashkanasy et al., 2002; Goleman, 1999).
[bookmark: _Hlk119265059]Stoyanova-Bozhkova conducted research and studies in the effects of emotional intelligence within hospitality and tourism and identified key findings. studies on emotional intelligence of managers reveal that the most successful managers are those who are most able to associate with the feelings and behaviours of their employees and provide the support needed. (Goleman, 1996) Therefore, empathy is considered a fundamental ‘people skill’ (Goleman, 1996). It is based on emotional self-awareness, more specifically, on the ability to stay attuned to the feelings, emotions and experiences of others and, accordingly, make the effort to meet their emotional needs. The ability to put themselves in someone else’s shoes can give managers an important insight into the reasons for underperformance and actions that need to be taken. Genuine interest in others and active listening can assist with developing empathy for the team and identifying appropriate ways to motivate them.
[bookmark: _Hlk119265124]I would conclude that the management is pivotal in the use and development of emotional intelligence by defining goals and performance indicators and having the insight to manage the team by using emotional intelligence. This would therefore be a pre-cursor to effectively retaining staff. Understanding the needs of the staff and recognising the emotions in others then managing their expectations and getting the best out of that member of staff by using emotional intelligence would bring a positive competitive edge to that organisation in retaining staff. This would naturally lead to increased and improved profits as the organisation would spend less on recruitment and training of new staff. Making the organisation more profitable.  (Alessandro Cavelzani & Mark Espasito, 2010)
It has also been suggested that emotional intelligence can help the manager to create a share synergetic vision to his/her own co-workers, by sustaining the collective participation to respect and to troubleshooting, through guidance and sincere interest in the employees’ self-improvement and proposing and constructive feedbacks. Thus, in order to create a workgroup on the basis of personal and individual limitations ( Goleman et al., 2004). We have identified as well scarcity of researches on the emotional intelligence and its applications in the tourist sector, even if we strongly believe that emotional intelligent attitude can be easily and effectively adapted to the hotel industry entities, with particular emphasis on the relation between guests and service suppliers. This is per se relevant, since Hospitality is an industry which is primarily based on the interaction between the hotel workers and the guests. In the hotel as a workplace, emotions need to be known and positively managed, in order to create beneficial interactions between the several parties. Otherwise, the relation to the guest can be jeopardized, with consequent diminishing of the satisfaction rate and a negative publicity. This is why emotional intelligence can be very utile in the Hospitality entities. It is therefore true that this specific work environment demands a clear identity of all the array of emotions which are experienced in the daily interaction with the guests and within the teamwork. With regard to this latter element, it would be crucial to self-reflect on one’s own emotional process and recognize at least three elements: one’s own desires and the action undertaken to fulfil them.
To further the argument that emotional intelligence in the workplace increases profitability, a qualitative exploratory study was conducted with 10 hotel managers in Dallas, Texas. The researcher asked 12 questions to gauge the necessity for emotional intelligence can be a positive impact on positive performance and increased profitability.  It was concluded  that transformational leaders are those leaders who are successful in developing robust and loyal teams with high productivity. The reason is that the transformational leaders lead with vision, and they can communicate and implement that vision into the organization and influence their teams (Stojanovic, 2018)
The study also concluded that empowered employees feel more appreciated, and they are more involved in tasks, and more importantly, they take accountability and responsibility for the work assigned to them. The results of this research demonstrate the connection between emotional intelligence and transformation leadership. If a leader shows respect and empathy for the groups they lead, they will be able to build stronger and more loyal teams, which relates to increased productivity for the organization. The studies show that turnover is one of the most substantial issues in the hospitality industry, it is very costly and has an adverse impact on business. , Emotional intelligence is one of the most attractive traits in building and maintaining interpersonal relationships. Individuals with high EI can handle relationships with others much better than people with poor EI skills. Also, those who possess a high EI have different and more nuanced approaches towards other people, and they utilize their emotions to help them understand the message while being approachable and successful in fostering connections and networks. The Managers who can understand the feelings and that of their staff have excellent problem-solving skills, they are focused on motivating followers, and they can quickly create positive energy. The study shows that stimulating followers by empowering them is a significant factor in leadership effectiveness. This increased productivity and the study concluded that the use of emotional intelligence by a group of managers who fostered and understood emotional intelligence had a better response from their employees creating a better working environment.  
[bookmark: _Toc119265245]Recommendations

The Sennedd should convert the apprenticeship levy into a new apprenticeship levy so that all employers with at least 10 employees will contribute a minimal amount into the apprenticeship levy. Also, a national skills fund should be adopted to drive growth in training and development, this would equate to increased productivity for employers through strategic investment in human resources and talent management. 
Develop skills bootcamps in areas such as communications, application of numbers and digital literacy, to develop individual performance improvement in all said areas for the individual and the employer. This would ensure the individuals are in a position to have stability within their workplace and possibly demand a higher salary with that stability. Outcome measures from the first wave of bootcamps (covering September 2020 to March 2021) found that of those who completed their course, 54 per cent achieved a new or better job, whilst 46 per cent reported no positive outcome (around 21 per cent of those who were initially enrolled dropped out at some point).( Department for Education, 2022). 
There are other factors beyond funding streams for employers to increase staff retention and decrease staff turnover. Having the ability to identify and act on staff needs. This would be at a manager level having the emotional intelligence to develop and grow their empathic skills to have the ability to identify areas such as extra time off for family commitments, paid time for learning and development.  
Retaining employees is a topic of concern within organizations as it has economic repercussions and threats organizations survival. Studies have revealed that employee motivations impact on retention rates suggesting that having motivated employees directly relates to a lower turnover ratio. Studies have concluded that motivational theories have the satisfaction of a need as a common denominator. Although need theories explain why someone must act they do not explain why particular actions are followed in specific situations to achieve a goal. If motivation has to do with the satisfaction of needs and needs depend on individual values then which ones are the work values of employees, Within the fast pace changing rhythm of organisations another interesting fact to have into account is that employees from different generations have different work preferences and work values (Dokadia, Rai, & Chawla, 2015).
Furthermore, the needs of the UK economy are constantly changing and the skills system may need to adapt to these changing needs, . For example, a more generous offer for paid training leave could be rolled out if it proves to be a successful mechanism for promoting participation in training. Other countries are also continually reassessing how they can increase employer investment in skills. For example, Ireland has raised the rate of their ‘National Training Fund’ levy on employers from 0.7 per cent in 2017 to 1 per cent in 2020 ( Department of education, 2022).  Such is their desire to upskill and reskill workers and facilitate lifelong learning. With other countries constantly testing new ideas and approaches, despite being new innovations by UK standards may need to keep evolving in future. 

[bookmark: _Toc119265246]Final Conclusion

The main objective of any business is to make a profit; Therefore, especially in hospitality one would consider the staff you have within your business have the training, knowledge and skill to make the business grow. If we take the hospitality and tourism industry, it has seen seismic events in the last 3 years, Covid, Brexit, Net Zero. All these coupled with legislation and regulation compliance on the back of a recession in the UK. I would argue that staff retention rather than staff turnover is a positive key indicator for any organization, especially as all hospitality and tourism is predominantly face to face and customer service orientated. A range of theorists have studied, researched and concluded that the use of tools like emotional intelligence will benefit any organisation and increase profitability by replacing recruiting new staff and going through the induction and training process but rather, re-train and incentivise existing staff by listening to their needs and expectations. 
The UK as a whole falls behind other countries as we have demonstrated with Amazon, where trade unions and political figures have involved themselves with the package and delivery giant to better the working conditions and to improve working conditions for the workforce. 
I have demonstrated with Virgin Atlantic that it is possible for an organisation to align itself with its workforce, listening to their needs and expectations and set up groups from the lowest staff member to Sir Richard Branson, discussing ways to improve workplace environments and corporate strategies that align with their staff. I conclude that this will in the long term be more profitable for the organisation and they will go from strength to strength, being marketplace leaders in understanding what their workforce needs and expect. 
We have compared other industries like IT and found similarities in the need to provide structured benefits to employees, this can be extra annual leave, working more from home. But in conclusion I agree that employee turnover can be expensive, disruptive, and damaging to organizational  success, therefore it is essential that organisations adapt and change their ways to include a new way of working such as talent management where the organisation recruits the correct applicant for the role then develops and nurtures that employee to be a productive and positive affect on the organisation. 
If we go back to hospitality, in The United States studies have concluded that staff dissatisfaction has a financial impact on the organisation, whereas staff retention has a positive impact and less of a financial loss to the organisation. It was concluded that enhanced service quality, customer satisfaction, retention of knowledge and enrich cultural values, organizational productivity in terms of profits and performance led to the hotels in each study were  having a higher staff retention level and less staff turnover, increasing profits for the hotel. 
Research has stated that in Cadbury they manage to retain 82% of their staff having over 10 years’ service, which in today’s economy is miraculous. In surveys conducted 83% of Cadbury staff were more than happy with their working environment and benefits. Recent news regarding Cadbury is a new renumeration policy coming into force, with an increase in pay of 17.5% over the next 2 years and an increased annual leave entitlement. This is an excellent example of employers listening to its employees, and would make a better work-life balance for its staff. Demonstrating why increased staff retention is a good and positive outcome for any organisation. Cadburys profits were up 6.5% to over £5.4billion. 
In New Zealand a study concluded that “Talent Management” was in use and being used effectively in the transient worker sector. Although the majority of the study was transient staff it was clearly evident that the benefits to both employee ( reliable and consistent work, lower cost of living, employer engagement) and the employer ( having a lower spending cap on training and inductions, hiring and firing, talent scouting for new staff) all have an impact on the profit and loss accounting.
I have concluded that the generational gap within the workforce does have an impact on the staff retention levels. I have demonstrated that the different generations have different views on topics such as loyalty, values, attitudes and beliefs. The difference between “Baby boomers” and Gen Z/millennials is evident that the later do not respect authority and have a clear view of the workplace, some may say being entitled. The values of the older generation are instilled from previous generations. This would affect the staffing retention, also this would be a positive as the older generation can teach and nurture their peers by empowering them but gently guiding them to new ways of working. Findings suggest that opportunities for development and challenge, variation and responsibility are more important to younger generations of hospitality workers. Generation X placed high value on work‐life balance, autonomy and job security. No differences were found for work atmosphere, salary and task description. Significantly lower commitment and higher turnover intention was also found for Generation Y. 
I have also concluded that the “Apprenticeship” levy is a good idea but needs addressing as some issues can be seen to arise under the current system. At the moment any business with a staff payroll over £3 million must pay around 3% of its payroll to the apprenticeship levy.  I would conclude that since its start in 2017 the amount UK companies spend on training their employees remains relatively low. Furthermore, the levy system restricts SMEs to recruiting no more than 10 apprentices even when they have the desire and capacity to take on more trainees. This compounds the overly bureaucratic and time-consuming procedures that SMEs must now navigate to offer an apprenticeship. Furthermore, I conclude the needs of the UK economy are constantly changing and the skills system may need to adapt to these changing needs even if the recommendations in this report are implemented. For example, a more generous offer for paid training leave could be rolled out if it proves to be a successful mechanism for promoting participation in training. Other countries are also continually reassessing how they can increase employer investment in skills. For example, Ireland has raised the rate of their ‘National Training Fund’ levy on employers from 0.7 per cent in 2017 to 1 per cent in 2020, such is their desire to upskill and reskill workers and facilitate lifelong learning.
I concluded that as we enter the 21st century we need to be switched on to the needs of each of our employees, the need for management to adapt and develop tools like emotional intelligence is never more prominent. Especially in hospitality and tourism the need for empathy and understanding has never been greater. Emotional intelligence can enable professionals to create positive mindsets and emotional experiences. In turn, this helps to improve their communication and ability to effectively cope with stressful situations. Research and studies in the effects of emotional intelligence within hospitality and tourism and identified key findings. studies on emotional intelligence of managers reveal that the most successful managers are those who are most able to associate with the feelings and behaviours of their employees and provide the support needed, this would then increase the profitability of the organisation. I would conclude that the management is pivotal in the use and development of emotional intelligence by defining goals and performance indicators and having the insight to manage the team by using emotional intelligence. This would therefore be a pre-cursor to effectively retaining staff. Understanding the needs of the staff and recognising the emotions in others then managing their expectations and getting the best out of that member of staff by using emotional intelligence would bring a positive competitive edge to that organisation in retaining staff. This would naturally lead to increased and improved profits as the organisation would spend less on recruitment and training of new staff. Making the organisation more profitable.  
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Figure 3: an illustration of the proposed new apprenticeships and skills funding infrastructure
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