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Description automatically generated with medium confidence]An Investigation Into Employee Retention Issues Within Wilko: How Can Employees Become More Engaged

	The primary research that was undertaken for the project was completed by forty of the forty-five employees who were asked to participate, which gives a response rate of 89%. Those that participated completed all parts of the questionnaire which allowed for all questions asked to be analysed with full responses.
The research found that out of the forty participants, 70% are currently satisfied in work and with their job role. This is positive for the store being looked at as there are a number of employees who have been with the organisation for a longer period. However, the 30% who are not satisfied with their role cause some concern as lack of job satisfaction is a motivator to leave the organisation. This would be a factor that would be investigated for improvement. 
The induction process that is used in stores can be seen to need an improvement as not all employees find that it is effective in delivering what is needed when first starting in a new job role. This can potentially put off new starters if they do not feel they are getting what they need from the beginning. 
Another key factor presented in the research is that most of the employees feel that there are or that the organisation does have some progression opportunities available for them to pursue. 25% felt that there are no progression opportunities which may limit their want to stay at the organisation and impact the experience that they are having. 
The research also found that 43% of the participants would think about finding a new job role within the next year. Whilst the remaining 57% are likely to remain in their current roles. This reflects the current issue of retention that the organisation is facing. A number of employees start but do not stay longer than one year. 

Research Methodology
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Wilko is a retail store that operates across the UK. It has various levels of employee that are based in stores, head office, and distribution centres. The business case that has been identified is the need for better retention within Wilko and how this can be improved. The focus is placed on one store within the South division of the organisation which has 45 ‘level one’ employees, who are the main priority of the research project. The overall aim of this research is to understand the issues surrounding retention within retail, look at the direct thoughts of the employees and develop a change thorough reducing the level of turnover, keeping the current team members engaged to make for a more attractive employer.





	
Literature Review

Conclusion
The way an organisation keeps its employees can be shown by a figure that is made up of the measurement of the proportion of employees, with a length of service specified, shown as a percentage of the total workforce number (CIPD, 2021). In organisations where it is easy to resource and train new employees quickly at a low cost then having a low retention figure may not be that large of an issue (CIPD, 2021). 
The concept of ‘retention interviews’ has been investigated by an organisation called Intercom, where meetings are held with employees to encourage them to stay committed to the organisation (Jacobs, 2022). A retention interview can help to focus on what an employee wants to achieve within their role and can help find any training needs. It has been found that using flexibility as a tool to attract younger employees or keep older workers can be a factor in determining whether or not employees remain within an organisation as this is now a sought-after factor when looking for employment (Maude, 2017). However, creating working arrangements can be difficult in some work environments such as retail as there needs to be a full range of flexibility due to the nature of work.
Research to understand work performance and the link a positive work environment has found that management teams that strategically implement good employee engagement practices gain enhanced team member performance, higher productivity, and increased commitment to the organisation (Popli & Rizvi, 2016). 


There are numerous factors that can impact the retention of employees, especially in a retail environment. It is important to find out what these factors are so that they can be addressed to improve the experience and engagement of employees. 
Previous research has looked into the different methods of engaging with employees to create a better picture of their needs and wants. 
When directly asking the employees of one Wilko store about what it is like to work for the organisation some retention issues have been noted such as employee satisfaction, development, and variety of the job role. This is an indicator that the research into retention was valid as now recommendations can be made to improve these issues to reduce the amount of turnover within this store and others like it.
However, more detail around what parts of the induction that specifically need improving would like to be researched further. 
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Supplementary Notes for Research Poster
Introduction
The business case that has been found is the need for better retention within Wilko and how this can be improved. The focus is placed on one store within the South division of the organisation which has forty-five level one employees, who are the focus of the research project.
The main HR issue that is seen within this store is retention, the current contract base percentage that is filled at the Swansea store is at 78%, where the lowest the organisation allows this to be is 90% (Wilko, 2021). Additionally, the store entered the ‘red zone’ for retention within the first period of the year, highlighting this issue further (Wilko, 2021). 
Therefore, the overall aim of this research report is to understand the issues surrounding retention within retail, look at the direct thoughts of the employees and develop a change thorough reducing the level of turnover, keeping the current team members engaged.
This will be done by focusing on the induction process that is used within the store, there is a need to address what employees think of the induction that is used and how this is affecting initial training and the effect on job satisfaction. Additionally, a focus will also be placed on development opportunities at Wilko and how these, or lack of, are having an impact on retention also.




Literature review
The way an organisation keeps its employees can be identified by a figure that is made up of the measurement of the proportion of employees, with a length of service specified, shown as a percentage of the total workforce number (CIPD, 2021). This length of service measurement is usually one or more year of employment within the organisation. However, the fact that the length of service does not always include employment below one year of service, could aid an organisation in making the retention figure appear better than what it is if there is a high volume of short-term leavers. It has been noted by the CIPD that in organisations where it is easy to resource and train new employees quickly at a low cost then having a low retention figure may not be that large of an issue (CIPD, 2021). However, CIPD have also considered that where it can take several weeks to find a replacement for a vacancy, having low retention can become problematic. This is an issue seen within Wilko alongside other retailers, as it can take a while to fill vacancies if there is a high number of competitors nearby and the process for listing a new vacancy is a drawn-out process. 
As there is competition for talent, it is easy for employees to seek out alternative employment opportunities if they feel the need to. The concept of ‘retention interviews’ has been investigated by an organisation, Intercom, where meetings are held with employees to encourage them to stay committed to the organisation (Jacobs, 2022). Although these types of meetings with employees are not a new concept they are not as commonly used in comparison to exit interviews. It can be said that exit interviews may not give a true reflection of the issues within an organisation and are not helpful too retention as the employee has already made the decision to leave the organisation (Jacobs, 2022). Although, uncovering the reasons behind an employee leaving can help to strengthen retention strategies for current and future employees (Kamalaveni et al., 2019). A retention interview can help to focus on what an employee wants to achieve within their role and can help find any training needs. 
In addition to these factors, it has been found by a Japanese care organisation, Sompo Care, that a lack of training and too much focus spent on unrelated job role tasks had caused a number of employees to leave the company (Conboye et al., 2022). An investment made technology to help reduce levels of paperwork, as well as training centres for employees, and increased wages had led to a decrease in turnover from 20% to 11% (Conboye et al., 2022). This shows that there are ways for organisations to identify that there is an issue with their employee satisfaction and create solutions to resolve these. 
It has been found that using flexibility as a tool to attract younger employees or keep older workers can be a factor in determining whether employees remain within an organisation as this is now a sought-after factor when looking for employment (Maude, 2017). However, creating working arrangements can be difficult in some work environments such as retail as there needs to be a full range of flexibility due to the nature of work. Research found that a number of employees working in the retail sector in the UK felt that flexible working was not available to them due to the industry they work in (Howlett, 2019). There is a demand for greater flexibility in retail roles, this could help with recruitment and retention as the pool of candidates would become wider, allowing more roles to be filled. 
Popli and Rizvi (2016) found that employee engagement can be impacted by the HR practices and role of leadership that is used within the workplace. If there is a lack of engagement amongst employees, this can be changed by the behaviour of the management teams and how they choose to approach these issues. Schaufeli (2021) says that leaders who facilitate and strengthen employees by creating more enriching job roles can improve engagement within their employees, and can be seen within the self-determination theory. 
Research methodology
The research method chosen for this project was a questionnaire as it would provide quantitative data that could be easily transferred and analysed (Ponto, 2015). As the main aim of the research was to discover how employees felt about issues within the organisation, it was important that these could be looked at through a number of employees. Therefore, an online questionnaire was the best choice as it can reach a larger audience it can be accessed at any time with anonymity (Jones et al., 2008).
This method was more beneficial for the research project than other methods such as conducting interviews with the employees. Although this method could provide more in-depth qualitative data, it would be a time-consuming process and would remove the element of anonymity from those being interviewed (Alshenqeeti, 2014). 
The same can be applied to focus groups, although these are effective within some organisations to gain a better insight, it was felt that bringing the employees into a group may have limitations. These can include that fact that the responses from respondents are not independent and could impact how biased results are if one participant is more opinionated than others (Stewart and Shamdasani, 2015). 
The research was collected by using Google Surveys to create an easy to access and complete questionnaire that could be completed by employees of the store, a copy of this can be found within the appendix under 1.1. The use of an online questionnaire is more beneficial than a paper version as it allows participants to only select one response for example, if only one is needed, unlike a paper version whereby multiple responses could be chosen and cause corruption to the data collection (Ebert et al., 2018). Those selected to complete the questionnaire were all level one employees of the store as it is them who the identified issues are impacting. 
To ensure reliability and validity, all responses from the questionnaires completed were included in the data analysis that took place. This was to ensure that not one particular outcome was pushed for and to remove any bias. This produces a more accurate portrayal of the views given by participants, as negative and non-responses are still important in the data analysis of the research undertaken (Story and Tait, 2019). The questions created for the questionnaire were also relevant to the research topic. 
Findings
The research that has been undertaken through the questionnaire distributed to the employees of the store has generated four clear views from the participants. The response rate was 89%, with 40 of the 45 employees providing a response, generating a strong case for the views that are currently held by the employees.
The first of the findings shows the response to the question: 
1. Are you currently satisfied with your job role?

This question was asked due to the issues with retention that are being seen within the store, it is to build a picture of what is causing employees to leave. The research found that 30% of the employees that provided a response are not satisfied with their job role at present. The implication of this is that lack of job satisfaction is a motivator behind employees leaving an organisation. As a result of this finding, the data can be related to Herzberg’s Motivator-Hygiene Theory, which states that motivating factors of an employee need to be met for an employee to be satisfied with their job (Dugguh and Ayaga, 2014). Therefore, the findings of this question could indicate that these motivational factors of some employees are not being met by the organisation, having a negative impact on their current work experience. As a result, this would lead to a lack of engagement from these employees and the potential to find a more fulfilling role elsewhere, reflecting the current turnover figures that are seen in this store.
The second part of the findings shows the response to the question:
2. Do you think that you will remain in your current role for the next year?

The reason for this question was to discover how many employees were thinking about potentially leaving the organisation. This is because there is a high number of short-term leavers seen within the retention figures of the store. Overall, it was found that 57% of the employees were likely to remain in their roles, which is positive as there are a number of longer-term members within this branch. However, 43% did respond that they are unlikely to remain within the organisation for the next year. The impact of this is that it will push up the percentage of turnover for the store and cause more time again spent on recruitment. On the other hand, the demographic of the store does include college and university students which may reflect part of the reasoning behind wanting to leave. The use of younger workers on temporary contracts to help fill positions may outweigh the benefits of their use if these employees do not stay with the organisation for long, impacting turnover further (Tealdi, 2019).
The number of employees leaving retail can be seen as a part of the ‘great resignation,’ whilst retail turnover figures have always been higher than other industries, it is more so noticeable now than in previous years (Petro, 2021). As a result of this, it can have a negative impact on the image of the organisation if they are seen to be constantly advertising vacancies, creating greater difficulty to recruit in an already difficult environment. Therefore, it is beneficial to address the reasoning behind the responses provided by the employees who participated in the research to generate a solution that can mitigate these issues. 
The third main point from the research findings is a response to the question:
3. Do you find the induction process used at Wilko effective?


The induction process is an important part of joining an organisation as it is where new employees gain the essential information that they will need within their first few days of their new role. It was important to generate an idea around how the employees felt about the induction process as this can have an impact on whether an employee remains at a job or not (CIPD, 2022). An induction is also valuable to an organisation as it can also reflect the culture, values and procedures of the workplace which can help with employee engagement (O’Neill, 2018), another important part of the business case that has been identified.
The research found that 38% of employees at this store did not find the induction effective when they first started. The impact of this is that the employee may not fully understand what their role is and the responsibilities that they have. It can lead to uncertainty and therefore should be a matter of concern for the organisation that needs to be improved. 
The last finding of significant value is a response to the question: 
4. [bookmark: _Hlk116064028]Do you feel that there are opportunities to progress within Wilko?


From this finding, the majority of the employees who participated in the research felt that there are some opportunities to progress their careers available to them. This is a positive factor for the organisation as there is some awareness about what options are available, however these might not be fully evident. The research made clear that 20% of employees that responded felt as though there are no opportunities to progress available to them. This would be a concern for the management team as it is reasons such as these that can cause employees to look for opportunities elsewhere. 
If employees feel that there is a lack of opportunities available, it can have a negative impact on their engagement and commitment to the organisation, making it key that managers act to make these opportunities known (Cox, 2021).
These research findings can be used to create recommendations moving forward that the organisation can use to help address the issues within the store surrounding the retention issues and lack of employee engagement. 
Conclusion
To conclude, this report has been to examine the research that has taken place around the business case identified. It has considered previous research around the reasons for employee engagement and retention issues. The CIPD (2021) acknowledge that it is important for an organisation to understand what its turnover figure is to address any retention issues that can be identified from this. Additionally, Maude (2017) recognises that using tools such as flexibility can help organisations in their employee retention, however this is not always an option in retail due to the need to cover a number of required days worked and shift patterns. 
Using a questionnaire as a research method was convenient for the organisation type as it allowed employees to complete it in their own time and was not a complicated exercise. However, it may not have generated as in-depth responses as some other methods such as focus groups and interviews due to there being no free written options on the form. 
The overall findings of the primary research found that there is some dissatisfaction amongst the employees who did participate. It has identified issues surrounding wanting to leave the current job role, ineffective inductions, and lack of opportunities presented. The research around the induction process would also like to gain further detail around what parts specifically need improvement as greater depth into this could help job satisfaction and retention at the beginning of the employee’s career. As a result, further recommendations can be made to aid the organisation address these findings.
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The above shows the questionnaire that was used to collect primary research for the project.


induction process 


Effective	Not Effective	25	15	

Job Satisfaction

Yes 	No 	28	12	


progression opportunities

There are opportunities	There are some opportunities	There are no opportunities	8	22	10	


Job Satisfaction


Yes 	No 	28	12	


Liklihood to remain in role within the next year


Remain in role	Seek a new role	23	17	

induction process 


Effective	Not Effective	25	15	

Progression opportunities

There are opportunities	There are some opportunities	There are no opportunities	8	22	10	


Liklihood to remain in role within the next year


Remain in role	Seek a new role	23	17	




image3.png
Library and Learning Resources | X #= Untitled form - Google Forms X i Wilko Employee Questionnaire X =p

c & docs.google.com

Wilko Employee Questionnaire

A short questionnaire about the workplace
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How long have you worked in Wilko?

O Less than 1 year
O Less than 3 years
O Less than 3-10

O 10+ years

Are you currently satisfied with your job role?

O Yes
O No

Do you think that you will remain in your current role for the next year?

[ ] (O Remain
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Do you think that you will remain in your current role for the next year?

O Remain
O Leave

Do you find the induction process used at Wilko effective?

O Effective

O Not effective

Do you feel that there are opportunities to progress within Wilko?
O There are opportunities

O There are some opportunities

O There are no opportunities
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Research aims and objectives

Evaluate the experiences of employees who have been
working within stores for less than 1 year to generate an
indication of what is making them stay at the organisation/
what is making them search for alternative employment.
Analyse the way that Wilko tries to retain their employees
after the initial 12-week probationary period ends.

Research methodology

A questionnaire distributed through the store internally via
an online link or paper copies will be available with a box to
drop them into to keep identity anonymous. This method of
primary research allows a range of responses to be given and
can record the characteristics of a larger population of
participants (Ponto, 2015).

Participants chosen

Team members of the store selected for the research project
were asked to participate in the research as retention does
concern all of them. This creates a broader insight into all
employees of the store. The responses from all employees
are of interest to the research.

Reliability, validity & limitations

All responses were included within the research as to not
push for one outcome in particular, triangulation was also
used. The validity of the research comes from the questions
being asked remaining relevant to the topic of research.
However, not all participants that could have provided a
response did. Those that did may have not responded in a
way that reflected their true thoughts and feelings.

Data analysis

The data was analysed using Excel to breakdown the
responses to allow to them to be presented in different
formats such a bar graphs and pie charts. This was to make
the data easier to understand and be interpreted.





