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Abstract:
This is a study that is conducted on 14 employees of retail industry in the region of Wales in the UK. Through literature review it was discovered that, it is important to find out job demands and job pressures on these employees when they work to understand how developing is getting affected and how the performance is getting influenced by this factor.
In order to understand the elements which, play role in the wellbeing of a person, this study focuses on finding the factors which influence the wellbeing of a person and then divide those into chop resources and job demands to come to the conclusion whether they are helping in improving the performance of an employee or they are reducing their performance at work.
To attain the above stated goals, the thematic method of research has been adopted as it helped in establishing the themes out of the data collected during the research. Helped in understanding the complex issue of wellbeing, its causes and its impact on performance.
It has been discovered via this study that there are mainly four influencers of wellbeing of retail employees, management, their personality, customers and the work ambience.
In this study it has been found out that job resources are the dominating factor among retail employees in Wales which indicates positive mindset and more work support available to them, despite the initial under reporting of shoplifting. During the study it has been concluded that, that has been a lot of incidents of root customers faced by retail employees on day-to-day basis, but they are not serious in nature. 
The recommendations in the study are based upon the suggestions received by participants combined with the conclusion reached during the study.
Most of the recommendations target management, as it is one of the dominant findings of this study in regards to the influencers on Retail employees in Wales.




A



Introduction:

Background and Context: In the Wales region of the UK the retail business contributes to 5.7% of the entire economy, making it one of the main sectors generating income in the region and providing employment to 139,000 locals, based on gov.wales and Retail Action Plan (2023). Owing to these facts, the Welsh Government always takes measures in support of the retail sector in the region. This made the retail sector of Wales the focal point of research.
HSE Wales (2025) points out that the Health and Safety Executive (HSE) is the responsible body for making, reviewing, maintaining, and enforcing policies related to employee health, welfare, and safety in any commercial working environment in the UK. According to the Health and Safety Executive (2019), the retail health and safety policy in the UK for retail businesses comprises several precautions, such as identifying workplace health and safety risks, communicating them to employees, training them, making provisions for safeguarding against those risks, providing basic hygiene and first aid facilities at the workplace for workers, and appointing a person trained to handle emergency situations at work. This is the biggest part of workplace wellbeing. This study enquires about the ground-level implementation of such regulations in the retail sector of Wales. 
This information will help us understanding the current Occupational Health and safety Framework and the current regulations. It can be satisfactorily said that the regulatory framework is strong and hardly left any stones unturned when it comes to take sincere steps towards employee safety in the UK based businesses. 
The best business performance can be ensured through the optimal efforts from the employees. Hence, maintaining the healthy wellbeing of the employees is crucial for their high performance and dedication at work. In this study, the actual state of employee wellbeing in retail businesses has been explored through the interview process. 

Identifying the research issues:
Shoplifting:
Taylor, Taylor and Unsworth (2024) talks about how shoplifting has become an epidemic but only 2.4% of the crimes are reported. Despite police data showing 402,482 shoplifting incidents by the end of September 2023, British Retail Consortium (BRC) assumes it to be over 16.7 million for the same duration, highlighting extreme underreporting due to low prioritization of the retail crime. Özge Umut et al. (2025) talks about the technical solution to stop shoplifting, but it is a costly investment.
Korgaonkar et al. (2019), tries to understand the minds of the shoplifters in order to find the solutions for this but looking at the data of underreporting it can be said that not enough attention has been given in this area There has been a lack of sincere effort to understand the plight of retail employees who go through the experience of being on the other side without much support to deal with this issue, due to lack general consideration.


Customer aggression:

Waitzman (2024), is a government report covering 1.1 million employees of the retail businesses, having 200 billion market turnovers, in England and Wales, having, alarming rise in incidents of unprovoked violent attacks, vandalism, verbal abuse, misbehaviour and violent theft attempt against the retail workers, going from 867 per day (Office for National Statistics, 2024), in between 2021/2022 to 1306 in 2022/2023 (Office for National Statistics, 2024). This is almost triple of the number of incidences recorded in the year 2019/2020. This indicates occupational risk, leading to fatal injuries, mental or physical harm, leaving them in a vulnerable state. 
The latest government report, Office for National Statistics, (2024), on Retail Business shows how there is a double fold increase in the attack on the retail employees, leaving them vulnerable to the misbehaviour of the customers. The negative implications of such negative customer behaviour add to the stress of the retail employees, affecting their work focus and performance. This, along with other internal contributing factors from the organisation, leads to the negative impact on wellbeing of the retail workers. Reduced work performance from them then, could incur business losses.
Wilson (2025) reported a fifty percent increase in violence and abuse against shop workers from the previous year, where the shoplifters are not hesitant to steal even in full view of the customers and ignoring the fact that security cameras are recording. These thefts caused retail businesses two billion pounds in total last year. With corporates slashing their budgets, spending on the onsite security, employee occupational risk mitigation funds, investments in safety equipment and safety compliance procedures have been thrown out of the window.  USDAW.org.uk (2025) also reports a 23% increase in shoplifting in Wales, making it an important region to focus on. Hence, this research covers the retail industry in this Wales.
Peek-Asa et al. (2006), concludes that the violent crimes in retails, not only leads to the employee injuries. This is the biggest issue for employee wellbeing at workplace.
These are some dangerous trends, emerged recently that seem to adversely affect the wellbeing of the retail employees. These issues, combined with the fact that retail industry is one of the core industries in Wales and huge chunk of Welsh population works in retail, then led to identifying the research gap in studies conducted in order to understand the impact of these trends on the wellbeing of retail workers, who often get undermined due to underreporting of such incidents.

Burnout:
Leiter and Cooper (2022) shed light on the impact of burnout on professionals within the various sectors. They look into the patterns leading to the development of burnout among employees, by creating pressure on them due to changes in the workplace dynamic, caused by shifts in workplace functioning, communication methods, and social interaction styles. It also highlights the benefits and the drawbacks of different working arrangements. This is one of the crucial as of wellbeing. A study on wellbeing is incomplete without understanding if the retail employees are feeling burnout. This can later contribute in understanding job pressures; a retail employee sustains at work in order to evaluate their performance.
Kalinienė et al. (2021) is a similar study conducted on women working I retail to study burnout syndrome but in Lithuania. Rubio-Valdehita et al. (2024) is a similar on retail worker in Spain.
According to Demerouti et al. (2001), Demands-Resources theory provides a model that divides work conditions in two categories, pressures along with supportive factors in any work environment that impacts the wellbeing of a worker working in it. Hakanen, Bakker and Schaufeli (2006) says, that leads to discover the wellbeing state of an employee in terms of mental, physical, social, emotional and logical aspects. This model gives insight into health impairment process, which means when job demands decreases mental and physical strength of employees, creates risk of burnout due to exhaustion, fatigue and pessimism. On the contrary side, it explains the motivational process when the employee feels belonging to workplace due to receiving ample support, creating motivation, commitment and desire to indulge in work or work engagement. So, when job demands overshadow job resources, it creates wellbeing imbalance for an employee, making them exhausted and feeling disengaged from work.
Ricciardelli, MacDermid and Ferguson (2025) shows the research that identifies the job demands, quoted as ‘occupational stressors', and its effects on people working as police, correctional officer, paramedics and firefighters in three continents. It also mentions how this area needs more exploration in terms of academic studies. This shows that, in order to adapt to the challenging and ever-changing work environment, the similar study should be done in multiple sectors to better understand what needs to be done to provide support to the employees in those fields. This study attempt to overcome this issue by studying fourteen individuals working in three different organisations in the retail industry in Wales.
When a full-time employee spends fifty percent (Kazlauskaitė et al., 2022) of their waking hours at workplace, it is obvious that their occupational environment would have biggest influence on their overall wellbeing which in turn impact the quality of life they have. This study applies JD-R theory model for research to gain the understanding about the wellbeing status of retail workers in Wales.

Geographical area of research: 
Owing to the above facts, it is imperative to conduct the study in Wales. So far, no such study took place that will give the glimpse of real conditions of wellbeing of employees working in retail there.
Manning and Jorgensen (2025) show, example of high rate of injuries related to weight lifting among warehouse workers in four states of USA, indicating weak implementation of health and safety measures. This research finds out the real situation when it comes to implementing occupational safety measures by retail in Wales by studying the status of their wellbeing and its impact on work performance. 

Aims and Objectives:
Owing to the above facts, there can be three research objectives that can be identified:
Research Objective 1: To understand the influencers of wellbeing on employees working in a retails sector.
Research Objective 2: Applying JD-R (Job Demand-Resources) theory to understand the work pressures and the job support available for employee to be able to perform better in Welsh retail business.
Research Object 3: To be able to find solutions to contribute towards this issue positively.
Leading to research questions: 
(a) What are the key factors that can be identified affecting the wellbeing of the retail employees in Wales?
(b) Can the Job Demands-Resources (JD-R) Theory be applied against the retail employee work performance in Wales?
(c) What changes could be recommended to overcome the new challenges in the retail sector for maintaining the positive employee wellbeing?

Kinder, Hughes and Cooper (2022) show real-life examples of businesses using unique tactics to face uncertainty, to show resilience and to gain leadership position, by diverting their operational strategies to adapt in order to survive and thrive during Covid-19 pandemic, even continuing afterwards. This brought challenges for employee wellbeing by putting them in the situation which they might not have faced before. JD-R Theory identifies the work pressures and the support available at any workplace for a worker to deal with such pressures, influence the wellbeing of that worker.  
Keeping this in mind, this study identifies the factors influencing the employee wellbeing in the retail sector. It also evaluates the employee’s performance based on the job demands (worker’s responsibilities) and the job resources (support provided to the workers), based on JD-R theory. At the end of this study there would be recommendations based on the findings of the research.
Kuriakose and S (2022) shows research conducted on hospitality employees based on Affective Events Theory (AET), where negative events created negative impact on their wellbeing and indulging in light fun activities at work significantly mitigates such negativity. Similarly, this research contributes in the understanding of the factors influencing the wellbeing of retail workers in Wales and give recommendations based on the experienced shared by the during the interviews.
In Arewa et al. (2024), an attempt made to study the if the cost can be attached to the loss companies and the employee forced to bear due to failure to enforce health and safety regulations. The research could not reach to any conclusion of attaching the monetary value to it due high variations in the amount of cost and due to mishaps like accidents or deaths which cannot be measured correctly in the monetary value.

Approach:
In this study, primary data has been collected through direct interview process. Several employees working in various different retail organisations had been invited to take participation in this research.  Out of many, fourteen volunteered from three retail companies to be the part of this research. 
Hammond and Wellington (2021), defines qualitative methods of research where the data is collected in details other than numbers. The examples of these methods are interviews, focused, case study, groups, observation, pictures, text, and so on. The data collected through this method is usually smaller in size. This study adopts qualitative research method for the data collection for research as it is suitable to collect data directly from the research subjects that is, retail employees, in the form of interviews.
According to Lambert (2019), structured interview are the interviews with mostly open ended, predesigned, predetermined questions. The answers are followed by the structured notes and it is a formal interview. During this research, structured interviews were used in order to gain the specific insights from the information provider in terms of their wellbeing in retail workplaces and occupational risks they face.
Random sampling method has been used to select the participants who took part in the interview process for collecting primary data. The participants had been chosen based non-probability convenient sampling method, based on their availability and willingness to participate in this research.  
Vakkayil, Torre and Giangreco (2017) talk about how managers often fail to recognise the issues related to employee wellbeing. Keeping this in mind, during this research, non-managerial retail staff was selected for interviewing. This created opportunity to record unbiased takes of workers on the actual state of their wellbeing, while working in retail businesses in Wales. 

Summary:
To summarise, there has been a threefold increase in the customer aggression and the violence against employees of retail. This led to an emergent situation for conducting a study in the field of employee well-being to understand their day-to-day pressures when they go through shoplifting another violent act by customers when it comes to retail. According to one data published, that has been under reporting when it comes to reporting shoplifting due to the careless attitude of the lawmakers. Only 2% of the cases of shoplifting are being recorded this makes it a priority to conduct a study in this area to understand the impact of such events on the mental health of employees and in return how it affects their performance. 
Other phenomena that have been prevalent is burnout which is caused by constant exhaustion among retail employees. This shows that there has been a workload pressure on them. 
According to one piece of data, which was published in 2023, there has been 1139,000 local people employed in retail in Wales. This sector contributes 5.7% to the entire economy, making it an important sector to conduct research on.
Keeping in mind health and safety regulations and policies and their implementation, this study will understand the influencers of well-being, in terms of retail employees in Wales. 
It will also understand the job pressures and the job demands of the people working in this sector by applying Job Demand-Resource Theory  to the results.




Literature Review
Definitions:
Employee Wellbeing: According to CIPD (2024), wellbeing is a state of mind of the employees where they reach the optimal levels of satisfaction through work-life balance, financial security, mental health, physical health and emotional health, to utilise their maximum potential in thriving in their personal lives and workplace, helping their organisation to perform the best. 
[bookmark: _Hlk200026574]Burnout / Exhaustion: Mental Health UK (2024) defines burnout as the state of physical, mental, or emotional exhaustion, caused by constant stress, pressure and continuous physical work, over the long period of time.
In Schüttengruber and Freund (2022), exhaustion is viewed as a state of mind where there is strong negative motivation to discontinue the current task at hand due monotonous repetition of activity over a long period of time, reflected via reduced commitment or lack of. This psychological disengagement may not visible outwardly in an obvious manner due to influence of other factors like wages, family responsibilities forcing workers to continue working despite disconnecting with work task mentally, and so on.
Work performance: According to Rana, Pant and Chopra (2019), work performance is the outcome of controlled and defined actions or behaviours of employees undertaken to meet the targets leading to attainment of the company’s goal.
Whereas, Pradhan and Jena (2016) views workplace performance as the combination of task performance, adaptive performance, and contextual performance (TAC model). Task-based performance means measurement of an employee’s ability to execute the assigned duties at work while optimally utilizing technical expertise, administrative knowledge, and specialized skills. Adaptive performance is the application of knowledge and skills to navigate work challenges, demonstrating flexibility in adapting learned behaviours to evolving work situations, and prioritizing resource allocation based on task importance. Contextual performance can be determined based on an employee’s social interactions with colleagues. These behaviours are undefined job responsibilities but are critical for fostering a collaborative environment, including mentoring new hires, assisting colleagues with performance enhancement, and promoting team spirit to attain organizational goals.
Work Engagement: Bakker et al. (2008) says, work engagement is a positive employee involvement and investment while working, influenced by motivation, where they display engrossment or involvement with full concentration in the given tasks.
Workplace safety/occupational health and safety: According to the European Agency for Safety and Health at Work (2022), occupational health and safety is a multidimensional discipline that focus on the mitigation of occupational risks. It integrates the mental, physical, and social wellbeing of employees. 
Griffin (2017) elaborates workplace safety as the blend of positive actions and elimination of negative events that ensures the utmost safety for the workers at any workplace. Positive actions include positive behaviours and processes that encompasses operating safely while promoting good health, social fulfilment and technical expertise. Elimination of negative events includes work mishaps, injuries, harmful effects on health due to work procedures and similar situations. 
Job demands: According to Bakker & Demerouti (2007, p. 312) based on Job Demands-Resources Model, job demands are physical, psychological, social, emotional or organisation-based pressures that  require continuous mental, logical or emotional based application of efforts or skills by employees to fulfil the tasks defined in job description and often has attached physiological or psychological, or both costs, borne by the workers. De Braine and Roodt (2011) further elaborates these job demand into two categories, quantitative and qualitative demands. Quantitative demands are quantifiable and could be measured, like workload, in terms of time available to perform each task, or the number of tasks to be performed in the given time, or the level of pace required to be maintained throughout the job, or the deadlines for the tasks. Qualitative demands cannot be me measured but could be observed or felt, like emotional distress caused to the worker while dealing with a difficult customer, or the management failing to  resolve the conflict effectively, or non-cooperative colleague, unrealistic managerial expectations from employees, or the factors like space, noise and so on, affecting the  quality of the work done.
Job resources: According to Mazzetti et al. (2023), resources are the tools available at any workplace in the form of physical,  mental, social and/or organisational aspect that supports the employees to attain the organisational goals, personal career growth  through learning and development of company, while diminishing the effects of job-related stress on them and the related indirect costs.

Occupational Health and Safety:
TPB / TRA:
According to Hagger (2019), Theory of Planned Behaviour (TPB) was developed by Martin Fishbein and Icek Ajzen in the late 1970s, as an extension of Theory of Reasoned Action (TRA). TRA states that the behaviour of a person is not completely driven by willingness due to perceived behavioural control (PBC) and thus, can be predicted based on their attitude towards the task (positive or negative), expectations related to the task in hand, perceived difficulties (or ease) of performing a behaviour and expectations of people who matter in this regard about the targeted task.
TPB adds to it that what leads to action performance is intention to take action, along with a belief of degree of control over it (Ajzen, 1991). The action is performed when the estimated control is almost congruent with actual control. This improvement was made to accurately predict performance. In context of employee performance, it proved to be less reliant as proven by Armitage and Conner (2001).

Health Belief Model (HBM)
The Health Belief Model (HBM) is a theorical approach developed by US Public Health Service in 1950s while attempting to find out why TB screening program was unsuccessful. As explained in Alyafei and Carr (2024), it is a framework to learn about people behaviour in terms of taking  preventive action when they assume health threat, based on their estimation of their vulnerability, intensity of a threat, urgency to take action, viability of taking action, assumption of benefits of action, hinderances in taking action, external and internal pressures for taking action and their self-confidence in fulfilling a health behaviour. This model has been practically applied in Limbu, Gautam and Pham (2022) to understand why people were reluctant to accept the efficacy of COVID-19 vaccines.

Although these theories are important, especially, in proving the historical framework for many modern theories to be formed, they lack the broader clear structure of study which will encompass multiple critical aspects of occupational wellbeing and employee performance. They are either focused on studying behaviours predicting employee safety at work, which, within itself, is incomplete in assessing how the employee health and safety are ensured at work, or lack the wider explanation around the complex elements like metal, emotional and social environment influencing staff of an organisation. 

Domino Theory:
It was developed by H.W. Heinrich, first published in 1931 in his book Industrial Accident Prevention: A Scientific Approach and its later versions (Heinrich, 2015). He saw occurrence of an individual event as a domino falling leading to another event, and thus, any accident is the chain sequence of several event, taking place one after the another. And hence, believed that prevent one event from series of events in a sequence, can prevent the accident from happening. Mutegi, Joshua and Kinyua (2023) applies this theory to their study on relation between work safety and employee performance to reach a conclusion showing positive relation between these factors.
This theory, although still meaningful and very credible, is too simplistic in explain dynamic and complex factors that plays role in occupational health and safety. Wang et al. (2024) shows an example of how, if this theory is combined with other relevant theories, can be used to form an effect health and safety strategies.

Swiss Cheese Model:
According to Shabani, Jerie and Shabani (2023), the Swiss Cheese Model is a theorical framework developed by James Reason in 1990s. It is a very popular model, which is broadly acceptable in understanding complicated phenomenon and the risk involved. Puthillath, Marath and Ayappan (2021) points out that this model is useful in studying the mistakes made and weakness appeared at each stage of the event occurrence that led to the accident. It can be used to assess risk and assume the training requirement to mitigate the vulnerability. 
These theories are useful in recognising and eliminating technical errors, which makes workplace prone to mishaps if not backed up by sincere training. Ignoring which, can cost reputation and money to the company along with potential harm to employees. There is some degree of behavioural influence attach to these theories, but they do not consider employee wellbeing specifically and rather worry about company as a whole.

Occupational Stress (burnout) and Wellbeing:
Wong et al. (2021) determines that, factors like communal relations, society, personal situations (like health, economic status, and so on), and personal relationships have a direct impact on the workplace wellbeing of an employee. Individual-based elements like how workers are made to feel, behaviour toward them, and their health considerations at the workplace play a crucial role in how they perceive wellbeing at the workplace. There is a positive correlation between the work-life balance offered at any job and the wellbeing of an employee. It also influences the quality and longevity of their personal lifetime. This study establishes the fact that a good work-life balance is important for the wellbeing of an employee, leaving a scope for them to be highly productive.
P. M., Zakkariya, and Philip (2023) show via a research study that training employees to keep them employable in the future positively affects their wellbeing. Along with this, the companies that recruit internally manage to keep the morale of the employees higher, pointing toward good workplace wellbeing of employees.

Maslach's Six Areas of Worklife Model:
According to Porto et al. (2023) and Guilbeau (2025), six areas that gets affected by work life are, workload, control, reward, community, fairness and values. Maslach, Schaufeli and Leiter (2001) explains the three ways in which the burnout might be experienced, feeling emotional or physical exhaustion,  negative view on things (cynicism) and low productivity.
According to Soares et al. (2023), there can be negative influences of work atmosphere on a person's emotions, behaviour, stress levels and health conditions, like, burnout syndrome (BS). There has been recent increase in the research on burnout syndrome.
This model only explains burnout while ignoring the factors that contributes to the occupational wellbeing. Therefore, using this theory will not accurately address the research questions.

The Person-Environment Fit Model:
According to De Cooman and Vleugels (2022), this model was first introduced by John French in 1974, inspired by work of Kurt Lewin. This theory states that, work performance of an employee is the result of combination of personal traits with work pressures, work prospects job support and job duties performed, fitting together to get best output. When these are not sufficiently matched, it results in imbalance in all the formerly stated aspects, creating stress, burnout and other health implications. Similary the best fit leads to optimal performance and good wellbeing. Keane, Kwon and Kim (2024), defines it as a level of match between a person’s morals, capabilities and requirements with work environment. It considers this model important for studying the impact work environment on an individual is a reflection of their personal trait and caused by their behaviour.

Job Demand-Control (JDC) and Job Demand-Control-Support (JDCS) Models:
According to Van der Doef and Maes (1999), Job Demand-Control (JDC) model (Karasek, 1979) that was introduced by Robert Karasek in 1979 and was further developed by Johnson, and Hall in 1988 as Job Demand-Control-Support (JDCS) model (Johnson and Hall, 1988). The former model states that occupational demands combined with lower control, which means less authority, leads to strain on an employee. The later model adds the social aspect to it and states that when job demands are combined with less authority but moderate social support, it puts moderate amount of strain in the worker. 
Job Demand Control model is further applied in a study conducted in Tolulope Ibukun and Virginie Pérotin (2023), to measure job satisfaction among the UK employees by observing their work performance under their current job pressure and the authority they can exercise affecting their job stress. This indicates its effectiveness to understand the job satisfaction but completely ignores the implication an individual’s mental, physical and emotional health. 
Job Demand Control Support model, as tested during the study conducted in Khalid et al. (2021), suggest that lack of social support at work against occupational stress results in the negative impact on employee’s work performance.
Both these models lack the clarity on impact of job demands on worker’s wellbeing as these does not include wide range of job resources other than authority as a form of control and social interactions at workplace in terms of listening, caring, sympathising and so on. Without this, understanding the study on wellbeing remains incomplete. Hence, these models are not applicable to understand the effects of wide range of job resources on wellbeing and considered not fitting the research objective of this study.
Although, these theories are not used as a research base for this study, points towards high job demands as the cause of stress for employees, negatively impacting their wellbeing.

The Effort-Reward Imbalance (ERI) Model:
According to Siegrist and Li (2016), The Effort-Reward Imbalance (ERI) Model is an academic framework developed in 1986 by Siegrist. It is used for exploring mental stress due to work activities by testing the imbalance created between the worker’s efforts put into work and the rewards (monetary and otherwise), received by them. This theory also takes into account the factor of “overcommitment”, simply meaning overinvestment in work-related efforts (without any obvious benefit), to seek approval (or simply due to job security reasons). Thus, this model takes consideration the effects of extra efforts (work pressure) on employee wellbeing when they are not given sufficient compensation for the same.
Heming et al. (2023) shows strong impact of imbalance between the employee efforts and the rewards receive by them for doing the work-related tasks in a study conducted on hospital staff, showing a significant negative influence on their wellbeing, and thereby, validating the application of this theory in real-life scenario. It also highlights the how managers perceive benefit aspect differently from employees.
Despite being very effective, this model appears incomplete for the representation of a structure to study occupational wellbeing in a best manner possible. Hence, it has not been used for basing this studies research framework. It also ignores the wide aspects of job resources other than rewards, like, social, emotional and so on.

Challenge–Hindrance Stressor Theory:
This work pressure or the job demands are further explained by Challenge Hinderance Stressor perspective which has been first presented by Cavanaugh et al. (2000), and further refined by LePine (2022), sheds light on how the job pressures creates two kinds of effects on the challenge stressors and hinderance stressor. 
Challenge stressors are the job demands which creates an opportunity for the employee growth. For example, extra learning goals assigned to an employee, creates an extra pressure on them to divide their time for an extra task, but in return it prepares them for the role that requires enhanced knowledge and thus gives them a chance to progress to the higher designation.
On the contrary, the hinderance stressors are the job demands which creates an extra pressure on the employees without any rewards. For example, an employee assigned extra task at work due to lack of staff, without extra time provided for completing the additional work, and without any extra remuneration, puts them in pressure of doing extra work with no flexibility, or reward, harms their motivation to continue working under the pressure.
Pindek et al. (2024), conducts a study using Challenge Hinderance Stressor framework to understand if the work performance can be increase with the day-to-day application. It turns out both challenge and hinderance stressor in short term adversely affect the performance. Although Challenge Stressor considered positive for the growth, in short term it only puts extra pressure resulting in negative outcome.
LePine (2022) also criticises the theory of Challenge-Hinderance Stressor framework to lack the clarity about how the two aspects merge to give meaningful concept. Despite expressing stress in both negative and positive aspect in relation to work performance, it does not reflect job resources. Hence, this theory cannot be utilised as a base framework for this study.
Upto and extent, J D-R theory can be combined with Challenge Hindrance Theory to better understand Job Demands, which can then be bifurcated in two categories, challenging demands, that leads to progression and learning, and hindrance demands, which puts strain on employees causing them to burnout as demonstrated in Van den Broeck et al. (2010). 
This study does not use this mixed approach as it would diverts from the research objective by putting focus on job demands instead of employee wellbeing. But this study will benefit by adopting its terminology to support the complex explanations of job demands in resources.

JD-R Theory:
The Job Demands-Resources (JD-R) theory is a prominent theory in the field of occupational health and safety and it is widely accepted to understand the employee wellbeing, burnout and motivation. This theory, despite being popular has been looked upon critically by some researchers.
The original theory was introduced by Demerouti et al. (2001), stating that the wellbeing an employee at workplace is influenced by the demands of the jobs and the resources provided to them. It suggests that the responsibilities of any job put pressure on the employee to perform, which then leads to them experiencing burnout and related health issues like physical fatigue, anxiety, stress related health issues and so on. Similarly, when the same employee is provided with the support at work place, or the resources that makes their work easier. This then leads to them feel motivated to their work.
It is based on the assumption that the job duties for all the occupations are already determined and the resources provided to the workers in those occupations are defined, based on the universal framework across all organisations. It assumes that the job demands have negative influence on the employee and the resources have the positive one. It also being criticized for lacking the clarification how the resources would act as a motivational factor. 
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Criticism : 
Despite Job Demand-Resource theory appears to be contextually strong, it sometimes fails to recognize the depth in which wellbeing can be studied. It misses to include some very important aspects like Seld-Determination Theory (SDT) (Ryan 2023). This nuance is important when the attitude of the employees is to be studied. For example, in this study, there can be some factors that appear to cause both job demand and job resources. Participants from same organisations have different opinions about their manager’s attitude. To understand this, the concept of self-determination could play a crucial role but not sufficient to understand the employee wellbeing from holistic point of view. It might explain the different mental strength among different employees, but this framework definitely appears incomplete to study this subject in depth. 
Another issue could be Challenge–Hindrance Stressor Theory. As mentioned in Tadić, Bakker and Oerlemans (2014), in certain cases, it can be used as alternative theory to JD-R theory because of having refined framework on job demands. In case of this study, where it is necessary to study the influential factors on employee wellbeing requires examining both job demand and job resources, this theory will not give accurate results. It focuses on classifying job demands further in two categories of challenge stressors and hindrance stressors. This theory gives in depth understanding of job demands and its effect on an individual’s wellbeing but there is no refinement for job resources.
There is a scope for structure refine within this theory to make even more useful tool to undertake large and complex studies.

Reason for choosing JD-R Theory: 

despite several criticisms, owing to the nature of study which requires the in-depth study on both job demand and job resources, JD-R emerge as the best available option. In future, keeping this in mind, this theory can be applied along with any other suitable theory that will add to the practical understanding of employee wellbeing. But for the purpose of analyzing this study, this theory will be used.
Galanakis and Tsitouri (2022) verifies via detailed and structured evaluation on Job Demand-Resource model. It concludes with sufficient proof that this theory is fairly applicable in terms of working environment and could be implemented effectively for prediction of job support against job demands at workplace. It also applicable to find out employee’s work involvement and burnout to understand the actual state of employee wellbeing. There could be a scope for future refinement of this framework but it still offers the best perspective to understand occupational wellbeing across several industries.
According to the study conducted in Kazlauskaitė et al. (2022), despite being a gap in theories related to the influence of physical work environments on employee wellbeing,  it combines the Job Demands-Resources theory with physical office work environment, explaining that it creates both pressures and support for employees based on five elements that impact it. These factors are related to psychological, physical, social, cognitive, and professional aspects. This includes the mental and emotional wellbeing of the employees, their physical health, their community lives and social behaviour, their reasoning ability and work engagement, and their career ambitions and achievements.
According to Rana, Pant and Chopra (2019), engaged employees in an organization perform better. JD-R model helps in finding out work engagement. Hence, JD-R Theory will show if employees feel engaged in an organization by revealing how job pressures and support at the workplace affect each worker’s performance there. 

Added Perspective:
Bakker and de Vries (2021), adds a unique perspective to JD-R theory by adding the view of self-regulation to it. It extends the usability of this framework by this contribution. If the concept of self-regulation is not applied during the study of job demands, job designing process will not be entirely effective. It will overestimate job resources when compared with the current work performance. Or in case of work engagement, it will ignore the degree of pressure job demand creates. The concept of self-control gives insight into the personal capabilities of a person to deal with work stress, how high demanding jobs can be undermined and extent of available job resources will be overestimated. The idea that long term fatigue will result in burnout can be influenced by considering this view.


Summary: 
To summarise, there are many theories available in relation to occupational health and safety and occupational stress and wellbeing. Theory of Reasoned Action (TRA) that states that performance of an individual is not completely driven by intentions but behaviours also play an important role. Theory of Planned Behaviour (TPB) is an extension of Theory of Reasoned Action (TRA) states that performance is driven by a combination of intention belief assumption of control and the perceived expectations of the task to be completed. 
Furthermore, there are theories like Health Belief Model (HBM) that states that taking preventive action against health threats why people are based on their assumption of the risk possessed by the health threat, how much vulnerable it will make the person the hindrances in taking action the internal and external forces on taking action and so on. Although these theories are based on human behaviour day do not predict the wellbeing of a person in a workplace, or talks about the job pressure and the job demands the person experiences.
Domino theory talks about the occurrence where the series of events leads to the accident that could be the major in nature, which can be prevented by eliminating one order several events at any given stage. Whereas, Swiss cheese model theory talks about the layers that are attached in any complicated process. Weakness or mistake at any layer or the stage that leads to series of event can prove fatal. So, to avoid the risk of health and safety that could pass through any of these layers via loop holes they possess, training evaluation of weakness elimination of errors, would ensure safeguarding of employee's physical health.
There are several theories related to occupational stress and occupational well-being. Some of these theories are Malach' Six Areas of worklife model. according to this theory the burnout can be felt in six areas like workload control reward community fairness and values. This can be further extended into the areas of physical exhaustion, emotional burnout, negative view on things, low productivity and so on. 
Another theory in this area is the person environment fit model which states that the environment in which the person works may or may not be the right fit or the match to their career respirations, perceptions, attitudes, behaviours, that in return can create stress burnout and health implications for them.
Job demand control or job demand control support model is the model that talks about the job demands that an employee faces at any workplace can be mitigated by the amount of control they possess. In other words, the amount of authority an employee can exercise can decide their performance. In job demand control support model, the about the extends to an idea that if an employee is given support along with control it can lead to better performance.
The Effort reward imbalance model based on the assumption that when the employee is not getting sufficient reward compared to the effort they are putting into it can lead to severe imbalance in their expectation and the actual reward leading to stress and that results in poor performance.
The challenge hindrance stresses theory talks about the job demands can be divided into challenging demands and hindrance demands. Challenging demands of the demands that pushes the employee for growth in their career and in their personal life for example training leads to create stress for the short term but benefits the employee with learning and advanced knowledge for his progression in the future. Similarly, hindrance demands are the job pressures that an employee feels that can lead to strain and in the longer term can cause burnout due to constant fatigue.
Job demand resource model is the best model framework that offers the understanding of job pressures against job support. This model helps in the estimation of an employee well-being by measuring that performance taking into consideration job demands and job resources. By comparing job demands with performance one can decide the level of work engagement an employee has at a workplace.
Applying JD-R theory with addition of self-regulation Bakker and de Vries (2021), wherever applicable will give the best results for this study as it is considered the best available framework to understand job pressures, job resources, work performance and overall wellbeing of retail worker in Wales.


Research Methodology:
Introduction:
This study is qualitative research, that is conducted on retail employees in Wales. For this purpose, fourteen people participated for providing the first-hand account of their experience about their wellbeing and the factors affecting it. They also give their opinions on what they need will help them in improving their occupational wellbeing. Most of them work in a customer facing role the retail industry in the Wales region in the United Kingdom, are interviewed. Participants recognise their current role as of a store assistant, a team member or a customer assistant. These participants act as a sample for this study. Using the data collected through these samples, patterns related to employee wellbeing are established and an attempt was made to identify the factor based on the data collected, which influence the wellbeing of the retail employees. In this research qualitative method of research has been used for collecting primary data and thematic analysis has been conducted to analyse the data. It was important to have preliminary information for this study as it helps in giving real time data about the actual state of occupational wellbeing in that sector.

Research Philosophy:
Based on Biggam (2021), This study is designed based on constructivism/subjectivism ontology, where the attempt has been made to understand how participants view what they experience and then applied ontology will be used to  understand their experience, which in case of this study, is Job Demand-Resources theory. The epistemology chosen is pragmatism where the application of the theory and providing recommendations based on the results will conclude the research. This purpose of this study is to gain the practical implication on wellbeing of retail employees in Wales and there are no presumptions made in this regard. The nudge for choosing the research question arisen from the fact findings leading to the natural knowledge gap in the area of wellbeing of people working in retail.


Research Design:
Forman et al. (2008) states that a research design includes, resources from where the information is gathered, methods of collecting data along with approaches to analyse data, that should be in alignment with the research objectives. Abutabenjeh and Jaradat (2018) argues that it involves making a systematic research plan and creating an appropriate structure for a study, once the topic of research and the study objectives are identified. It is considered to be the critical part of a study as it moulds the research process. Tisdell, Merriam and Stuckey-Peyrot (2025) support this argument and adds that it is a broader term which includes several classifications like phenomenology (exploration of human experiences), ethnography (researching cultures and rituals in original settings), grounded theory (developing a theory from information collected), and so on.
According to Brinkmann, Jacobsen and Kristiansen (2020), qualitative research method does not have preset ways to conduct research and thus it is suitable for any study that includes multidimensions of social science, which, in case of this study, are retail employees (which are affected by social factors, like customers, interactions at work and so on). Lim (2024) further expands qualitative research as a means to study in deep the complex phenomenon involving individual’s experience and perspectives. 
Qualitative research fits this study as it attempts to identify the factors affecting the wellbeing of the retail workers by exploring their day-to-day experiences while interacting with customers, dealing with internal job pressures like management support, authority, training and so on. 
According to Fife and Gossner (2024), Deductive approach in qualitative research is useful to define the terms, identifying the framework and validating the existing theory against real-time data to build realistic understanding of the matter of research. Barroga et al. (2023) clarifies it further by adding that it is an approach of study where preexisting models or researches are being tested to understand their application on the focal issue.
Hence, in this study, deductive research approach is used where the available theory of Job Demand-Resources has been applied to identify the patterns of occupational pressures and occupational support for retail worker in Wales. This theoretical framework led to the determination of the research objectives and interview question are based on those research objectives. To understand the effects of job pressures and support on employee wellbeing, through this approach, it was established whether job demands are overpowering job resources, leading to burnout among retail workers in Wales. 

Sampling Strategy:
According to Setia (2016), sampling is a method where a set of representative participants are selected from a pool of targeted subjects for the purpose using them as a research participants for the chosen study. According to Berndt (2020), these individuals bifurcated in a sub-group, should be able to fairly represent the mass study targets as that would become the deciding factor for quality of the research, its reliability, scientific acceptability and the satisfactory application of the data to prove validity of the study. It is the most important step in a research design. 
During this study, to maintain the unbiased information collection, all the chosen participants were from non-managerial background. This means no manager, supervisors or any authoritative figures were selected for this study, making the information collected, reliable and uncorrupted for the purpose of research. This ensured no vested interest in participants answering in favour of the organisations they work for. This ensured authenticity of the information collected.
According to Setia (2016), there are two types of sampling methods, probability sampling and non-probability sampling. Novosel (2023) non-probability sampling is a type of sampling that let the researcher selects the sample based on their estimation of who can be the perfect representative of the research target. Convenience sampling is a type of non-probability sampling to Stratton (2019), and Stratton (2023), adds, that the selection of sample simply depends upon their availability or convenience of research sampling (Stratton, 2021). This 
Participants, who are currently working in the retail like the national bakery chain and the well-known supermarkets were approached for requesting to participate in this research. It was important to have their voluntary participation for this research, as this gave them opportunity to willingly provide the detailed, unbiased and genuine facts about what they experienced during their day-to-day work. Owing to this convenience sampling was more suitable for this research.
The sample size was limited to fourteen based on their availability and the time constraint. This study had to be concluded within the span of sixty to seventy-five days, leaving fixed amount of time for conducting the interviews. Hence, it was inevitable to keep the number of small but diverse and to have variety. The number of organisations were limited to three, considering the unwillingness of employers to participate and let their employees speak in discretion, without their interference. Those who agreed to participate without manipulating employees and controlling their response, took long time give permission. Owing to this complication of the process, no financial budget allocation, limited resources of a university student, this study was limited to three organisations. These organisations represent slightly different operations to one another and in type of consumers buying from them because of them catering to different types consumer markets.

Data Collection: 
According to Rumary, Goldspink and Howlett (2022), the basic purpose of data collection during qualitative research is to register the actual encounters of participant in relation to a particular area. The approach for data collection highly depends on the nature, as well as, the density of information to be collected and the type of research to be conducted.
Roque and Felt (2025) mentions active, passive methods and hybrid of data collections can be used based on the quantity of information to be collected, diversity, area of representation, the amount of controlling required over the collected data, storage and so on.
Direct approach is the best way to collect primary data, which is good from the perspective of reliance and genuineness as stated in Slade et al. (2025). It also gives first-hand information about the individual experiences of the research subjects. In case of this study, they are retail workers in Wales. Primary information is free from any coercion or bias. This style of data collection suited the research objectives of this study. The quality of data remains authentic when this method is used.
As highlighted in Slade, Benzo and Washington (2024), there are some natural challenges in active data collection like depleting enthusiasm for continuing to participate, dependability and so on. The employees were not willing to participate easily due to lack of monetary compensation for their participation. They were unwilling to spare time for the participation due to personal commitments, social discomfort, lack of motivation, lack of personal connection or feeling indifferent. Due to this many participants withdrew right before the interview, tried to avoid participating by cancelling at the end time or simply never gave the availability time after agreeing initially.
Most of the interviews are also conducted outside the working hours of the employees out outside of the employer’s premises, as most of the managers were not willing to allow them to spare time during their shift for taking part in the interview process. One of the managers from one of the participating organisations, was very supportive and willingly provided the store facility to conduct interviews without inquiring about the interview questions, or coaching their employees, or insisting on sharing the data collected during the interview with the organisation.

Tools of Data Collection:
There are several different reliable tools to collect information during qualitative research. There can be various ways in high quality information can be collected like interviews, observations, focus groups, storytelling, or any other trustable techniques. These methods should be accommodated based on the context of study and convenience of the participants as explained in Spencer, Pryce and Walsh (2020). Hoeyer (2023) argues that the tool for gathering information should be people centric and not the data centric in order to get rich information. This is often ignored due to the complexity, time investment and many other reasons. 

Research tool – Semi-structured Interviews:
Klooster et al. (2024) believes that in qualitative research, the form of gathering information requiring in depth knowledge of the research subjects in focused matter, where they elaborate their experiences by answering series of relevant questions, is known as interview. The questions should be designed in a way where the participants should be able to comprehend the reasoning behind questions and should be asked in a simplified manner.
Lacey and Nunkoosing (2022) sheds further light onto multiple kinds of interviews, like structured, semi-structured and non-structured interviews. It found that with structured type of interviews, most of the questions are preset and there is little flexibility for the participant to openly express other views and comments related to the research matter than what the interviewer is intending to include in the research. This leaves a scope for researcher to manipulate the data collected or their preconceived notions. To avoid any room for bias, this study used semi-structured interview, leaving enough opportunity for the participants t add extra information which might help in understand the issue better.
Interviews are the best way to collect first-hand information and deep questioning is possible if the preset questions are not enough to get the right information from the interviewee. It is also better to understand the context of the information given by the participant and determine whether or not it is enough to answer the question. During the interview, participants often give extra information which helps in drawing conclusion and suggesting the recommendations once the data is analysed and further context is required to accurately conclude the analysis.

Data Storage:
Beurskens and Scherzinger (2024) suggests that when any research takes place, saving crucial information is a very important task, as it not only does create legal obligations but puts all the stakeholder in a vulnerable situation if the research data is wrongly meddled with. It is also important to keep in mind the updated requirement of the storage, based on the confidentiality of the information, its role in the study and its final impact when it gets published. Karim et al. (2025) adds that using innovative storage technology ensures safety and recovery in case of any accident.

Data Analysis:
Brown and Anderson (2022) explain that arranging data systematically for it to be analysed to improve its quality and make it more reliable. 
To analyse the collected data for this study and process it to reach a conclusion, thematic method has been adopted. According to Lochmiller (2021), in this method the collected data is studied to identify the keywords, leading to the identification of main themes, taking into account the research questions, and then, the data was distributed into similar themes. This makes it easier to analyse data when the scale of samples is smaller in number. By distributing the interview questions by research objectives, the themes were distributed under each research objective. After the identification of themes for the interview answers, they were further divided into sub-categories related to various sub-themes like ‘JR’ for job resources, or ‘JD’ for job demands, and so on, for tying them further with the theoretical framework used in this study. Later, based on which, the answers were matched with research objectives and themes were recognised for the data collected. This helped in analysing the data and reach the end conclusion for this study.

Data Efficacy: (Pending)
Kim, Hong and Evans (2024) talks about data efficacy as reliable and fair usage of data collected, to ensure that the validity of the tools utilised to collect data and to investigate the practical validity of the interview questions, one of the participants were given opportunity to read the questionnaire and give feedback about the practical viability, comprehensiveness, along reliability of the interview questions in terms of wellbeing of retail employees.

Scope of Research:
The resources and contacts were limited during this study. That affected the reach and the ability to effectively convince the organisation to allow their workers to participate in any research. There were geographical area restrictions concerning this research due to budget and time limitations


Research Ethics: 
Cronqvist (2024) points out that from technical point of view, it is favour of both researcher and the academic institutions when ethical guidelines are followed as it ensures the credibility of the study, academic validity, along with its scientific viability. Keeping this in mind, the ethical guideline mentioned in UWTSD (2022) were followed while conducting this study. 
Participants received the written confirmation about their verbal agreement for the participation via email, giving them right to raise objection or any claims made in relation to their participation. It also contained information about how their privacy will be maintained through and through, even after the study is concluded. 
They have been informed about their right to participate at their will and being able to withdraw the participation, during or after the interview gets over, to keep their participation voluntary. They have been made aware about the purpose of this study and the process involved. The privacy of the participants and their employers have been concealed during this study, in order to keep them protected against any type of impact or issue arise after this study gets over. They have been given opportunity to inquire about the study if they have curiosity of any kind in this regard. This is to maintain the transparency and fairness to the research process.
Most of the interviews are conducted outside the working hours of the employees and away from their employer’s premises, as most of the managers were not willing to allow them to spare time during their shift for taking part in the interview process. One of the managers from one of the participating organisations, was very supportive and willingly provided the store facility to conduct interviews without inquiring about the interview questions, or coaching their employees, or insisting on sharing the data collected during the interview with the organisation.
During the interview, the participants were informed about the flexibility of them being able stop the inter, interrupt during the interview to ask more question, leave the interview, stop the interview or take a break.
Overall, the utmost care has been taken during this study to keep the organisations (where the participants work) and the participants out of any kind of trouble. Their convenience and comfort were given priority and their participation during the interview was free from bias or predetermined views. At no point of time, their answers have been influenced.
By restricting the access to their information and about their answer to just interviewer and later the examiner of this study, they have been ensured protection of their personal, as well as, professional identity. 

Summary:
To summarise, this study is qualitative research, which relies on primary data collection from retail employees in Wales. To cater to this requirement, research deign revolves around using probable sampling, where retail workers approached randomly, without following any structure. To collect the information from them, semi-structured interviews are used. This enabled gathering of first-hand information from them regarding factors influencing (negatively, or positively) their wellbeing, to understand whether job demands or job resources dominate their occupational wellbeing, which, further affects their work performance. 
To keep the data collection unbiased and in compliance with the research objectives, non-managerial employees are interviewed. Most of these interviews took place outside the work environments of the participants to ensure their comfort. The interviews conducted within the retail premises, were treated with caution. No interview details are shared with the management to restrict their influence on participant responses. The interviews are conducted in a room without security cameras to assure respondents of confidentiality of the interview.
The data collected was securely stored digitally with only researcher having the access. Ethical guidelines are followed to maintain transparency and to conceal the real identity of the participants. That will also ensure to academic, scientific and legal validity of this research. Thematic analysis is used to analyse the data for this study due to complexity of the information collected and to keep the result interpretation simple. This also addresses the multidimensions of the research questions and the application of theoretical framework.



[bookmark: _Hlk209811985]Data Analysis
In this phase of study, the data collected is sorted by each participant in order to interpret it. Then it is organized in the form of tables for making it logically sensible for further interpretation.
Patterns are regularly occurring phenomenon whereas, themes are broader term that encompasses concepts which are predefined. 

Abbreviations:
IQ: Interview Questions
RQ: Research Questions
JD: Job Demands
JR: Job Resources
H&S: Health and Safety

Research Questions
(d) What are the key factors that can be identified affecting the wellbeing of the retail employees in Wales?

(e) Can the Job Demands-Resources (JD-R) Theory be applied against the retail employee work performance in Wales?

(f) What changes could be recommended to overcome the new challenges in the retail sector for maintaining the positive employee wellbeing?

Table 1:
	Participant
	RQ1 Dominating Factors
	RQ2 Dominating Influences
	RQ3 Suggestions
	Influential Sub-Theme
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	Management, Workplace 
	JD
	Fair and consistent enforcement of rules
	Management Negative 

	2
	Workplace, Customer interactions, Personal Health
	JR
	Management should recruit more staff as colleagues suffer heavy workload
	Management Positive 

	3
	Friendly team members, Risky customers
	JD
	Staff should be in more control of customer behavior
	Customers Negative

	4
	Management, Team interactions
	JR
	Expectation of paid sick leaves
	Management Positive

	5
	Management, Team and customer interactions
	JD
	Needs practical rules for H&S
	Management and customers Negative

	6
	Management, Workplace
	JD
	Implementing safety rules properly
	Management Negative

	7
	Management, Team and customers interactions
	JD
	Expects Mental health support
	Management and Team Positive

	8
	Self-motivation 
	JR
	No suggestions
	Personal Negative

	9
	Physical workplace, Self- Motivation, Team interactions
	JR
	Small physical workplace improvements
	Workplace Positive

	10
	Self-motivated, Management, Team and Customer interactions
	JR
	Wants to get more training for new comers
	Personal Positive

	11
	Self -Motivation
	JR
	No suggestions (satisfied with everything)
	Personal Positive

	12
	Management, Team interactions, Work Place
	JR
	Happy with everything at work
	Personal and Workplace Positive

	13
	Management, Team and customers interactions
	JR-JD (Balanced)
	Want to give regular feedback
	Management Positive

	14
	Management Negative
	JD
	Mangers need to be more understanding
	Management Negative


 
Please note: Three of the participants are appeared to be influenced by more than two influencing factors
From the above table following theme could be established: Management, personal (experiences and feelings), customers, work environment and team members (teammates). This answers the research question 1, determining the former stated factors to be the main influencers when it comes to the wellbeing of the retail employees. These factors can be further examined to understand the most impactful one for employee wellbeing.   


Figure 1: Factors influencing retail employee’s wellbeing

Table 2:
	Themes
	No. of participants for whom the theme is identified out of 17
	Percentage of influence

	Management
	8
	47.06%

	Team Members
	1
	5.88%

	Customers
	2
	11.76%

	Personal
	4
	23.52%

	Work place (environment)
	2
	11.76%


 Please note: Three of the participants are appeared to be influenced by more than one influencing factor.




Formula: Number of mentions, multiplied by 100 and divided by 17.

Analysis:
As represented in the pie chart, management is the most influential factor affecting the employee wellbeing at workplace in retail. This means for tweaking any factor in favor of work performance, this will play most crucial role.
Based on the interpretation of the trend it can be observed that work environment is the third most impactful factors that influences the well-being of a retail worker. This can be understood in a way that the workplace where retail employees operate is the second most crucial element in terms of well-being.
Similarly, personal factors like personal choices personally experiences and personal beliefs play yet another important influential factor for understanding occupational well-being. 
Yet another influential factor appeared to be customers. This includes, customer behavior, customer interactions and employees personal view on customer behavior. 
Lastly team members are the colleague interactions or the colleague bonds play the least influential role in determining the wellbeing of retail employee.

Further Expansion:
Dwidienawati et al. (2025) talks about internal and external factors affecting Gen Z, similarly, this logic can be applied to further understand the main influencers of wellbeing in this study. They can be segregated into two categories, external and internal.

Employee Wellbeing

As there are not enough internal factors that comes from within an employee, this model will appear to be ineffective and hence, would not be considered any further

Table 3:
	Theme
	No. of times appeared Negative
	No. of times appeared Positive

	Management
	4
	4

	Team Members
	0
	1

	Customers
	2
	0

	Personal
	1
	3

	Work place (environment)
	0
	2




Management trends: Most the answered question by participants  points towards management as the most important theme. This means managers has the most influence on employees. This has also been pointed out in Ahamdi et al. (2022). 
Personal Factors:
Most of the

Team Members: As mentioned in Wilson (2025) , a person working full time spends half of their awakened time at work. This makes them susceptible to their bond with the person they work with. The current study shows that team members are not major influencers when it comes the retail worker’s wellbeing. This means team spirit brings motivation and positive mindset for those participants and conflicts amongst coworkers leads to chaos, disorganisation, fatigue, stress, along with the feeling of unsafeness. In the current study, this has emerged as(positive/negative trend and explain it further.).
Customers: 
They have negative influence on employees but the magnitude of it is much less compared to manager, personal traits and workplace. 
Pressure from the team member or job support from them does not appear to affect the employee wellbeing in retails either

Hidden theme:
Olafsen and Deci (2020) introduced Self Determination Theory (SDT) which assumes that humans are driven by desire to grow, laying foundation for unforced motivation which led the person to willingly engage at work. There are certain participants who beat the odds by not letting any elements experienced during fulfilment of regular tasks, affects their determination to carry on working with the same motivation. This does not mean they do not feel the impact of those influencers. On the contrary, the mitigate the pressure by gaining psychological strength from different factors existing outside the realms of their workplace. These could be to support their family, maintain economic independence or from having stronger family or social ties. 

Find out Job Resource or the Job Pressures are the dominant:
Table 4:
	Participants
	Job Demand-Resources

	1
	JD

	2
	JR

	3
	JD

	4
	JR

	5
	JD

	6
	JD

	7
	JD

	8
	JR

	9
	JR

	10
	JR

	11
	JR

	12
	JR

	13
	JR-JD (Balanced)

	14
	JD




This data shows that job resources are the dominant factor when job demand resource Theory is applied to this data. This means that most of the employees feel supported at their workplace. Despite having job demands or the job pressures, they have been provided with the resources to cope up with the job pressures. 
Yusuf (2020), states that if there are more job resources available to the employee, it indicates better availability of resources, positive wellbeing of an employee and indicates chances of giving their best performance at work.


To Summarise:




Conclusion:
From data analysis, it can be concluded that the management is the most influential theme for occupational wellbeing among retail workers. This translates into managers holding the maximum power to make of bream their workforce.
Ghoshal (2005), states that the when the managers appear as the negative influence during the wellbeing study, it means that they are not being able utilize the company resources properly. They are stringent in their approach when dealing with employee problems. Erbe (2022) expands that from health and safety point of view this can have a negative effect as the worker can feel fatigue and in long run that may result in burn out.
Barnes and Larcus (2015) talks about the positive influence of the manager or a leader on employees. When a manager displays positive traits, in regards to the employee well-being, they create an opportunity for the staff to see them as approachable. This seems to be working in favor of the employees as they prefer to be listened to and care for by the employers. Managers can be seen as a directory presentative of the employer. So, when they pay attention to the employee feedback includes them in the process of reviewing policy procedure in regards to health and safety, it creates the feeling of belongingness within the employee.
Xanthopoulou et al. (2007) states that when personal resources are, which, in the case of the study are the personal grades of the employees who work in retail, would mean that, the employee has good mental health status and does not realize on job resources to deal with the job pressures. 
This may or may not be the ideal condition in the long run, because there can be a lot of negative incidents at work that can lead to a negative mindset for an employee. During which case, they will feel fatigue, or in the long run, they might also suffer from burnout.
Bakker, Demerouti and Sanz-Vergel (2023), offers fresh perspective in regards to approach to job demand and resources. With corporates slashing their budgets, spending on the onsite security, employee occupational risk mitigation funds, investments in safety equipment and safety compliance procedures have been thrown out of the window. But J D-R Theory is still valid in understanding the effects of job pressure and the resources  for evaluating their performance indicating their wellbeing status.
Recommendations:

The recommendations are based on the fact finding after study, which reaches to the conclusion that management is being the most dominant factor that influences the well-being of retail employees in Wales.
It is to be noted that management appears to be the balanced element, which means that the equal number of participants felt support as well as job pressure due to management.
Increasing work engagement by positive reinforcement:
According to the study conducted in Hakanen, Peeters and Schaufeli (2018), work engagement led to elaborated positive impact of job support and challenging stressors on employees, along with diminishing effects of hinderance stressors. It also considered as pushing towards job satisfaction and reducing burnout. It also warns that job designing does not always lead to job satisfaction. So, engagement activities should be planned keeping this in mind. It deems engagement as a stronger indicator of employee wellbeing, instead of job satisfaction and will result in improved work performance of an employee.
Jussi Tanskanen (2024), shows evidence of improved engagement among employees when they have good relations with their manager. It reduces work stress and makes job enjoyable for them. In this study, employees seem to have better engagement in an organisation where they all claimed to have a good manager.
McKibben (2017) insists on work engagement activities for better coordination between team members along with better support for them. This will make them gain trust in their workplace and gain positive view towards managers. 
Sims (2014), adds the element of improved mental health for employees after positive reinforcement.
Tools of positive reinforcement: 
Cocozza (2024), suggests how different tools can be applied to strengthen the workforce based on the internal culture and employee needs based on Maslow (1943). Positive reinforcement at work, bring a refreshing change in job pressures felt by employees. They can utilize these tools to improve their wellbeing, which will lead to better performance.
Tools like training, knowledge refreshment, taking employee feedback

Training: Friebel, Potter and Dollard (2024) show an important study conducted to know what influences the perception of policy changes related to health and safety policies. Despite not reaching any definite conclusions, proves that attitude influences the behaviour and so training might be considered for positive influences on behaviours and attitude, ultimately leading to policy change acceptance and implementation.
Based on the conclusion, that managers affect the employee wellbeing both negatively and positively, training is only recommended for the managers.

Training for managers:
· Sensitisation training for managers to make them sympathise with employee's psychological needs. This will make them sensitive towards recognising the employee needs and there is a change that they end up resolving in company conflicts with ease. This will be particularly helpful
· To equip them with the tools for supporting employees in a way where their job pressures reduce.
· Vyatkin et al. (2021) adds, this leads to motivated team and ultimately ensures company’s success.

Feedback mechanism: Will open channels between the manager and the employees to communicate. Employees who participated in this study and expressed dissatisfaction with the support they receive from their manager, would feel heard. It will make managers aware about the psychological and the physiological pressure felt by their subordinates. This will also make employees feel the part of policy making and will create a feeling of belongingness, as well as, loyalty for the company.
Gallo et al. (2022) states that when an employee is able give feedback regarding the workplace, their performance increases. This is because they feel heard and 

Study Limitation: 
· Due to small sample size of employees used as representative data, it may not appear to correctly represent the mass variety of employees.
· If the sampling subjects are approached with stronger motivation to participate and respond, there will be greater participation and more detailed responses. 
· There was a slight disinterest observed among the participants of this study to lack of monetary or any other reward.
· the study could be conducted in lesser time and with less resources.
· There can be a possibility of better structured resource by utilising better budget and deep research approach.


Appendix 1:

Participant Interview Data Interpretation:
Identified Themes: Physical workplace, Positive, Negative, Personal, Management, Team members and Customers.
Participant 1
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	N/A
	
	

	IQ3: If this concern been raised with the manager
	(b)
	N/A
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	N/A
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Recognition for work and acknowledgment from customers makes work enjoyable
	Acknowledgment, appreciation, JR
	Management - customers - Positive

	IQ6: Its effects on work performance 
	(b)
	Feels like showing up and give your best at work
	Positive Experience, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Negative feedback for work not backed up with tools or suggestions how to improve
	Lack of support (tools) and guidance,
JD
	Management - Negative 

	IQ8: Its effects on work performance
	(b)
	Brings down morale to work and turning up
	Lack of emotional support, JD
	Personal - Negative 

	IQ9: Barriers affecting work performance
	(a) (b)
	Hesitation to raise concerns due to work friendships. There is a fear of being taken personally, or being misunderstood
	Possibility of conflict, JD
	Team members - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Customer shown verbal aggression for asking if they paid for an item, passed personal distasteful comments on the participant
	Safety concerns, Verbal attack causing mental, strain, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Reported to the manager by colleagues and the manager asked to call for them in future
	Incident reported, action taken, JR
	Team member and Management - Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	No
	Safety concern, JD
	Physical workplace - Negative

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Consistency with the H&S measures and should be enforced upon everyone equally
	Safety concern
	Management and Physical workplace - Negative



Participant 2
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	N/A
	
	

	IQ3: If this concern been raised with the manager
	(b)
	N/A
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	N/A
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Enjoy working in retail, helps in building good rapport with customers, customer interactions
	Friendly customers, JR
	Customers - Positive

	IQ6: Its effects on work performance 
	(b)
	Feel motivated to work
	Positive individual, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Physical health issues cause them to work less hours
	Sick health, JD
	Personal - Negative

	IQ8: Its effects on work performance
	(b)
	Cannot perform restricted duties owing to health issues, but employer is understanding and accommodating
	Weak health, JD and Understanding management, JR
	Personal – Negative and Management - Positive

	IQ9: Barriers affecting work performance
	(a) (b)
	Physically restricted to perform work certain task due to health issues
	Weak health, JD
	Personal - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Not faced such issues, personally
	Positive customer experiences, JR
	Customers - Positive

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	N/A
	
	

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Nothing individually, but feels colleagues have more workload, so there should be more staff to ease them
	Work Satisfaction
	Physical workplace - Positive










Participant 3:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Mostly yes, sometimes not
	Circumstantial safety at workplace, JD
	Physical workplace - Negative

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	Impolite customers, borderline aggressive customers, feels dejected
	Customer aggression, JD
	Customers - Negative

	IQ3: If this concern been raised with the manager
	(b)
	Not raised with the manager but shared with team members
	Failed team spirit, JD
	Team members - Negative

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	No action taken
	Failed management intervention, JD
	Management - Negative

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Love working with the team, team members offer support and train
	Team support, JR
	Team members - Positive

	IQ6: Its effects on work performance 
	(b)
	Like going to work owing to supportive colleagues, time passes quicker at work
	Friendly colleagues, JR
	Team members - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Rude customers heavily affect mood, feels unsafe
	Safety concerns due to rude customers, JD
	Customers and Physical workplace - Negative

	IQ8: Its effects on work performance
	(b)
	A Customer high on a substance felt unsafe to serve, negative comments caused mental strain, scarred to show up at work
	Stressful and risky customers, Safety concerns, JD
	Customers - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Some team members are not so nice, borderline racist, denies to cooperate, hinder work performance
	Peer conflict, JD
	Team members - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	A Customer high on a substance was passing negative comments caused mental strain, scarred to show up at work
	Stressful and risky customers, Safety concerns, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Not Answered
	
	

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes, regulations are placed nicely
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Feels more authority required to deal with rude customers by confronting them
	Lack of control
	Personal - Negative






Participant 4:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes, team members are nice and it’s a good place to work
	Safe workplace, JR
	Physical workplace – Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Colleagues talk nicely to one another and help each other, give positive mindset and polite customers adds to it
	Positive team and customer interactions, JR
	Team members and Customers - Positive

	IQ6: Its effects on work performance 
	(b)
	Feel positive, experience increased productivity and creativity, feels motivated to work better
	Better Work Performance, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Rude customer made feel low, demotivated, Rude colleagues give inferiority complex
	Negative team and customer interactions, JD
	Team members and Customers - Negative

	IQ8: Its effects on work performance
	(b)
	Feels demotivated to work, reduces the pace of working, feels like getting out of workplace
	Demotivate, reduced work performance, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Not answered
	
	

	IQ10: Incident related to customer aggression faced
	(b)
	Customer lost patience when begin to work on tills due to miscalculation of change, escalated to being rude, bad mouthing the store and the participant
	Rude Customer, JD
	Customers - Negative and Management - Positive

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Yes, manager guided to correct the mistake
	Supportive management, JR
	Management – Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes
	Safe workplace, JR
	Physical workplace- Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Paid sick leaves would support better
	Seek work-life balance 
	Management Negative



Participant 5:

	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes. But certain customers are rude and feels intimidating 
	Mostly Safe workplace, JR
	Physical workplace – Positive and Customers - Negative

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	Feels exploited at work because hired as sandwich maker but often asked to serve the customers. Creates conflict with colleagues and causes delays. Slowing down performance 
	Miscommunication with Colleagues, Management Exploitation, JD
	Team members and Management – Negative

	IQ3: If this concern been raised with the manager
	(b)
	No
	Hesitation to report, JD
	Management – Negative

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	When customers are understanding and waiting patiently, as well as, when colleagues are coordinating and cooperative, creates positive work environment 
	Positive customers, helping team members, JR
	Customer - Positive

	IQ6: Its effects on work performance 
	(b)
	Motivates to work faster and with more energy. Feels enthusiastic to work.
	Feels energetic to work faster, JR
	Personal - positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	When customers are not loud enough, creates miscommunication, making them upset, or they show micro aggression. Unhelpful team members
	Rude customers due to miscommunication, JD
	Team members and Customers - Negative

	IQ8: Its effects on work performance
	(b)
	Makes them nervous and slows down their pace. Puts pressure on them 
	Slow pace, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	No clear barriers. But when team members aren’t mindful of their roles
	Inconsiderate teammates, JD
	Team members – Negative

	IQ10: Incident related to customer aggression faced
	(b)
	On their first day, customer got angry and left for a small mistake
	Rude and impatient customers, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Not officially reported but informed the manager and no action taken in this regard 
	Proper reporting done, JR
	Management positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes
	Safe workplace, JR
	Physical workplace – Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Online training doesn’t match the real-life situation. So, manager needs to understand practicality of things and adjust their expectations accordingly 
	Seek Management Understanding
	Management – Negative






Participant 6:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Most days yes, but sometimes things can happen 
	Unsafe work environment, JD
	Physical Workplace - Negative  

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	Conflicting instructions from management 
	Management, JD
	Management - Negative 

	IQ3: If this concern been raised with the manager
	(b)
	Yes
	Approachable manager, JR
	Management - Positive

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	No
	Failed to support, JD
	Management

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	No positive influences as it’s constantly busy most of the days 
	No positive influences, JD
	Personal – Negative 

	IQ6: Its effects on work performance 
	(b)
	N/A (neutral effect)
	Neutral Effect, JR
	Personal - Neutral

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Managers conflicting each other, Workload is crazy most of the days, been overworked 
	Management conflict increasing workload, JD
	Management - Negative

	IQ8: Its effects on work performance
	(b)
	It affects work performance badly, find it difficult to keep up. 
	Negative effect on performance, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Work load, unrealistic expectations when it comes to stacking, expectations of risking injuries during stock movements
	Management expectations make unsafe workplace, JD
	Management and Physical Workplace - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	A customer aggressively complains about a product positioning (which was a management decision), nothing severe than that, other customers are usually nice
	Customer complaints, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Management knows about this 
	Management approachable, JR
	Management - Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	No
	Unsafe workplace, JD
	Physical workplace - Negative

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Shelf stacking, Palette heights, it’s a risk for health (injury), nothing has been done about it 
	H&S risk
	Physical workplace - Negative


Participant 7:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes, sometimes not 
	Unsafe workplace, JD
	Physical Workplace - Negative

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	Mostly due to aggressive customers or they act strangely 
	Unruly customers, JD
	Customer - Negative

	IQ3: If this concern been raised with the manager
	(b)
	No, because talks to colleagues and they talk to such customers 
	Helping colleagues, JR
	Team Members - Positive

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Accommodating management related to shift timing, supportive team members, mostly customers are friendly too
	Understanding mangers, Friendly teammates and customers, JR
	Management, Customers and team members – Positive

	IQ6: Its effects on work performance 
	(b)
	Helps in working well
	Improves work performance, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Personal stuff affects wellbeing at work, along with rare negative customer interaction
	Personal issues and negative customer interactions, JD
	Personal and customers - Negative

	IQ8: Its effects on work performance
	(b)
	They don’t feel their best, or energetic, feels sad, but colleagues check on them which helps 
	Feels down, colleagues support, JD and JR
	Personal - Negative and Team members - Positive

	IQ9: Barriers affecting work performance
	(a) (b)
	Like to get promoted but not being considered due to less working hours and age, which feels unfair 
	Not being promoted due to young age and part time work, JD
	Management - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	customers inappropriate interactions due to them being younger in age
	Inappropriate customer, JD
	Customers – Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Yes, but no action has been taken as it been viewed as a normal occurrence by managers 
	No manager support
	Management - Negative

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes, apart from no practical training provided for lifting heavy objects 
	H&S risk, JD
	Physical workplace - Negative

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Mental health checks by someone outside of workplace (maybe in every six months) about complains, better practical training will help 
	Seek mental health support or feedback opportunity
	Personal – Negative





Participant 8:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Friendly colleagues, socialize with them outside work, builds morals 
	Friendly colleagues, JR
	Team members - Positive

	IQ6: Its effects on work performance 
	(b)
	Improves performance, helps in being more productive 
	Positive performance, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Gets busy and stressful, especially during festive times
	Workload creating stress, JD
	Personal - Negative

	IQ8: Its effects on work performance
	(b)
	Negatively affects, puts in a negative mood, brings down productivity and makes sensitive towards negative comments 
	Feel work pressure, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Restrictions put at workplace in regards to flexibility in terms of liberty to take work related decisions when faced with complex situation 
	Do not feel in control of decision, JD
	Personal - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Not very often after COVID, then, customers were rude, aggressive and difficult 
	No recent aggressive customers, JR
	Customer - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Yes, refused to serve aggressive customer and called manager who dealt them
	Rude customer, Manager support received, JD and JR
	Management – Positive, Customers - Negative

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes, but workers need to be cautious as well 
	Safe workplace, JR
	Physical Workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	No suggestions 
	
	



Participant 9:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes 
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Positive store, everyone is approachable, including colleagues and managers 
	Positive managers and colleague interactions, JR
	Management and team members – Positive

	IQ6: Its effects on work performance 
	(b)
	It motivates everyone to work harder as want to give the best efforts 
	Inspires to work hard, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Lack of coordination between day and night teams, lack of communication between them as well, no clear distribution of tasks 
	Lack of clarity about tasks, JD
	Team members - Negative

	IQ8: Its effects on work performance
	(b)
	Does not affect performance too much 
	No effect on performance, JR
	Personal - negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Time management to deal with emergent situation 
	Time management issues, JD
	Personal – negative

	IQ10: Incident related to customer aggression faced
	(b)
	No, not recently 
	No negative customers
	Customers - positive

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	
	
	

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Everything seems balance, just little store maintenance within the store
	Seek small physical improvements at work
	Physical workplace - Positive






Participant 10:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes
	Safe work place, JR
	 Physical workplace – Positive    

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	People at work, everyone is friendly at work 
	Friendly team, JR
	Team members - Positive

	IQ6: Its effects on work performance 
	(b)
	Puts you in a good mood and gives you strength to carry on 
	Motivational, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Customers can be rude sometimes 
	Rude customer, JD
	Customer - Negative

	IQ8: Its effects on work performance
	(b)
	Feels mood goes down for sometime
	Gets demotivated, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Only when someone comes to chat, that’s distracts them
	Customer Interactions distracts, JD
	Personal - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Mostly not, but once when a lottery ticket did not go through for a customer and they weren’t happy 
	Rude customer, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	No, dealt with it with kindness 
	Positive approach, JR
	Personal - Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes, apart from training being provided after start working on a shop floor
	Can improve on training, JD
	Management -Negative

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	For new joiners proper training before they come on shop floor would be very helpful 
	Personal Improvement through training
	Personal - Positive






Participant 11:

	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	When able to get the work done effectively 
	Feel self-fulfillment when work done, JR
	Personal - Positive

	IQ6: Its effects on work performance 
	(b)
	Does not affect the work performance 
	No effect on work, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Feels neutral as there’s no pressure for anything 
	Feel indifferent, JR
	Personal - Positive

	IQ8: Its effects on work performance
	(b)
	Neutral effect 
	No effect, JR
	Personal - Positive

	IQ9: Barriers affecting work performance
	(a) (b)
	No barriers only when they have to fill in any other position at work place, especially front of the shop, they feel a bit uncomfortable 
	Feels comfortable to work, JR
	Personal - Positive

	IQ10: Incident related to customer aggression faced
	(b)
	Do not work in a customer facing environment 
	N/A
	

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	N/A
	N/A
	

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	No suggestions 
	
	





Participant 12:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes 
	Safe workplace, JR
	Physical workplace - Positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	
	
	

	IQ3: If this concern been raised with the manager
	(b)
	
	
	

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	
	
	

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Personalized attention from manager, colleagues and managers are nice
	Friendly manager and colleagues, JR
	Management and Team members - Positive

	IQ6: Its effects on work performance 
	(b)
	Perform better being happy, music in the shop and smiling colleagues contribute
	Pleasant workplace, friendly team interactions, JR
	Physical workplace - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Personally, no negative influence
	No negative influences, JR
	Personal - Positive

	IQ8: Its effects on work performance
	(b)
	Neutral
	No effect on performance, JR
	Personal - Positive

	IQ9: Barriers affecting work performance
	(a) (b)
	No barriers faced personally
	No obstacles, JR
	Personal - Positive

	IQ10: Incident related to customer aggression faced
	(b)
	Not faced any rude or aggressive customers on personal level
	Not affected, JR
	Customers - Positive

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	
	
	

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes 
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	No because already happy with free snacks in the canteen and beverages
	Happy with work facilities, JR
	Physical workplace - Positive





Participant 13:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Yes and no, yes as headsets can be used during emergency, but not, because of isolated work counter
	Unsafe workplace, JD
	Physical workplace- Negative

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	Yes, as headsets can be used during emergency, but not, because of isolated work counter
	Despite supportive equipments, feels unsafe, JD
	Physical workplace - Negative

	IQ3: If this concern been raised with the manager
	(b)
	Yes, but very long time ago
	Got managerial support, JR
	Management - Positive

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	Headsets and fake cams have been provided to scare the miscreants 
	Equipment given to cope up, JR
	Management - Positive

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Time to talk with colleagues, friendly manager, friendly customers
	Colleague, Management and customer interactions, JR
	Team member, Management, Customers - Positive

	IQ6: Its effects on work performance 
	(b)
	Perform better, energy for extra work
	Improved performance, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Customer rush causes delays
	Customer causes delay, JD
	Customers - Negative

	IQ8: Its effects on work performance
	(b)
	Slows down the pace
	Slow pace, JD
	Personal - Negative 

	IQ9: Barriers affecting work performance
	(a) (b)
	Complication of the job duties makes customers in que waiting longer, which they don’t like it
	Customer complaints, JD
	Customers - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Yes, customer was not happy with the refund amount
	Unhappy customer, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Yes, manager helped but the customer apologies to them at the end
	Resolution met, JR
	Management, Customers - Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes 
	Safe workplace, JR
	Physical workplace - Positive

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Regular meetings with the managers to give them the feedback regarding the difficulties
	Want to give regular Feedback
	Management – Positive

	
	
	
	
	





Participant 14:
	Question Topic
	RQ
	Summarized Answers
	Patterns Identified
	Themes

	IQ1: Feeling safe at work
	(a) (b)
	Personally yes, but colleagues alone in the evening are in danger
	Not safe workplace for other, JD
	Physical workplace - positive

	IQ2: If not, then reasons and effect on work performance
	(a) (b)
	If there is an accident or robbery, making it risky, in the past, robbery happened and later the shift manager quit owing to risk and trauma
	Unsafe workplace, JD
	Physical workplace - Negative

	IQ3: If this concern been raised with the manager
	(b)
	Yes
	Management Approachable, JR
	Management - Positive

	IQ 4: If yes, then their response to it and action take to resolve it
	(b)
	No
	Unresponsive management, JD
	Management - Negative

	IQ5: Positive influences on wellbeing at work
	(a) (b) (c)
	Friendly colleagues and customers
	Friendly colleagues and customers, JR
	Team members, and Customers - Positive

	IQ6: Its effects on work performance 
	(b)
	Improves quality of service
	Positive effect on work, JR
	Personal - Positive

	IQ7: Negative influences on wellbeing at work
	(a) (b) (c)
	Inexperienced upper managers coming up with stupid ideas
	Unskilled Management, JD
	Management - Negative

	IQ8: Its effects on work performance
	(b)
	Causes delays and disorganization
	Causes work delay, JD
	Personal - Negative

	IQ9: Barriers affecting work performance
	(a) (b)
	Lack of equipments, managers bringing the moral down
	H&S risks, management not helping, JD
	Physical workplace and Management - Negative

	IQ10: Incident related to customer aggression faced
	(b)
	Not recently, but a customer tried to steal and couldn’t due to many staff members
	Customer tries to shoplift, JD
	Customers - Negative

	IQ11: If yes, then has it been reported and the action taken on it
	(a) (b) (c)
	Yes, manager reported to the police
	Active management, JD
	Management - Positive

	IQ12: If they are satisfied (or happy) with the H&S measures implemented at their workplace
	(a) (b) (c)
	Yes, but not completely due to pressure to work faster
	Expectation to take H&S risk, Manager not careful, JD
	Physical Workplace and Management - Negative

	IQ13: Their suggestions on what needs improvement at workplace to enhance their work performance
	(C)
	Managers need to be more understanding
	Understand Management
	Management - Negative
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