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1. [bookmark: _Toc430254230][bookmark: _Toc101564766]Chapter 1: Introduction
Project Title: A study to evaluate the effect of staff turnover on the service quality and business performance using the case study of Amazon.
[bookmark: _Toc430254230][bookmark: _Toc101564767][bookmark: _Toc430254231]1.1 Aims and Objectives of the research
The main aim of this research is to evaluate the effect of staff turnover on the service quality and business performance at Amazon. 
The main objectives of the research are: 
· To identify the causes of staff turnover in an organisation
· To identify the impact of staff turnover on service quality and business performance
· To recommend strategies that can help to reduce staff turnover at Amazon
1.2 [bookmark: _Toc430254232][bookmark: _Toc101564768]Research Questions
The following research questions are formulated for this research:
· What are the causes of staff turnover in an organisation?
· What is the impact of staff turnover on service quality and business performance of an organisation?
· What strategies can be used to reduce staff turnover at Amazon?
These research questions will help the organisation to not only understand the causes and impact of staff turnover on service quality and business performance of an organisation, but also how and why these turnover rates leave impacts on business performance and service quality (Shaikh, et al., 2020). These questions also help to identify different challenges and opportunities staff turnover presents for service quality and business performance. The impact of service quality is analysed and addressed using the framework of different dimensions of service quality. It helps to identify both positive and negative affects of service quality on business performance and customer satisfaction. Due to limited time and resources, this research will have its own limitations. There can be a scope of performing research on both company and individual level for future research purposes. 
1.3 [bookmark: _Toc430254232][bookmark: _Toc101564769]Background of the organisation
Amazon is one of the world’s largest online retailers that sells books, apparels, housewares, electronics, toys, etc to its customers either directly or through other dealers. It was founded in the year 1994 by Jeff Bezos and is headquartered in Seattle, Washington, USA (ir.aboutamazon.com, 2022). It is available in all 50 states of USA and around 13 countries of the world. In the year 2021, it had around 1,608,000 full and part-time employees spread all across the world. In US, Amazon has around 110 active fulfilment centres. It also has around 185 warehouses across the world. Even if Amazon is not located in a country, there are chances that the company delivers limited products with the help of its global shipping network. With the help of such large network, it successfully delivers to around 85 countries of the world. Its largest warehouse is located in Mt. Juliet in Tennessee, USA. 
Amazon is one of the fastest growing countries of the world and is adopting appropriate strategies to accomplish its mission of becoming the most customer-centric company of the world where consumers can buy everything and anything online (Stone, 2021). The company has adopted the cost leadership strategy to offer quality and branded products at lower prices. It even has deployed differentiation strategy by offering unique products, such as Amazon Kindle with e-display and Amazon Echo with cloud-based voice service. 
In the year 2021, the New York Times reported that Amazon faces around 150% of staff (hourly associates) turnover on a yearly basis (nytimes.com, 2021). This data shows a very high attrition rate of Amazon. The main issues identified by the New York Times is rapid firing people from jobs even with small mistakes, poor benefits programmes and failed communication system. It is also reported that Amazon has received allegations from its employees of racial inequality, work-life imbalance, long working hours and poor treatment, especially to the staff of warehouses. The company has its own explanation as with the kind of business it is in, it cannot afford to lose on time and days. It needs to fulfil its commitment made to the consumers to keep its image intact. According to the company, its business managed to increase sales even during pandemic. 
The company has to invest a lot in training and development, advertising and even resource management due to this high attrition rate (Tiffany & Peterson, 2022). There is also a significant time loss for doing productive work due to this staff turnover. Such high staff turnover also has a large impact on its efficiency and performance. In order to retain its employees for a long term and improve the high staff turnover rate, Amazon needs to re-strategize its business and human resource polices. However, for this, the company needs to first understand the reasons of such high staff turnover rates. Some of these reasons may be lack of interest in job, job dissatisfaction, work-life imbalance, poor salary and poor employee benefit or well-being programmes. 
The staff turnover also impacts the service quality of the organisation. As staff are laid off or they resign, an additional work load and pressure is mounted on the other existing staff (Marr, 2018). This results in the decrease in their morale, increases the level of their mental stress, disrupts their physical health and thus increase absenteeism. The existing staff have to work long hours to compensate for the loss of work done by the employees who left the job. This affects the quality of service delivered by them.
1.4 [bookmark: _Toc101564770]Research gap and contribution
There has been limited research done earlier by scholars on the consequences of staff turnover in an organisation in terms of its performance and service quality. Most researches have focused on the antecedents of staff turnover so that organisations can learn about measures of controlling and predicting such turnovers (Hom, et al., 2017). Even though most organisations use certain performance measures to boost the growth of its business, there is very little evidence and research on the effect of these measures on staff turnover due to the lack of their testing with respect to staff turnover. It seems no significant relationship was drawn regarding such effect on business performance and service quality. However, there are some evidences of the effect of such performance measures on customer satisfaction i.e. how many customer issues were resolved in what time and the number of customers who had a strong loyalty towards their brand or organisations. 
It seems there has been a shortage of qualitative research on the effect of staff turnover on organisations’ performance and service quality. As a result, this research focuses on the qualitative research to provide a holistic view of staff turnover on the performance and service quality of any organisation (Mccarthy & Covella, 2017). Such views can turn out to be both positive and negative. This is because it is assumed that staff turnover has an impact on service quality of any organisation, which cannot be directly positive or negative. So, a case study approach is followed in this research with qualitative analysis to understand the effect of staff turnover on organisations’ performance and service quality in a better way.
1.5 [bookmark: _Toc101564771]Rationale for the study
The main purpose of this research is to evaluate the consequences of staff turnover on the business of Amazon, especially on its performance and service quality. The main implication for the management is to know that only funding to hire new people and maintaining staff count is not enough (Marr, 2018). The management needs to identify how to alleviate negative effects and embrace positive ones. Since the organisation has one of the largest turnover rates in the world, it is important to understand what the organisation can do to minimise the staff turnover rate and enable the employees to remain associated with it for a long period. The loyal and trustworthy employees work hard to give their best performance and contribute significantly towards the growth of the business and providing excellent customer service. They even help to build the brand image for the organisation. Since Amazon is continuously hiring temporary or permanent staff for its service centres and warehouses, this research will help it to bring cost savings and contribute towards providing a sustainable employment to the society. 
In this research study, the qualitative approach is used achieve its objectives. This approach uses semi-structured form of questionnaire with 15 questions to perform survey on the employees of Amazon. These employees include both part-time and full-time workers of the organisation. The survey will be conducted outside one of the Amazon warehouses in London. It will help Amazon to understand the perspective of its employees regarding what they appreciate or hat they dislike about the organisation. Once the empirical evidence is collected from the survey, it is linked with the existing literature regarding staff turnover and its impact on business performance and service quality. 
1.6 [bookmark: _Toc101564772]Outline of Research
This research project starts with the introduction section for the topic, “A study to evaluate the effect of staff turnover on the service quality and business performance using the case study of Amazon.” In this section, the aims and objectives of the research is provided, along with the research question. After this, the background, in brief, is provided about the organisation i.e. Amazon, which include its problem statement. This section also includes any research gap related to the given topic and the rationale for doing this research.
The next section includes the literature review for the research topic. It helps to understand how and why the staff turnover affects the service quality and business performance of an organisation. The section following this discusses the research methodology used for the given topic, which includes research paradigm, philosophy, approach, data collection and analysis, sampling technique and the research ethics. Once the research methodology is provided, the analysis of the data collected is done. After this section, the data interpretation is data based on the data presented and compared with the literature review done earlier. Finally, the recommendations for improving staff turnover are provided to Amazon and the entire research project is concluded.
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