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Abstract
The increasing use of agency workers has become an important feature of the UK labour market, providing organisations with greater workforce flexibility to respond to changing business demands. Despite these advantages, agency workers often experience behavioural challenges that can negatively influence employee engagement, organisational commitment and workplace performance. This dissertation investigates these behavioural challenges and evaluates the Human Resource Management (HRM) strategies that can improve behavioural outcomes for agency workers in UK organisations.

The study aimed to identify the key behavioural challenges experienced by agency workers, examine the factors influencing employee engagement and organisational commitment, and evaluate HR strategies that support improved workplace performance. An interpretivist research philosophy and an inductive approach were adopted, supported by a qualitative methodology based on secondary data. Academic journal articles, books and reputable reports were systematically reviewed, and thematic analysis was used to identify recurring patterns and themes within the existing literature. The findings identified three key themes. Firstly, organisational support was found to have a significant influence on employee engagement, with agency workers often experiencing lower motivation due to limited communication, inclusion and access to organisational resources. Secondly, perceptions of fairness and fulfilment of the psychological contract were shown to influence organisational commitment, as unequal treatment may reduce trust and workplace attachment. Finally, inclusive HR practices, including effective onboarding, training opportunities, recognition and supportive management, were found to improve employee engagement, commitment and workplace performance. The study concludes that behavioural challenges among agency workers are influenced more by organisational management practices than by temporary employment itself. Organisations that implement inclusive HR strategies are better positioned to improve engagement, organisational commitment and workplace performance. The research contributes to existing HRM knowledge while providing practical recommendations for organisations seeking to manage agency workers more effectively within the UK labour market.
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[bookmark: _Toc235448016]Chapter 1: Introduction
[bookmark: _Toc235448017]1.1 Background
Agency work has become an increasingly important feature of the UK labour market as organisations seek greater flexibility to respond to economic uncertainty, labour shortages and fluctuating customer demand. Many organisations in sectors such as healthcare, manufacturing, retail and logistics rely on agency workers to meet short-term staffing requirements while reducing recruitment costs and increasing operational efficiency. Although agency work offers employers flexibility and provides employment opportunities for workers, it also creates several Human Resource Management (HRM) challenges, particularly in relation to employee engagement, organisational commitment and workplace performance (Biggs and Swailes, 2006).
Unlike permanent employees, agency workers are employed by a recruitment agency but carry out their work within a host organisation. This triangular employment relationship can create uncertainty regarding organisational identity, communication and access to workplace support (Galais and Moser, 2009). As a result, agency workers may experience lower levels of organisational commitment, reduced motivation and weaker integration into organisational culture. These behavioural challenges may negatively affect individual performance, teamwork and organisational effectiveness.
Previous research suggests that employees who feel valued and supported by their organisation are more likely to demonstrate positive workplace behaviours, including higher levels of engagement, commitment and discretionary effort (Cropanzano and Mitchell, 2005). However, agency workers often receive fewer opportunities for training, recognition and career development than permanent employees, which may reduce their sense of belonging and willingness to contribute beyond their contractual responsibilities. Consequently, understanding the behavioural experiences of agency workers has become increasingly important for organisations seeking to improve workforce performance and employee retention.
[bookmark: _Toc235448018]1.2 Research Problem
The use of agency workers has continued to increase across UK organisations; however, many employers experience difficulties managing the behavioural challenges associated with temporary employment. Research has shown that agency workers are more likely to experience lower organisational commitment and engagement because they often receive less organisational support and have fewer opportunities to participate in organisational activities (Biggs and Swailes, 2006). Such experiences may result in lower workplace performance, higher turnover intentions and reduced organisational citizenship behaviours.
Although previous studies have explored temporary employment and organisational commitment, there is limited research examining how Human Resource Management practices can address these behavioural challenges within UK organisations. This study therefore seeks to explore the relationship between HR strategies and behavioural outcomes among agency workers, with the aim of identifying approaches that improve engagement, commitment and workplace performance.
[bookmark: _Toc235448019]1.3 Research Aim
To evaluate the behavioural challenges experienced by agency workers and assess the effectiveness of Human Resource Management strategies in improving employee engagement, organisational commitment and workplace performance within UK organisations.
[bookmark: _Toc235448020]1.4 Research Objectives
The objectives of this study are:
1. To identify the behavioural challenges experienced by agency workers in UK organisations.
2. To examine the relationship between HR strategies, employee engagement and organisational commitment among agency workers.
3. To evaluate the effectiveness of HR practices in improving workplace performance among agency workers.
[bookmark: _Toc235448021]1.5 Research Questions
The study seeks to answer the following research questions:
1. What behavioural challenges are commonly experienced by agency workers in UK organisations?
2. How do HR strategies influence employee engagement and organisational commitment among agency workers?
3. How can organisations improve workplace performance through more effective management of agency workers?
[bookmark: _Toc235448022]1.6 Significance of the Study
Theoretical contributions
This study contributes to existing HRM literature by improving understanding of the behavioural challenges experienced by agency workers within UK organisations. By examining employee engagement, organisational commitment and workplace performance through the perspectives of Social Exchange Theory and Psychological Contract Theory, the research extends current knowledge regarding employee behaviour within flexible employment relationships (Cropanzano and Mitchell, 2005).
Practical contributions
The findings of this study will provide practical recommendations for HR managers and organisations employing agency workers. A greater understanding of the behavioural challenges experienced by agency workers may help organisations develop more effective HR practices relating to communication, inclusion and organisational support. Improving these practices may increase employee engagement, strengthen organisational commitment and contribute to improved workplace performance (Galais and Moser, 2009).
[bookmark: _Toc235448023]1.7 Chapter summary
This chapter has introduced the research by outlining the increasing importance of agency workers within UK organisations and highlighting the behavioural challenges associated with temporary employment. It has identified the research problem, presented the research aim, objectives and research questions, and explained the theoretical and practical significance of the study. The next chapter critically reviews the existing literature on agency work, employee behaviour and Human Resource Management strategies to establish the theoretical foundation for the research and identify the existing research gap.
[bookmark: _Toc235448024]Chapter 2: Literature Review
[bookmark: _Toc235448025]2.1 Introduction
This chapter critically reviews the literature relating to the behavioural challenges experienced by agency workers and the Human Resource Management (HRM) strategies used to improve employee engagement, organisational commitment and workplace performance. The review examines the growth of agency work within the UK, explores the behavioural issues associated with temporary employment and evaluates key theories that explain employee behaviour. It also considers the role of HR practices in addressing these challenges before identifying the research gap that justifies the current study.
[bookmark: _Toc235448026]2.2 Agency Work and Behavioural Challenges
Agency work has become an increasingly common employment arrangement within the UK labour market as organisations seek flexibility to respond to economic uncertainty, labour shortages and seasonal fluctuations. Recruitment agencies enable organisations to recruit employees quickly while reducing long-term employment commitments. Although this provides operational advantages for employers, research suggests that temporary employment can create behavioural challenges that affect both employees and organisational performance (Kalleberg, 2018).
Unlike permanent employees, agency workers are employed by a recruitment agency while working under the supervision of a host organisation. This triangular employment relationship often creates uncertainty regarding organisational identity, responsibilities and career progression (Connelly and Gallagher, 2004). As a result, agency workers may experience weaker organisational attachment and lower levels of engagement than permanent employees.
Biggs and Swailes (2006) found that agency workers generally reported lower organisational commitment and job satisfaction than permanent staff. The authors argue that temporary workers often receive less organisational support, have fewer opportunities for training and development and are less integrated into organisational culture. These factors may reduce employees' willingness to contribute beyond their contractual duties.
However, employment status alone does not necessarily determine behavioural outcomes. Chambel, Castanheira and Sobral (2016) suggest that supportive HR practices can significantly improve temporary workers' attitudes and behaviours. Their findings indicate that organisations providing effective communication, training opportunities and supportive management often experience higher levels of commitment and job satisfaction among agency workers. This demonstrates that organisational practices can influence employee behaviour regardless of contract type.
Similarly, Galais and Moser (2009) argue that agency workers' organisational commitment is closely linked to perceptions of well-being and organisational support. Workers who believe they are treated fairly and included within the organisation are more likely to demonstrate positive workplace behaviours. These findings suggest that behavioural challenges arise not only from temporary employment but also from how agency workers are managed by host organisations.
[bookmark: _Toc235448027]2.3 Employee Engagement, Organisational Commitment and Workplace Performance
Employee engagement has become a central concept within HRM because it is associated with higher productivity, motivation and organisational performance. Kahn (1990) describes engagement as the extent to which employees invest themselves physically, cognitively and emotionally in their work roles. Engaged employees are generally more motivated, committed and willing to contribute to organisational success.
Agency workers may experience lower engagement because they are frequently excluded from organisational activities, communication and development opportunities. Biggs and Swailes (2006) argue that limited organisational inclusion reduces employees' sense of belonging, making it more difficult to develop strong organisational commitment. This may ultimately influence workplace performance through lower motivation and reduced discretionary effort.
Organisational commitment refers to the psychological attachment employees develop towards their organisation (Meyer and Allen, 1991). Employees with high organisational commitment are more likely to remain with their employer, demonstrate loyalty and contribute positively to organisational objectives. However, agency workers may experience divided commitment because they often identify with both the recruitment agency and the host organisation (Chambel, Castanheira and Sobral, 2016). This dual commitment may reduce their emotional attachment to either organisation and limit long-term engagement.
Employee performance is also influenced by organisational support and perceptions of fairness. Guest (2017) argues that employees who perceive supportive HR practices are more likely to demonstrate positive workplace behaviours, regardless of employment status. Consequently, organisations that invest in inclusive HR practices may reduce behavioural differences between agency and permanent employees.
Nevertheless, some researchers argue that organisations often prioritise operational flexibility over employee development when managing agency workers (Kalleberg, 2018). This approach may reduce costs in the short term but contribute to lower employee motivation, increased turnover and reduced organisational effectiveness over time. Therefore, balancing organisational flexibility with effective people management remains an important challenge for HR professionals.
[bookmark: _Toc235448028]2.4 Theoretical Perspectives
Several theories help explain why agency workers may demonstrate different behavioural outcomes from permanent employees.
Social Exchange Theory proposes that employment relationships are based on reciprocal exchanges between employers and employees (Cropanzano and Mitchell, 2005). Employees who perceive organisational support, trust and recognition are more likely to respond with positive attitudes, commitment and higher performance. Conversely, where organisational support is limited, employees may reduce their effort and engagement. This theory is particularly relevant to agency workers because they often receive fewer organisational resources than permanent staff.
Psychological Contract Theory provides another explanation for employee behaviour. Rousseau (1995) argues that employees develop unwritten expectations regarding fairness, respect and organisational support. When these expectations are fulfilled, employees are more likely to remain committed and engaged. However, when expectations are not met, psychological contract breaches may occur, resulting in reduced trust, dissatisfaction and withdrawal behaviours. Agency workers may be particularly vulnerable to such breaches because they frequently experience uncertainty regarding their role, career prospects and organisational status.
Equity Theory also contributes to understanding behavioural differences. Adams (1965) suggests that employees compare the rewards they receive with those of other employees performing similar work. Agency workers often receive lower pay, fewer benefits and limited career opportunities compared with permanent employees despite undertaking similar responsibilities. Such perceived inequalities may reduce motivation, commitment and workplace performance.
Although each theory explains different aspects of employee behaviour, together they provide a comprehensive framework for understanding the experiences of agency workers. Social Exchange Theory emphasises organisational support, Psychological Contract Theory focuses on employee expectations and Equity Theory highlights perceptions of fairness. Collectively, these theories demonstrate that behavioural outcomes are influenced not only by employment status but also by the quality of HR practices implemented by organisations.
[bookmark: _Toc235448029]2.5 Human Resource Management Strategies
Human Resource Management plays an important role in improving employee engagement and organisational commitment. Research increasingly suggests that inclusive HR practices can reduce many of the behavioural challenges experienced by agency workers.
Effective onboarding is considered one of the most important HR strategies because it enables agency workers to understand organisational expectations and become integrated into workplace culture. Employees who receive appropriate induction and organisational support are more likely to develop positive attitudes towards their work (Guest, 2017).
Communication also represents an important aspect of employee engagement. Transparent communication regarding organisational objectives, performance expectations and available support can strengthen trust between employees and management. Similarly, access to training and development opportunities demonstrates organisational investment in employees, increasing motivation and commitment (Chambel, Castanheira and Sobral, 2016).
Recognition and fair treatment are equally important. Employees who perceive equality in rewards, opportunities and respect are more likely to demonstrate positive workplace behaviours. Organisations that include agency workers in team meetings, recognition schemes and development activities may therefore improve organisational commitment and workplace performance.
However, implementing these strategies requires organisations to balance flexibility with employee well-being. While temporary employment provides operational benefits, failure to invest in agency workers may create hidden costs through lower productivity, reduced engagement and increased staff turnover. Consequently, HR professionals must adopt more inclusive management practices that recognise agency workers as valuable contributors to organisational success.
[bookmark: _Toc235448030]2.6 Research Gap
Existing research has established that agency workers generally experience lower organisational commitment and engagement than permanent employees (Biggs and Swailes, 2006; Galais and Moser, 2009). Previous studies have also demonstrated the importance of organisational support, fairness and employee well-being in influencing workplace behaviour (Cropanzano and Mitchell, 2005; Rousseau, 1995). However, much of the literature compares agency workers with permanent employees rather than examining how specific HR strategies can improve behavioural outcomes among agency workers within UK organisations.
Furthermore, relatively few studies have synthesised the behavioural challenges experienced by agency workers using multiple theoretical perspectives while considering practical HR interventions. Therefore, this study seeks to address this gap by exploring the behavioural challenges faced by agency workers and evaluating HR strategies that may improve employee engagement, organisational commitment and workplace performance within UK organisations.
[bookmark: _Toc235448031]2.7 Chapter summary
This chapter has reviewed the literature relating to agency work, employee engagement, organisational commitment and workplace performance. It has demonstrated that agency workers often experience lower organisational commitment because of reduced organisational support, perceived inequality and weaker organisational attachment. The chapter also examined Social Exchange Theory, Psychological Contract Theory and Equity Theory as complementary explanations of employee behaviour. Finally, it identified a gap within the literature concerning the effectiveness of HR strategies for improving behavioural outcomes among agency workers in UK organisations. The following chapter outlines the research methodology adopted to investigate this issue.
[bookmark: _Toc235448032]Chapter 3: Research Methods and Methodology
[bookmark: _Toc235448033]3.1 Introduction
This chapter outlines the methodology adopted to investigate the behavioural challenges experienced by agency workers and the Human Resource Management (HRM) strategies that improve employee engagement, organisational commitment and workplace performance within UK organisations. It explains the research philosophy, research approach, research strategy, data collection and analysis techniques, and ethical considerations. The chapter also provides justification for each methodological choice, demonstrating how they support the research aim and objectives.
[bookmark: _Toc235448034]3.2 Philosophical position of the research
Research philosophy refers to the assumptions that guide how knowledge is generated and interpreted throughout a study (Saunders, Lewis and Thornhill, 2023). This research adopts an interpretivist philosophy, which assumes that social reality is shaped by individual experiences, perceptions and interactions rather than existing as a single objective truth.
Interpretivism is appropriate because this study seeks to understand behavioural challenges experienced by agency workers through existing academic literature. Employee engagement, organisational commitment and workplace behaviour are influenced by organisational culture, leadership and interpersonal relationships, making them socially constructed phenomena. Rather than measuring these behaviours statistically, this research aims to interpret how previous researchers have explained the experiences of agency workers and the effectiveness of HR practices. Consequently, interpretivism provides a suitable philosophical foundation for exploring complex workplace behaviours.
[bookmark: _Toc235448035]3.3 Research Paradigm 
A research paradigm represents the overall worldview that influences how research is conducted (Bryman and Bell, 2022). This study is positioned within the interpretivist paradigm, which recognises that social phenomena can be understood through the meanings individuals assign to their experiences.
The interpretivist paradigm is commonly used in Human Resource Management research because it enables researchers to explore employee attitudes, behaviours and workplace experiences in depth. Since this study examines behavioural challenges through published academic research rather than numerical data, the paradigm supports a qualitative interpretation of the literature. It also aligns with the theoretical perspectives discussed in Chapter 2, particularly Social Exchange Theory and Psychological Contract Theory, which emphasise employees' perceptions of organisational support, fairness and workplace relationships.
[bookmark: _Toc235448036]3.4 Research Approach
This research adopts an inductive approach. Inductive research begins with observations and evidence before developing broader conclusions and interpretations (Saunders, Lewis and Thornhill, 2023). Rather than testing predetermined hypotheses, the researcher identifies patterns and themes emerging from the literature.
An inductive approach is appropriate because the study seeks to understand behavioural challenges experienced by agency workers by reviewing existing academic research. Although theories such as Social Exchange Theory, Psychological Contract Theory and Equity Theory provide the conceptual framework for interpreting the findings, they are not statistically tested. Instead, they are used to explain the themes identified through the literature review. This allows the research to produce a richer understanding of how HR strategies influence employee engagement, organisational commitment and workplace performance.
A qualitative methodology has been adopted for this study. Qualitative research focuses on understanding meanings, experiences and behaviours rather than measuring relationships through numerical data (Creswell and Poth, 2018). This methodology is appropriate because the research explores behavioural issues that are influenced by organisational practices and employee perceptions.
The study relies entirely on secondary qualitative data, including peer-reviewed journal articles, academic books and reputable reports. Using secondary data enables the researcher to examine a wide range of published evidence relating to agency workers across different organisational settings. This approach is particularly suitable because it allows behavioural themes to be explored in depth while remaining achievable within the scope of an undergraduate dissertation.
[bookmark: _Toc235448037]3.6 Research Strategy and Design
The research adopts a qualitative secondary research strategy using a structured review of existing literature. Secondary research involves analysing data that have already been collected and published by other researchers (Bryman and Bell, 2022). This strategy is appropriate because extensive academic research already exists on agency work, employee engagement, organisational commitment and Human Resource Management practices.
The research design is exploratory, allowing the study to investigate behavioural challenges and identify HR strategies that may improve organisational outcomes. Unlike primary research, which requires interviews or questionnaires, secondary research enables findings from multiple studies to be compared and synthesised. This strengthens the overall understanding of the research problem while making effective use of existing academic knowledge.
[bookmark: _Toc235448038]3.7 Research Sample and Population
As this study uses secondary data, the concepts of population and sample relate to the literature rather than human participants. The population consisted of published academic research relating to agency workers, employee engagement, organisational commitment, workplace performance and Human Resource Management.
A purposive sampling strategy was used to select literature directly relevant to the research aim and objectives. The review primarily included peer-reviewed journal articles published in recognised academic journals, together with academic books and reputable reports. Searches were undertaken using databases including Google Scholar, Emerald Insight, ScienceDirect and the university's online library.
Key search terms included agency workers, temporary employment, employee engagement, organisational commitment, Human Resource Management, psychological contract and workplace performance. Preference was given to recent publications to ensure the findings reflected current HR practices, although seminal studies were retained where they provided important theoretical foundations.
[bookmark: _Toc235448039]3.8 Data Collection and Data Analysis Techniques
Data were collected through a systematic search of academic literature using electronic databases. Only relevant, credible and peer-reviewed sources were selected to ensure the quality of the evidence reviewed. Information from the selected literature was organised according to the study's research objectives before analysis.
The data were analysed using thematic analysis, following the six-stage framework developed by Braun and Clarke (2006). The process began with familiarisation through repeated reading of the selected literature. Key ideas were then coded before being grouped into broader themes. These themes were reviewed, refined and interpreted in relation to the theoretical framework established in Chapter 2.
Thematic analysis was selected because it provides a flexible and systematic method for identifying recurring patterns within qualitative data. Through this process, three principal themes emerged: organisational support and employee engagement, psychological contract and organisational commitment, and fairness, inclusion and workplace performance. These themes formed the basis of the findings presented in Chapter 4.
[bookmark: _Toc235448040]3.9 Ethical Considerations 
Although this study does not involve human participants, ethical considerations remain important. As the research is based solely on secondary data, issues relating to informed consent, anonymity and confidentiality do not arise. However, all sources have been accurately acknowledged using the Harvard referencing system to ensure academic integrity and avoid plagiarism.
Only credible academic sources have been included in the study, and findings have been presented objectively without misrepresenting the original authors' work. The research has also been conducted in accordance with the university's ethical guidelines and principles of good academic practice (Saunders, Lewis and Thornhill, 2023).
As this study uses qualitative secondary data, traditional measures of validity and reliability associated with quantitative research are less applicable. Instead, the quality of the research is assessed through trustworthiness, including credibility, dependability and confirmability (Lincoln and Guba, 1985).
Credibility was strengthened through the use of peer-reviewed academic literature and established theoretical frameworks. The themes identified were supported by multiple studies, increasing confidence that the findings represent consistent patterns within the research area.
Dependability was supported through the systematic application of thematic analysis. The process followed Braun and Clarke’s (2006) six-stage approach, ensuring that themes were identified through a transparent and structured method rather than subjective interpretation.
Confirmability was addressed by linking findings directly to existing academic evidence and avoiding unsupported assumptions. Although secondary research depends on the quality of available literature, the use of multiple sources reduced the influence of individual researcher bias.
Overall, the findings provide a credible interpretation of behavioural challenges among agency workers and highlight HR strategies that may improve engagement, commitment and performance.

[bookmark: _Toc235448041]3.10 Chapter summary 
This chapter has explained and justified the methodology adopted for the study. An interpretivist philosophy, interpretivist paradigm, inductive approach and qualitative methodological stance were selected to support an in-depth exploration of behavioural challenges experienced by agency workers. A secondary research strategy using thematic analysis enabled existing academic literature to be systematically reviewed and interpreted. The chapter also outlined the literature selection process, data analysis techniques and ethical considerations. The following chapter presents and discusses the findings that emerged from the thematic analysis of the selected literature.
[bookmark: _Toc235448042]Chapter 4: Data Analysis and Discussion
[bookmark: _Toc235448043]4.1 Introduction
This chapter presents the analysis and discussion of findings generated from the secondary qualitative data reviewed in this study. As outlined in Chapter 3, the research adopted an interpretivist philosophy, an inductive approach and a qualitative secondary research design. The purpose of the analysis is to explore behavioural challenges experienced by agency workers and evaluate Human Resource Management (HRM) strategies that may improve employee engagement, organisational commitment and workplace performance within UK organisations.
The secondary data were analysed using thematic analysis, following the approach developed by Braun and Clarke (2006). This method enabled the identification of repeated patterns and concepts across existing academic literature. The analysis focused on understanding how agency workers experience organisational relationships, workplace inclusion and HR practices. Three key themes emerged from the analysis: (1) organisational support and employee engagement, (2) psychological contract, fairness and organisational commitment, and (3) inclusive HR strategies and workplace performance.
As this research is based on secondary data, the findings are presented through interpretation and comparison of existing academic studies rather than statistical analysis or participant responses. The chapter links the identified themes to the theoretical framework established in Chapter 2, particularly Social Exchange Theory, Psychological Contract Theory and Equity Theory.
[bookmark: _Toc235448044]4.2 Analysis and Discussion of Findings/Data
The analysis involved reviewing selected academic sources relating to agency workers, temporary employment, employee engagement, organisational commitment and HR practices. Relevant information was coded and grouped into broader themes based on similarities across the literature. Table 1 summarises the main themes identified and relevant research questions. 


Table 1: Summary of Themes Identified from Secondary Data Analysis
	Emerging Theme
	Key Findings from Literature
	Research questions:

	Organisational support and employee engagement
	Limited support, communication and workplace integration can reduce motivation and engagement among agency workers
	What behavioural challenges are commonly experienced by agency workers in UK organisations?

	Psychological contract, fairness and organisational commitment
	Perceived inequality and unmet expectations can weaken trust and organisational attachment
	How do HR strategies influence employee engagement and organisational commitment among agency workers?


	Inclusive HR strategies and workplace performance
	Training, recognition, communication and inclusion improve behavioural outcomes
	How can organisations improve workplace performance through more effective management of agency workers?



These themes demonstrate that agency worker behaviour is strongly influenced by the quality of organisational relationships rather than employment status alone. Although agency work provides flexibility for organisations, the literature highlights that inadequate HR practices can create behavioural challenges that negatively affect engagement, commitment and performance.
[bookmark: _Toc235448045]Theme 1: Organisational Support and Employee Engagement
The first theme identified from the analysis relates to organisational support and its influence on employee engagement. Employee engagement refers to the extent to which employees invest themselves emotionally, cognitively and physically into their work roles (Kahn, 1990). The literature indicates that agency workers often experience lower engagement levels because they may feel disconnected from the host organisation.
Biggs and Swailes (2006) found that agency workers frequently demonstrate weaker organisational attachment compared with permanent employees due to limited involvement in organisational activities and reduced access to development opportunities. This suggests that agency workers may experience a form of workplace exclusion, where they are physically present within the organisation but psychologically separated from the wider workforce.
These findings support Social Exchange Theory, which proposes that employees develop positive attitudes when they perceive that organisations provide support, fairness and recognition (Cropanzano and Mitchell, 2005). According to this perspective, employees respond to positive organisational treatment through increased commitment and discretionary effort. However, when agency workers perceive that they receive fewer benefits, less communication or limited recognition, the exchange relationship becomes weaker, potentially resulting in reduced engagement.
Galais and Moser (2009) further demonstrate that organisational support plays an important role in influencing the well-being and commitment of temporary agency workers. Their findings suggest that behavioural outcomes are not determined solely by temporary employment status but by how workers are treated within the organisation.
Therefore, the findings indicate that one of the main behavioural challenges affecting agency workers is a lack of organisational inclusion. Organisations that fail to integrate agency workers into workplace culture may experience reduced motivation, weaker teamwork and lower levels of organisational citizenship behaviour. This directly addresses the first research objective by identifying limited organisational support as a key factor influencing agency worker behaviour.
[bookmark: _Toc235448046]Theme 2: Psychological Contract, Fairness and Organisational Commitment
The second major theme identified relates to the psychological contract and its influence on organisational commitment. Organisational commitment represents the psychological connection employees develop with an organisation and their willingness to contribute towards organisational goals (Meyer and Allen, 1991).
The literature suggests that agency workers often experience lower organisational commitment because their employment relationship is more complex than that of permanent employees. Agency workers are employed by a recruitment agency while completing their duties within a host organisation, creating a dual relationship that may reduce their sense of belonging and long-term attachment.
Rousseau (1995) explains that employees develop psychological contracts based on expectations regarding fairness, respect, support and career opportunities. When these expectations are not fulfilled, employees may experience psychological contract breach, leading to reduced trust and negative workplace behaviours.
This issue is particularly relevant for agency workers because they may expect equal treatment but experience differences in access to training, organisational benefits and career progression. Such differences can influence how employees evaluate their relationship with the organisation.
The findings also connect with Equity Theory, which suggests that employees assess fairness by comparing their contributions and rewards with those of others (Adams, 1965). Agency workers performing similar tasks to permanent employees may perceive inequity if they receive fewer opportunities or recognition. These perceptions may reduce motivation and increase feelings of detachment from the organisation.
However, the analysis also identifies that low commitment among agency workers is not unavoidable. Chambel, Castanheira and Sobral (2016) found that supportive HR practices can improve commitment among temporary workers by strengthening relationships with supervisors and increasing access to organisational resources.
Consequently, the findings suggest that improving fairness and fulfilling psychological expectations are important strategies for increasing agency worker commitment. Organisations should recognise agency workers as contributors rather than temporary replacements, as this may encourage stronger emotional attachment and improved workplace behaviour.
[bookmark: _Toc235448047]Theme 3: Inclusive HR Strategies and Workplace Performance
The third theme identified concerns the role of HR strategies in improving agency worker behaviour and workplace performance. The literature indicates that although agency employment provides organisations with flexibility, effective HR management is required to ensure that temporary workers remain engaged and productive.
A significant finding is that inclusive HR practices can reduce behavioural challenges associated with agency work. These practices include effective onboarding, regular communication, access to training, recognition and supportive supervision. Guest (2017) argues that employee well-being and performance are strongly influenced by the quality of HR practices and management relationships.
The analysis indicates that agency workers are often excluded from formal HR processes because organisations may view them as short-term employees. However, this approach can create negative consequences by reducing motivation and limiting opportunities for skill development. Kalleberg (2018) highlights that organisations increasingly rely on flexible employment arrangements but must consider the impact of insecurity and limited organisational attachment on employee outcomes.
From a Social Exchange Theory perspective, investment in agency workers can encourage reciprocal positive behaviour. When organisations provide training, communication and recognition, agency workers are more likely to demonstrate commitment and contribute positively to organisational objectives.
The findings therefore suggest that HR strategies should focus on integration rather than separation between agency and permanent employees. Providing agency workers with access to organisational information, workplace support and development opportunities may improve engagement, commitment and performance.
This theme directly supports the third research objective by demonstrating that effective HR practices can address behavioural challenges and improve organisational outcomes.
[bookmark: _Toc235448048]4.3 Chapter summary 
This chapter analysed the findings from secondary qualitative data using thematic analysis. Three themes emerged: organisational support and employee engagement, psychological contract and organisational commitment, and inclusive HR strategies and workplace performance.
The findings demonstrate that agency workers often experience behavioural challenges due to limited organisational support, perceived inequality and weaker organisational identification. However, the analysis also shows that these challenges can be reduced through effective HR strategies focused on communication, inclusion, recognition and development opportunities.
The findings support the theoretical perspectives discussed in Chapter 2 and demonstrate that employee behaviour is shaped by organisational relationships and HR practices rather than employment status alone. The following chapter will provide conclusions, recommendations, limitations and suggestions for future research.
[bookmark: _Toc235448049]Chapter 5: Conclusions, Limitations and Recommendations
[bookmark: _Toc235448050]5.1 Introduction
This chapter concludes the research by summarising the key findings and outcomes of the study. The purpose of this dissertation was to investigate behavioural challenges experienced by agency workers and evaluate Human Resource Management (HRM) strategies that may improve employee engagement, organisational commitment and workplace performance within UK organisations. Based on the thematic analysis presented in Chapter 4, this chapter provides conclusions against the research objectives, discusses the research problem, identifies the original contribution of the study, acknowledges limitations and provides recommendations for future research and HR practice.
[bookmark: _Toc235448051]5.2 Conclusions 
The first research objective was to identify the key behavioural challenges experienced by agency workers. The findings demonstrate that agency workers commonly experience challenges relating to limited organisational support, weaker workplace integration, perceived inequality and reduced organisational identification. Although agency workers provide valuable flexibility for organisations, their temporary employment status can create barriers to engagement and commitment.
The second objective was to examine factors influencing employee engagement and organisational commitment among agency workers. The findings indicate that organisational relationships, communication, fairness and perceived support strongly influence behavioural outcomes. Consistent with Social Exchange Theory, employees are more likely to demonstrate positive attitudes when they believe organisations value and support them (Cropanzano and Mitchell, 2005). Conversely, limited support may result in reduced motivation and weaker organisational attachment.
The third objective was to evaluate HR strategies that can improve agency worker behaviour. The research found that inclusive HR practices, including effective onboarding, communication, recognition and access to development opportunities, can improve engagement and commitment. The findings suggest that organisations should focus on integrating agency workers into workplace culture rather than treating them solely as temporary labour resources.
Overall, the research objectives were achieved by identifying the behavioural challenges affecting agency workers and highlighting practical HR strategies that may improve workplace outcomes.
The research problem identified that many UK organisations rely heavily on agency workers but continue to experience difficulties managing their engagement, commitment and workplace behaviour. The findings confirm that these challenges are not necessarily caused by temporary employment itself, but by how agency workers are managed and included within organisations.
The research demonstrates that exclusion from organisational practices can create negative employee experiences. Psychological Contract Theory highlights that when employees perceive unmet expectations regarding fairness, support and recognition, trust and commitment may decline (Rousseau, 1995). Therefore, the central issue facing organisations is not the use of agency workers but the effectiveness of HR strategies used to manage this workforce group. The study concludes that organisations can improve agency worker outcomes by adopting more inclusive approaches that recognise agency workers as important contributors to organisational success.
[bookmark: _Toc235448052]5.4 Summary 
The research identified three main outcomes.
Firstly, organisational support is a significant factor influencing agency worker engagement. Workers who experience effective communication, recognition and inclusion are more likely to demonstrate positive workplace behaviours.
Secondly, perceptions of fairness and fulfilment of psychological expectations influence organisational commitment. Agency workers may become disengaged when they perceive unequal treatment compared with permanent employees.
Thirdly, HR strategies play an important role in improving behavioural outcomes. Inclusive practices such as training opportunities, supportive supervision and workplace integration can strengthen commitment and performance.
These findings demonstrate that effective HR management can reduce behavioural challenges associated with agency work and improve organisational effectiveness.
[bookmark: _Toc235448053]5.5 Research contributions
The contribution of this research is both practical and academic.
From a management perspective, the study provides practical insight into how organisations can improve the management of agency workers. It highlights the importance of inclusive HR practices and demonstrates that investment in temporary workers can contribute to improved engagement and performance.
From an academic perspective, the study contributes to HRM literature by bringing together existing research on agency work, employee behaviour and HR strategies. While previous studies have examined temporary employment relationships, this research focuses specifically on behavioural challenges and the practical role of HR interventions within UK organisational contexts.
The research also provides a foundation for future scholars investigating flexible employment arrangements and employee experiences.
[bookmark: _Toc235448054]5.6 Limitations 
The main limitation of this study is that it relied entirely on secondary data. While this allowed analysis of a broad range of academic evidence, the researcher was unable to collect direct experiences from agency workers or HR professionals. Therefore, the findings may not fully represent current workplace experiences across all UK industries.
A further limitation is that existing literature may vary in terms of research methods, organisational contexts and participant groups. This may influence the comparability of findings. Additionally, because the study focused mainly on UK organisations, the findings may not be fully transferable to other national contexts with different employment regulations and labour markets.
Despite these limitations, the use of established academic sources provided a reliable foundation for exploring the research problem.
[bookmark: _Toc235448055]5.7 Recommendations for Future Research
Based on the findings, several recommendations can be made.
Firstly, organisations should develop more inclusive HR practices for agency workers. This should include improved onboarding, access to relevant training and greater involvement in organisational communication.
Secondly, managers should focus on building positive workplace relationships with agency workers. Supportive leadership can strengthen trust, engagement and commitment.
Thirdly, organisations should regularly evaluate the experiences of agency workers to identify areas where improvements are required.
Future research could address the limitations of this study by conducting primary research involving agency workers and HR professionals. Interviews or surveys could provide deeper insight into individual experiences and allow comparison between different industries. Further research could also examine differences between sectors, such as healthcare, manufacturing and retail, where agency employment is particularly common.
[bookmark: _Toc235448056]5.8 Chapter summary 
This chapter has concluded the research by reviewing the findings, addressing the research objectives and explaining the contribution of the study. The research demonstrates that behavioural challenges among agency workers are strongly influenced by organisational support, fairness and HR practices. Although agency employment provides flexibility, organisations must adopt inclusive approaches to improve engagement, commitment and performance. The chapter has also identified limitations and suggested future research opportunities to further develop understanding of agency worker experiences.
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[bookmark: _Toc235448058]Glossary
	Term
	Definition

	Agency Worker
	An individual employed by a recruitment or employment agency who is assigned to work temporarily for a host organisation.

	Behavioural Challenges
	Workplace behaviours or attitudes that may negatively affect employee engagement, commitment, motivation or performance, such as disengagement, low morale or reduced organisational commitment.

	Employee Engagement
	The level of emotional, cognitive and behavioural commitment an employee demonstrates towards their work and organisation. Engaged employees are generally more motivated, productive and committed to organisational goals.

	Equity Theory
	A motivational theory developed by Adams (1965) which suggests that employees compare their contributions and rewards with those of others and respond to perceived fairness or unfairness in the workplace.

	Host Organisation
	The organisation in which an agency worker carries out their duties while remaining employed by a recruitment agency.

	Human Resource Management (HRM)
	The strategic management of people within an organisation, including recruitment, training, employee development, performance management and employee relations, to achieve organisational objectives.

	Inductive Research Approach
	A research approach that develops conclusions and themes from the analysis of existing evidence rather than testing predetermined hypotheses.

	Interpretivism
	A research philosophy that seeks to understand human experiences, behaviours and social interactions by interpreting the meanings individuals attach to them.

	Organisational Commitment
	The psychological attachment and loyalty an employee has towards an organisation, influencing their willingness to remain with and contribute to its success.

	Organisational Citizenship Behaviour (OCB)
	Voluntary behaviours performed by employees that go beyond their formal job requirements and contribute positively to organisational effectiveness.

	Psychological Contract
	The unwritten expectations and perceived obligations between an employee and an employer regarding fairness, trust, support and mutual commitment (Rousseau, 1995).

	Psychological Contract Breach
	A situation where employees believe that an organisation has failed to fulfil its promised or expected obligations, often resulting in reduced trust, motivation and commitment.

	Qualitative Research
	A research methodology that explores people's experiences, perceptions and behaviours using non-numerical data to gain in-depth understanding.

	Secondary Data
	Data that have already been collected and published by other researchers, including academic journal articles, books, government publications and organisational reports.

	Social Exchange Theory
	A theory explaining that workplace relationships are based on reciprocal exchanges, where employees respond positively when they perceive support, fairness and investment from their employer (Cropanzano and Mitchell, 2005).

	Thematic Analysis
	A qualitative data analysis method used to identify, organise and interpret recurring patterns or themes within a dataset (Braun and Clarke, 2006).

	Workplace Performance
	The effectiveness with which employees complete their roles and contribute towards achieving organisational goals through productivity, quality of work and positive workplace behaviours.
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