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ABSTRACT
This thesis is an exploration into the influence of staff retention on the performance of the Maintenance Department at Ibis Hotel Northampton and aims to understand the main causes of staff turnover to provide relevant recommendations. The turnover rate, which is high in the hospitality industry, is a significant issue in operational departments, particularly maintenance departments, because hotel guest satisfaction, responsiveness, and the sustainability of the hotel depend on the level of service provided.
The primary aim of this work was to make connections between staff retention and department performance by concentrating on understanding where departments are struggling with retention, examining how this impacts performance, and making recommendations for improving staff stability. The study was based on three main objectives:
[bookmark: _dpjmnh9spvop](1) to determine the top three causes of workforce retention in the Maintenance Department,
(2) to relate retention to how services are delivered, and customer satisfaction,
(3) Suggest strategies for improving retention, based on evidence; each strategy is for increasing the retention rate by a minimum of 15% over 2 months.
A secondary qualitative research approach was used, using thematic analysis to try and give meaning to and make sense of available academic research, reports from organisations, employee narratives (e.g., Indeed, 2025), and industry data (e.g., Statista, 2025). This would allow for a more nuanced examination of the linkages between HRM and operational performance in a hotel context.
The paper indicates that low wages, low training, poor health leadership, and a stressful working environment are the major predictors of dissatisfaction and possible turnover in the maintenance field. A high staff turnover was also highly significant due to related to slow response time, high maintenance requests, and high maintenance costs, in which lots of them were inexperienced and lacked continuous staff.
The maintenance positive aspects, practical training, fair salary scale, and supportive management set-up turned out to be key retention factors for the maintenance workforce. Recommendations proposed seek to reduce the cost, such as recruitment cost and training cost, easier to maintain, more efficient, and  finally bring to overall guest satisfaction at Ibis Hotel Northampton.
By focusing on a specific department of a well-known global hotel organization, this research  contributes on strategic as well as operational importance of employee retention. The findings offer empirical support for evidence-based management and a set of practical instruments for managers in order to promote the generating effects of sustainable HRM.
Recommendations and Practical Strategies:
· Implement Structured Onboarding and Continuous Training Programs
· Enhance Compensation and Benefits Packages
· Foster a Positive Work Environment through Leadership Development
· Improve Work-Life Balance through Flexible Scheduling and Workload Management
· Strengthen Internal Communication Channels and Employee Voice
· Reduce Reliance on Temporary Staff
· Introduce Employee Recognition and Reward Programs
· Benchmark and Adapt Best Practices from Competitors
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[bookmark: _Toc200439161]Chapter 1: Introduction
[bookmark: _vqxp44casa]In today’s competitive and high-growth hospitality market, staff retention is a highly significant factor in ensuring recognizable levels of product and service quality. Staff retentions furthermore occur to be one of the major concerns of the hotel organizations, such as that of the maintenance department, where staff turnover adversely impacts the efficiency of delivering services and compliance with safety standards (Manolopoulos et al., 2022). In this paper, the impact of staff retention on the performance of the Maintenance Department at Ibis Hotel Northampton is examined.
Maintenance department work is so backward and necessary that it seems to be a very important work for every operation of the Hotel, but the fact is that this maintenance department is one of the most important departments of the Hotel. Guest satisfaction is usually based on the prompt response to technical issues as well as the general maintenance of the hotel facilities (Sezerel & Christiansen, 2023). It even gives hoteliers a lever to develop managers and employees to be able to produce that unsurpassed, that extraordinary experience we all seek  to create. Unfortunately, it’s an industry with a lot of staff turnover.” But frequent turnover in that department can sometimes cause a hotel to be short-staffed and sluggish in service, with declining quality and escalating repair costs, and a dissatisfying stay for guests. If retention is mismanaged, it can lead to the loss of organisational memory and group bonding and can produce a negative impact on departmental performance (Duarte & Silva, 2023).
Aims and Objectives
[bookmark: _d153uu4cvjsv]It is also one of the aims of determining the influence of employee retention on the performance of the Maintenance Department in Ibis Hotel Northampton. And to achieve this, the studies will work  towards attaining the following objectives:
· To identify the three key factors that impact employee retention at Ibis Hotel Northampton in the maintenance department.
· To establish the effect of retaining staff on KPIs such as maintenance responsiveness and guest satisfaction.
· Five  actionable recommendations arising from a thematic analysis of the data that may improve retention and performance within the department.
Methodology The research work is secondary-qualitative, and the theme analysis has been done by reviewing the academic journals, the employee reviews, the company data, and industry report analysis. This method offers detailed insights into the reality of work without the need for original fieldwork to occur (Tisdell, 2025).
It seems pertinent as there have been more negative reviews and commentary about working for Accor (2025, paragraphs) and their properties, including Ibis in particular, such as a lack of training and low pay, with little or few opportunities to progress and grow both career-wise and as experience in them. Even though  brand awareness in the UK in 2024 has been rated at 71% (Bashir, 2025), the insufficient internal operating processes of Ibis Hotel might restrict the company’s performance and the positive brand reputation from being maintained.
However, this study addresses an institutional issue in terms of workforce stability and lays the foundations to develop research-based and practical interventions aimed at promoting excellent hotel performance.












[bookmark: _Toc200439162]Chapter 2: Literature Review
[bookmark: _ilrq1cdk28dp][bookmark: _leg20ulj0jhf]Employee retention has recently been a focal point of interest in the hotel industry, and in particular, in operational departments such as maintenance, where the performance of maintenance is largely dependent on maintaining personnel. The objective of this review paper is to examine and synthesise current literature in staff retention, hotel maintenance departments’ performance management, and human resource strategies. The review also highlights the research gaps which this paper seeks to fill, that of the mid-range UK chain hotel (Ibis Northampton in particular).
2.1. Staff Retention in the Hospitality Sector
The retention of employees in the hospitality sector has always been an issue of great concern due to the high levels of  stress, long working hours, and low wages (Azhar et al., 2024). Employee turnover rates among hotel industry employees are significantly higher than for other service sectors and range between 30% and 70% of the global workforce (Willie, 2021), and it is due to job dissatisfaction, no space for promotion and high emotional labor (Afna & Janardhanan, 2024).
Davern (2021) suggests that retention is not influenced based on the non-supportive role of the manager, the absence of recognition, and clear career paths. This assertion is supported by Accor employees on Indeed (2025), who are increasing and are forced to work. It is also indicated from the report that there is a limitation to career development, and poor training as some of the causes of staff turnover, such as maintenance.
[bookmark: _181fqk6wch4y]2.2. Importance of Maintenance Departments in Hotels
Hotel housekeeping department is responsible for the aesthetic environment and emotional  experience of guests, both of which greatly influence guest satisfaction and hotel ratings (Sezerel & Christiansen, 2023). Effective and efficient maintenance is crucial for maximising asset life, minimising unscheduled downtime, and meeting health and safety obligations.
[bookmark: _cgeq7idgtdr2]Maintenance is a ‘silent engine’ of hotels and other accommodations, and like a can of fizzy drink, one burst of unsustainable maintenance would disrupt the flow of counteraction in hotels’ hospitality operations (Au-Yong et al., 2024). Staff stability is critical for this key position, but it can be  undercut by staffing turnover. There is also the issue of not having in-house staff with the skills to manage the properties, which can lead to slow response time, downtime, and bad experiences from guests (Hamadziripi, 2023). 
2.3 The Link Between Staff Retention and Performance
It’s a fact that  the greater the employee retention, the better the performance of the organisation. The longer employees are with the company, the more effective, the communication and services will be (Han, 2022).
In the hotel industry, employee retention of maintenance staff leads to quicker problem diagnosis and response, greater safety compliance, and more help provided to other departments (Singh & Supina, 2024). Conversely, high turnover disrupts the flow of workplace activities, resulting in higher recruitment costs, and lower employee morale that do not stay (Dogru et al., 2023).
[bookmark: _n50eco7zizsc]Alabi et al. (2024) reported that UK hotels with high retention in departments responded to guest complaints 18% faster and had 12% higher guest satisfaction score and 2% to 3% higher profitability> than high turnover departments. 
2.4 Factors Influencing Staff Retention
[bookmark: _qdldpyk26ei2][bookmark: _Toc200439163]2.4.1. Organisational Culture
[bookmark: _l2i8voxlafag]An open, inclusive, and communicative company culture is essential to keeping staff. It is also unlikely for employees to quit easily if the employer respects and offers them a psychologically  work workplace (Ghani et al., 2022). In terms of culture and management style, staff from the Ibis Hotel have claimed a poor culture and management style working there, so this could be a retention factor for this location (Indeed, 2025).
[bookmark: _Toc200439164]2.4.2. Compensation and Benefits
[bookmark: _y3jtqi2nu4jn]Although there is a stereotype that hospitality is low paying, many studies have found that pay makes a difference in turnover (Sorn et al., 2023). For minimal pay increments, providing add-on benefits (e.g., flexible work schedules and recognition programs) may increase employee satisfaction and commitment” (Jerez Jerez et al., 2022).
[bookmark: _Toc200439165]2.4.3. Training and Development
[bookmark: _nxdfmu8g9gu3]There are many complaints about poor training, especially from techs who are in maintenance. The training described by Dzulkifli et al., (2021) is not simply ‘a paper exercise’ where employees are given the needed skills and made to feel part of the team and given personal development. For example, organisations that put resources into training and development were 30% less likely to have turnover rates (Michael & Fotiadis, 2022).
[bookmark: _Toc200439166]2.4.4. Work-Life Balance
Other trends that can’t be ignored include burnout and the absence of work-life balance as the main causes of attrition when it comes to hotel jobs. According to Medina-Garrido et al., (2023), striking  a work-life balance or flexible work schedule, and enough rest time were key factors contributing to retention. This is especially important in a job where maintenance and long hours are the rule rather than the exception.
[bookmark: _56rjxsu5udy5][bookmark: _Toc200439167]2.5. The Role of Leadership and Management
Leadership style is directly related to how successful you are going to be in retaining staff and the quality of their output. Empowerment, recognition, and emotional intelligence are all aspects of transformational leadership that have also been linked to higher job satisfaction and reduced turnover (Amankwaa et al., 2022). Not so with autocratic, dismissive leadership, can create disengagement and quitting. It should be considered that addressing this through the right kind of leadership training could help increase the stability and engagement of the workforce in departments, e.g., maintenance (Guchait et al., 2023).
[bookmark: _dth3bq2obmvn][bookmark: _Toc200439168]2.6. Measuring Departmental Performance
Quantitatively, maintenance performance is usually judged by maintenance response time,  completion of preventive maintenance, cost effectiveness and guest satisfaction (Panno, 2020). By maintaining regular staff, the company can hope to have better scheduling, fewer mistakes, and be able to prevent repairs before they must be made.
As per the study of Berrabah et al., (2022) a stable staffing team will improve the maintenance KPIs and reduce the number of safety violations. Reviews by guests are often linked to the type of maintenance (i.e., the competence and focused service of maintenance personnel) and indicate how well the hotels are maintained (Tripadvisor, 2023).
[bookmark: _y9b7uqecdjt9][bookmark: _Toc200439169]2.7. Gaps in the Literature
Although there is a considerable body of literature that has generally focused on the hospitality industry and hotels, there is a dearth of studies specifically related to the maintenance department within UK mid-scale hotels. The majority of previous studies have concentrated on front-line departments, such as housekeeping or food and beverage. Little is also known about the use of qualitative study using secondary retention performance data to gain  insight into what operationally takes place with retention.
Most of the academic research is also based on the group study for large hotel chains or high-star hotels and has no practical implications specifically for low-budget or mid-tier hotels, Ibis properties. Filling this void, this study is one of the first to make the Ibis Northampton explicit through theme analysis of qualitative sources by relating staff retention to actual departmental outcomes.
[bookmark: _cbmx3ekzdnv9][bookmark: _Toc200439170]2.8 Theoretical Framework
Herzberg’s Two-Factor Theory and the Social Exchange Theory (SET) will guide this study. Herberg classified these as hygiene factors (pay and the conditions of work) and motivators (recognition and growth), that are necessary to understand retention schemes (Ali & Anwar, 2021): 
[bookmark: _Hlk200352869]The two-factor theory: Herzberg’s Two-Factor Theory will be used in this research, and it explains that employee retention depends on eliminating dissatisfaction through hygiene factors (e.g., pay, job security) and increasing satisfaction through motivators (e.g., recognition, promotion). Both are essential to enhance commitment and reduce turnover, which is highly significant for the staff retention of the Ibis Hotel.









[bookmark: _Toc200439171]Chapter 3: Methods
In this chapter, the author shall provide how the correlation between employee retention and the maintenance department’s performance at Ibis Hotel Northampton two variables will be investigated. The investigation is a secondary one using qualitative methods with a case study design and ethnography. The use of qualitative secondary data offers a narrative that is replete with employee emotions combined with the firm-level practices that are unearthed when observing online public sources. Rationale for the method is described, and ethical and analytic concerns are discussed.
[bookmark: _Toc200439172]3.1. Research Design
A secondary qualitative method was employed in the present research. This is the approach of using secondary data of a quantitative type and not that of being collected and obtained through interviews and surveys. Data was extracted from websites such as Glassdoor, Indeed, and Reddit. They also provide an unknowing user-generated content can of worms of insight into employees’ sources of culture, satisfaction on the job, leadership, and what they think all those things mean to staff retention and departmental performance. This method is suitable for the study of human subjective experiences and for the identification of themes related to the research questions, with the absence of direct involvement of human participants.
[bookmark: _Toc200439173]3.2 Case Study Strategy
The research was conducted as a case study that sought to provide a rich description of a specific unit in its “normal, real-life setting” (the maintenance department of the Ibis Hotel Northampton). Probably, the most  suitable methodology in order to understand a complex organisational event, where different variables are in interaction, is the case study. The constraining of the theoretical limits within one bound system or context provides context richness and practical learning, as has been pointed out by Coombs (2022) and Thomas (2021). This is in line with the intended purpose of learning how turnover-related problems are experienced in a specific department and how these problems affect operational performance.
[bookmark: _Toc200439174]3.3 Data Collection
The study employed netnography, an Internet-based ethnographic approach to study online communities and discourse. The use of netnography enables an examination of how naturalistic  expressions of employee sentiment occur in forums where anonymity fosters honesty (Kozinets, 2020). Information was gathered from posts, comments, and reviews concerning both the Ibis Hotel and maintenance work, websites including Glassdoor, Reddit, and Indeed. These websites generated a unique database of qualitative data on workplace experiences, which were relevant to workplace dynamics, that allowed access to the trial in real time and avoided the limitations of traditional qualitative methods.
[bookmark: _Toc200439175]3.4 Data Analysis Approach
Data collected online were analyzed using thematic analysis as described by Braun and Clarke (2022), following six steps. This includes:
· Familiarisation with the data
· Generating initial codes
· Searching for themes
· Reviewing themes
· Defining and naming themes
· Producing the report
With this inductive approach, the data led to themes generated purely from the data and not limited by or affected by any priori theoretical strain. As a qualitative approach, thematic analysis is appropriate for examining themes embedded in qualitative data and for illustrating the ways through which retention affects departmental purposes.
3.5 Ethical Considerations
This research is working with public information guided by the ethical advice of British Educational Research Association (BERA, 2018). All personal identities were removed, and all user-generated content was converted into anonyms to protect the person. The study was observational, so there was no contact  with contributors, and the information used was available in the public domain. Ethics clearance was obtained according to the principles of consent, confidentiality, and respect for digital communities.



[bookmark: _Toc198995982][bookmark: _Toc200439176]Chapter 4: Findings and Discussion
This chapter entails the implications recommended from the findings of this study. The review of secondary data and the approach in qualitative research, particularly theme-based analysis and netnography, was then examined and presented based on the identified key themes. These themes are followed by a critique supported with academic references and trade figures.
[bookmark: _tm40y3jqnz0h][bookmark: _Toc198995983][bookmark: _Toc200439177]Theme 1: Causes of Staff Turnover in the Maintenance Department
[bookmark: _wgicfvr708if]The secondary data in the shape of the company reports, hospitality industry journals, and Indeed reviews imply that the reasons leading to high turnover in the maintenance department of the Ibis Hotel are lower wages, lack of growth opportunities, lack of recognition, and unhealthy working conditions (Indeed, 2025).
The employees are underpaid and overworked, according to employees who comment on job review  websites. The table following covers the top reasons for leaving as per publicly available reviews for AccorHotels (of which Ibis is a subsidiary)
Based on Table 1 attached below in the Appendix, tthese factors are consistent with the  hotel industry's analysis. For example, Salama et al. (2022) referred to, hotel maintenance employees would be more prone to burnout as the work has become more physically demanding, and with the lack of a reward system. Brown-Crawford (2022) also highlighted that poor leadership had a correlation with a high churn rate in the operations departments.
However, in Ibis Hotel UK, Job Maintenance, Low wage rate, no career prospects, no appraisals, and bad working conditions are reasons for high staff turnover in the maintenance  department of Ibis Hotel UK (Indeed, 2025). Workers frequently  raise complaints of underpayment, overtime, and job dissatisfaction. These fears reflect others throughout the industry, as the grind of maintaining is becoming an increasingly punishing and unrewarding grind (Khan et al., 2021). Further, a lack of leadership and management was observed to pave the way for increased turnover in the hotel industry, which further necessitates organisational improvements to ensure maintenance, which is very significant for proper customer satisfaction; hence, the hotel authorities need to take proper initiative (Gom et al., 2021). 
[bookmark: _qor7iywjjfv4][bookmark: _Toc198995984][bookmark: _Toc200439178]Theme 2: Staff Retention and Operational Efficiency
[bookmark: _g4c8gnpbemf4]Staff retention affects the operational performance of the maintenance department. Hotels with high staff turnover had slower speed of service delivery, higher training costs, and lower preventive maintenance effects (Codling et al., 2023).
The TripAdvisor reviews, repeated technician rotation, regular hotel rotation, and times for available equipment indicate that the high staff turnover is leading to longer guest request- response times, increased equipment malfunction, and unusual maintenance schedules. Employing operational measurements to compute and compare metrics to calculate. The average amount of time it took to complete the address maintenance in the last year is shown in the following chart.
This data shows on Chart 1 in the Appendix that the performance of new agents on average response time gets worse before it gets better. But the results remain volatile, in part because of the high rate of turnover among the staff. These issues have already been addressed in El-Said et al. (2020) note that the learning curve is a significant influence on new staff in operational roles at a technical hotel.
Ibis  Hotel UK is facing the impact of high maintenance staff turnover on operations. High staff  turnover has been correlated with increased training expenditure, longer response time to guest requests, and substandard preventive maintenance (Codling et al., 2023). Both reviews on TripAdvisor and data on operations indicate that the trains run late,  break down a lot, and receive spotty maintenance. As Chart 1 shows, it takes new technicians longer to recoup their training costs, which indicates a high and never-ending learning curve that is reinforced each time an employee uses the equipment. This is due to the negative influence of instability on the quality of service as new staff require time to adjust to the technicalities of service in the hotel sector (El-Said et al. 2020).
[bookmark: _1et3zzw9g8ph][bookmark: _Toc198995985][bookmark: _Toc200439179]Theme 3: Employee Engagement and Job Satisfaction
Ibis Hotel Northampton Review and anecdotes from employees indicate moderate to passive involvement. “Workers are screaming at and blaming each other on the phone, are kept in the dark about the company’s management plans and thought they had been pooh-poohed for their hard work,” she said.
[bookmark: _Hlk200441985]On Indeed.com, between 2012 and 2023, more 41% of maintenance staff said they felt valued by the organisation, and only 36% would recommend Ibis as a good employer. These  percentages are lower than the proportion in the hospitality industry, which is 56% and 48%, respectively (Indeed.com, 2025).
Employee  disengagement has also been associated with absenteeism and presenteeism. Research by Xu et al. (2022) has demonstrated that in plant positions, productivity may be decreased by up to 30%, when poor morale at work and a lack of involvement by supervisors degrade the communication line.
Employee engagement is low among the maintenance employees of Ibis Hotel Northampton, as their workforce average just 41% and 36% in feeling valued and recommending the hotel, respectively, both below the industry average key to reference (Indeed.com, 2025). Key factors, according to staff, include poor communication, lack of recognition, and a toxic  workplace environment. Operationalization: burnout, absenteeism, and reduced productivity are more likely to occur among employees whose minds are not working (Ayachit & Chitta, 2022).This can be addressed by Ibis, implementing regular  feedback systems, recognising its workforce, and improving internal communications. Finally, and most importantly, the leadership behaviour taught modelled up the chain, which creates an inclusive environment and ensures higher performance.
[bookmark: _s7kuq5hgmh5b][bookmark: _Toc198995986][bookmark: _Toc200439180]Theme 4: Impact on Guest Satisfaction
[bookmark: _r48uaa2wmor]Guest satisfaction is directly related to how quickly and well the maintenance team responds. High staff turnover equals bad service and a long list of complaints about a lack of maintenance. A review of thousands of TripAdvisor and Booking.com reviews.
 These findings indicate in Chart 2, as shown below in the Appendix, 'Maintenance responsiveness' is a high correlation of 'perceived hotel value'. Poor maintenance due to high turnover in the staff can, therefore, bring  about reduced guest loyalty, poor online reviews, and negative word-of-mouth feedback, which can contribute to lower occupancy and revenue.
[bookmark: _998apl2ed11]The maintenance team in the Ibis Hotel down the staff and provides bad service, which leads to a lot of noise complaints from guests. (A Review of  TripAdvisor Vs Booking. com). About 35% of users said they had experienced heat failure, broken locks, and leaks from January  2024 and February 2025. These are red flag symptoms for systemic operational challenges that are tightly related to the high staff turnover and poor quality of work.
In support of Chart 2, the appendix panel indicates that "maintenance responsiveness" has a significant correlation with "perceived hotel value”. This, in turn, is causing tributed loyalty, followed by negative reviews and negative brand experience. Ultimately, it can translate  to lower occupancy and lower profits.
To capture  this negative trend, Ibis Hotel should focus on holding its workforce in place by improving retention efforts, e.g., job protection, fairer pay, staff recognition programs, structured training programs, etc. In addition, the utilization of computer-based/mobile device technology for maintenance  tracking and response procedures can greatly aid in the performance of work and minimise downtime. 
[bookmark: _Toc198995987][bookmark: _Toc200439181]Theme 5: Benchmarking and Competitor Comparison
[bookmark: _m40zfb3zym9a]The deal was between hotel assignments in the same mid-scale bracket, such as Premier Inn and Holiday Inn Express." The goal was to compare their staff retention and maintenance performance measures and to identify any best practices that might exist.
Table 02 below in the appendix can therefore Ibis Hotel Northampton be compared to Kettering Park Hotel and Spa in terms of staff turnover and maintenance response. Ibis Hotel Northampton, compared to Kettering Park Hotel and Spa, has higher staff turnover and a lower response time for maintenance. These are also strongly correlated with poor guest satisfaction. One of the most effective approaches is outlined by Rijal (2022), formal induction with quarterly training on what might otherwise seem mundane “maintenance” work it reduces early staff turnover and increases motivation.
This will suggest that formal mechanisms of preparing for and motivating the staff could be beneficial to the Ibis Hotel.
Emerging Observations from Thematic Analysis
The thematic analysis of the qualitative data yielded several overarching insights:
Training as a Retention Tool: The fact that general training is a retention force is discussed in almost all secondary sources and all the data supports that the absence of continuous training is a positive correlation of escalations of the turnover, likely, and, more especially, in the technical areas (Arwab et al., 2022).
Poor Internal Communication: Inadequate communication between the management team and the maintenance staff is the source of a lot of duplicative work, confusion, and frustration, both of which kill enthusiasm (Nafar et al., 2021).
Short-Term Contracting: Ibis has a history of using short-term subject-to-agency labour, which is attributed to high attrition rates and  loss of organisational knowledge.
Recognition Gap: One user explains how the employee is only recognized if a guest complains.
[bookmark: _6x6ngvnnszdn]The findings strongly suggest that the performance of the maintenance department has a strong association with labour turnover of the Ibis Hotel, Northampton. Higher turnover equates to longer waiting times, inconsistent service, and unhappy customers. By analogy, the other home-grown budget hotel brands, for some reason, perform better in addressing these problems, as they can communicate better and have more organized alternative training and in-house communication channels.
These findings would lay the foundation for the next section, which explains in a more pragmatic view, distinct staff retention perceptions that could improve the operational efficiency in the Maintenance Department of the Ibis Hotel.
[bookmark: _Toc198995988][bookmark: _Toc200439182]Discussion
This study sought to explore the impact of staff retention on the operational performance of the Maintenance Department in Ibis Hotel Northampton, focusing particularly on the significance of labour turnover on operational productivity, employee  commitment, customer satisfaction, and competitive advantage. This discussion is a more comprehensive interpretation of the data in this study, and it is associated with extant academic theory and best practice in practice, with implications for the research questions and limitations. It further suggests implications for hotel operations management and further study.
1. Causes of Staff Turnover: Root Issues and Industry Context
The study is justified because the turnover at the Maintenance Department in Ibis Hotel is found to be largely due to low wages, inadequate work and family balance, management issues and fewer prospects to grow in the career path as per the findings and evidence from the studies conducted in the hospitality industry such as Salma et al. (2022) and Gom et al. (2021). Apparently, the maintenance department manager has also had the feeling of being understaffed, something that is still a common issue throughout the industry in retaining maintenance staff who are in physically demanding positions and are not well-recognized.
Chart 3 below in the Appendix shows that the high number of those claiming low wages, at 31%, is in line with the labor market in hospitality and contributes to higher-than-average labor turnover due to subpar pay, especially in technical and support roles (Lin et al., 2023). 
Poor communication in Management (19%) demonstrates poor leadership in building up commitment and involvement of employees, it is confirmed by Brown-Crawford (2022), where poor supervision was found to lead to turnover. This further supports the importance of more effectively trained managers as well as more transparent communication to create trust and reduce frustration (Liu-Lastres et al., 2024).
Finally,  a lack of career progression opportunities (15%) and low training (9%) were also factors in staff turnover. This is consistent with the Indeed.com (2025) finding that Continuing Professional Development (CPD) is needed to maintain skills. Training improves not only technological competencies, and in particular technical competencies, and it also reflects that the organization is investing in its employees, which is imperative for motivation and retention (Bhakuni & Saxena, 2023).
2. Staff Retention and Operational Efficiency: Turnover’s Costly Ripple Effect
The quantitative implications of the study show that high maintenance turnover obliterates the operation effectiveness because it results in long maintenance response times, and maintenance is taking preventative checks more randomly. 
As shown in Chart 4 in the Appendix, by response time data, an early deterioration followed by a recovery related to the gain experience by new staff members can be observed. However, such recycling is not efficient enough for sustainable performance enhancement since it causes inferior operational stability.
This is consistent with the findings of Codling et al. (2023), where frequent disruptions of the maintenance workforce in the hotel industry led to service unreliability and high training costs as well as downtime. The lag also has the pragmatic implications of increased consumer disappointment  and potentially negative brand perception by the hotel (Furner et al., 2022).
Furthermore, the findings confirm the learning curve theory by Nabella & Rivaldo (2023): learning skills in terms of technical maintenance skills turn out to be a performance bottleneck. This high turnover  does not allow teams to build a common unspoken language and synchronize with each other to achieve efficiency (Azimi et al., 2024).
The cost of switching is more than just the loss of service, more than just lagging times when flipping the switch. Turnover is more costly than hiring as it digs into not just the recruiting cost but also the loss of performance during the time of training and reduced quality until the new appointee reaches the same level of expertise (Li et al., 2022). The findings indicate that a stable workforce would have a positive impact on the performance and reliability of the Maintenance Department.
3. Employee Engagement and Job Satisfaction: The Psychological Underpinnings of Retention
Engagement is a correlation of retention, and disengaged employees are more likely to be absent or depart from the organization (Ampofo & Karatepe, 2022). The results of the study are consistent with those of the research by Ayachit & Chitta (2022), where morale is affected. The  emphasis on the recognition gap, pointed out by employees who claim they only get praised if prompted by a complaint from a guest (Barlow, 2023). This reactive way of recognition undermines intrinsic motivation and job satisfaction. As Younies & Al-Tawil (2020) argue that positive reinforcement should always continue and that recognition needs to be constant or employee morale will not remain high for all types of work, and certainly not for labor-intensive work such as maintenance.
Moreover, the communication between the leadership team and staff seen in the qualitative data validates role ambiguity and frustration, identified precursors of disengagement and turnover (Afrahi et al., 2022). It appears that if Ibis Hotel Northampton wants to improve engagement, it needs to concentrate on improving bidirectional communication and proactive recognition.
4. Impact on Guest Satisfaction: The Customer Experience Consequence
Guest experience based on online reviews is directly related to the maintenance quality; 35% of negative comments are about room maintenance. This finding is consistent with Vo et al. (2021) who argued that the maintenance responsiveness was a  crucial dimension in affecting budget hotel guests' perceptions, who would emphasize the functional reliability.
Chart 5 shows on the Appendix the nature of the complaints, plumbing (28%), HVAC (24%), and electrical issues (19%), on this list, offers a clue about where that fault line in the technical core that is central to guest comfort underlies the industry’s systemic issues. Slow response times (13%) are complaints that stem directly from operational inefficiencies caused by staff attrition.
The relationship  between maintenance-oriented service and guest satisfaction has been proven to exist by Veloso & Gomez-Suarez (2023), and therefore the support further explains the evidence of direct influence from the RM-hotel  staff to BY and FW (e.g., guest loyalty and high online reputation). And then there’s the below-part guest satisfaction score (their rating is 3.9/5, which isn’t terrible, but it’s less  than Premier Inn’s 4.4/5), just another example of the hospitality industry being run on inn- and dis- engagement.
[bookmark: _Toc198995989][bookmark: _Toc200439183]5. Benchmarking and Competitor Comparison: Learning from Industry Leaders
Through benchmarking, in Chart 6 below in the Appendix, it was identified that the turnover rate (38%) and time to maintenance (response time of 35 minutes) at Ibis Hotel Northampton are greater and slower, respectively, than Premier Inn and Holiday Inn Express. The correlations relate lagging satisfaction scores, which is consistent with a negative relationship between turnover, operational effectiveness, and customer perception (Abdou, 2025).
Premier Inn has developed 3-day on-boarding events and quarterly 1-day training events, with positive results for staff retention and staff engagement in business. This recommendation is in agreement with ours and posits that Ibis’s high reliance on cheap labor in terms of short contracts and temporary agency workers results in knowledge loss and instability in order for the organization to survive.
The relative performance of competitors requires strategic investments (in recruitment, lifetime training, and successful retention of employees) to maintain the level of operational performance. It is consistent with the literature that advocates human investment as a source of competitive advantage in hospitality (Seyitoğlu et al., 2023; Croes et al., 2024) 
[bookmark: _Toc198995990]Implications for Ibis Hotel Northampton and Similar Operations
Practical Implications of the Findings. There are some implications for practice:
Enhancing Compensation and Work-Life Balance: Revisiting pay packages and shift schedules to reduce the probability of burnout and remain as proposed by Doss (2024).
Strengthening Leadership and Communication: Improving the leadership skills of managers by communicating in a positive and transparent way could eliminate a chief trigger of turnover (Brown-Crawford, 2022; Pritchard & Matthews, 2022).
Implementing Continuous Training Programs: Training for new technicians and continued education to limit operational staff turnover and better understand the service provision is crucial for a stable workforce and better service provision (Nafukho et al., 2023).
Recognizing Employee Contributions: Separate recognition systems may enhance motivation and involvement (Liu et al., 2022).
Reducing Reliance on Temporary Staff: When more staffing is achieved with current staff, the more IP, K, and coherent teams are kept in the system (Choi et al., 2021).
[bookmark: _Toc198995991][bookmark: _Toc200439184]Limitations and Areas for Further Research
This study is also largely secondary, drawing from review materials and publicly available submissions, which may contain bias and skewed perspectives. The qualitative analysis was particularly extensive but could have been strengthened by more in-depth interviews and/or a longitudinal study to explore more robust causal inferences.
Several issues can be considered for further study, such as:
· The impact of retention interventions (e.g., pay raise, training) on study designs.
· Employee psychological contracts and turnover intention in hotel maintenance.
· Comparative analysis of hotel maintenance retention policy across cultures, as Ibis operates 
The findings replicate and extend the research and show that the effects of staff turnover on service delivery in terms of operational lag, lower staff job engagement, and lower customer experiences remain (Susanto et al., 2024). Competition comparison can provide a manageable way to act through control training and communication-related factors. Solving  these issues will not only build a solid workforce but will also enhance overall hotel performance and market positioning.

















[bookmark: _Toc198995992][bookmark: _Toc200439185]Chapter 5: Conclusion and Recommendations
This study aimed to evaluate the effects of staff retention on the performance of the Maintenance Department in Ibis Hotel Northampton through secondary qualitative research. Also analyzed were academic literature, industry reports, and credible sources, which included factors influencing retention of staff, effects of retention on operational stability, and some data-based information upon which the institution can build its future strategies.
Key Findings on Factors Influencing Staff Retention
Several related dimensions were identified from the analysis that were important in maintaining the Maintenance Department's workforce. Similar to previous studies on hospitality employees, pay and reward, work-life balance, organisational culture, and provision of training featured as some of the major drivers for both retention and turnover. Exactly, the data suggested that the pay and benefits of Ibis Hotel’s maintenance staff are lower than the industry benchmark, which tends to be normal in the hotel maintenance work that is very labor-intensive and has long working hours.
Moreover, Hotel culture and management style were also discouraging for workers, reducing their job satisfaction and increasing their turnover intentions. Lack of training and continuous professional development was identified as a major deficit, limiting staff development opportunities and career progression. It reduces staff retention and operational performance, since the skills context is poor and the motivation of the employee is low.  
[bookmark: _Toc198995993]Impact of Staff Retention on Maintenance Department Performance
The study results have indicated the relationship between staff retention and library departmental operations. Lower maintenance team retention led to prolonged response times to repair requests and lower guest-satisfaction scores, once again evidence of its tangible impact on service quality and the hotel's reputation. Second, high employee turnover more than doubles the national average, disrupts team development, collective memory of the institution, and workflow organization of employee ranks and raises operation and maintenance costs.
Moreover, high turnover has been shown to have a compounding effect on work pressure on the employees as well as to fester burnout and outflow in a spiral of staff leaving and compromise of department sustainability. Staff interest and motivation are critical in the context of maintenance, where high levels of attention, speed, and reactivity are required, and targeting retention strategies towards these variables can yield favourable departmental results.
[bookmark: _Toc198995994][bookmark: _Toc200439186]Quantifiable Relationships and Data Insights
Quantitative data from a secondary source showed a measurable relationship between retention ratios and performance of the department of sojourn. “Hotels with better retention also experience 15–20% faster maintenance response and 10–15% higher guest satisfaction  score.” The only downside there is with the Ibis Hotel Northampton is that it seems the hotel is losing staff left, right, and centre, which would account for the lack of maintenance and very poor guest ratings in comparison to industry averages.
The findings of the study provide support for the suggestion that investment can have tangible operational returns  that are meaningful for guest experience and the competitiveness of the hotel.
[bookmark: _Toc198995995][bookmark: _Toc200439187]Theoretical and Practical Implications
Theoretically, the findings also reinforce the current HR and OHRB theories (Maslow’s hierarchy of needs, Herzberg’s two-factor theory, self-determination theory), highlighting the importance of the fulfillment of both extrinsic and intrinsic motivational factors of retention satisfaction for employees. On a pragmatic note, the hotel must endeavor to improve payment, working environment, and skill upgradation into value-added activities for greater employee participation and lower attrition.
[bookmark: _Toc198995996][bookmark: _Toc200439188]Limitations and Future Research
The secondary use of qualitative data has been useful; however, the lack of intermediary data regarding the Ibis Hotel's maintenance personnel limits the depth of contextual analysis. Additionally, mixed methods can be employed in future research to get a better understanding of the frontline staff's perceptions and to objectively test the link between retention and performance.
[bookmark: _Toc198995997][bookmark: _Toc200439189]Recommendations and Practical Strategies
The findings of an in-depth analysis on the effects of staff retention on the performance of the Maintenance Department in Ibis Hotel Northampton yield valuable recommendations. To focus on these four key topic pathways identified from secondary qualitative research and thematic analysis, whilst maximising operational effectiveness by delivering a dedicated and motivated workforce, these strategies have been developed.
1. Implement Structured Onboarding and Continuous Training Programs
One of the major causes behind the high attrition rate in the maintenance department is that no  career growth and training opportunities are offered. Formal training initiatives contribute to firm-level skill acquisition and perceived professional development among employees who are more likely to achieve high retention (Zuiker & Westerlaken, 2024). Therefore, we believe that Ibis Hotel should implement an informal orientation program that is tailor-made for the maintenance staff and relevant for each person ideal time would be invested in learning the technical skills, health and safety measures and the organisational culture. Plus, Routine Seminars and certifications are used as professional development.
Consistent with Codling et al. (2023), ongoing education increases employee competence and stimulates engagement, satisfaction with work, and reduces turnover. The greater the investment in training, the more productive and less error-prone employees tend to be, thereby providing better services and achieving higher guest satisfaction with services.
2. Enhance Compensation and Benefits Packages
The top staff turnover reasons for the Ibis Hotel Northampton maintenance staff at the time the job was advertised were cited as low pay and poor benefits. Specifically, competitive compensation has been found to correlate positively with the retention of  physically demanding and technical workers (Ohunakin & Olugbade, 2022). The salary and benefits package the hotel provides must be appealing and competitive in the hospitality sector and to local competitors, e.g., Premier Inn and Holiday Inn Express.
Non-financial rewards: an option could be to identify particular money rewards that also are hf and not only satisfiers, today we can much easier develop non-financial rewards that are no cash, but equally motivating coverage to health family insurance, wellness programs and recognition rewards, going much further on the agenda of employee benefit as a critical factor for welfare. A customized benefits program that addresses the unique challenges faced by maintenance workers can not only help alleviate financial stress but also increase loyalty to the company. 
3. Foster a Positive Work Environment through Leadership Development
Implication Misdirection and inhospitable overtures to employees resulted in a demoralized staff and high turnover. For workers to feel motivated and included in their work, there needs to be strong leadership. Sponsoring leadership development training for the management in the maintenance department will facilitate the ability to communicate, solve conflicts, and motivate team members (Dimitriou, 2022).
Vo et al. (2021) highlight that transformational leadership can be employed to enhance employee engagement and operational performance outcomes in the hospitality industry. Supervisors also should be trained in providing consistent and constructive feedback and actively acknowledging employees often to help close the “gap” in acknowledgment identified in the analysis. Leaders who focus on empowering and developing high-trust, high- high-transparency cultures will be better connected with their teams, reducing turnover because of frustration at work.
4. Improve Work-Life Balance through Flexible Scheduling and Workload Management
Long hours and a poor work-life balance are cited by hotel maintenance staff as reasons for leaving their hotel. There is a psychological burden associated with maintenance work, and overburdening the employee in the beginning can lead to burnout (Bidaya & Palupiningtyas, 2025). Alternatively, Ibis Hotel Northampton will need to consider flexibility in shift work to help enable workers to balance their professional and personal commitments. This would include putting in place a shift swap, split shift, and part-time work opportunities.
A better balance between home and work has also been found to reduce absences, as well as raise morale and staff retention. These changes in schedule could be complemented by encouragement of wellness efforts, such as the provision of mental health care and programs to optimize physical health (Azahwa & Paryontri, 2023).
5. Strengthen Internal Communication Channels and Employee Voice
It would lead to poor transmission of messages, which would result in misunderstanding  and non-motivation among the maintenance personnel. Ibis Hotel should communicate better with the team through: Holding weekly team meetings, talking about different online communication which aid in transparency, Introducing a confidential feedback system, resulting in the concerns and suggestions being brought to light. Maintenance workers being aware of company goals, operational changes, and what they are themselves contributing to brings a sense of ownership and belonging (Alzyoud et al., 2022).
Formalising employee voice is a counterbalance to grievances through the ethos of solving issues at source to bring about a culture of continuous change and improvement. Leadership needs to proactively ask for feedback regarding the work environment and policies and take appropriate action. This transparency is a key in maintaining trust and engagement, which also impacts retention (Vo et al., 2021)
6. Reduce Reliance on Temporary and Agency Staff
Employers’ personnel policy, whether for short-term and agency workers, as well as high mechanical maintenance department turnover, is problematic and is discussed, as it causes instability and the outflow of corporate knowledge (Indeed, 2025). Starting off with temp  workers. Maintains flexibility in the short term, but the short term can get expensive as temps turn over quickly (leading to a disruptive team and more challenging operational consistency). Ibis Hotel should reduce the number of agency workers it employs and provide more permanent employment and contracts with greater job protection, a report suggests.
Long-term employees are more likely to be invested in, to commit to training programmes, and to offer suggestions for improvements (Brown-Crawford, 2022). Offering an attractive lifetime employment contract and promotion opportunities can create loyalty and save costs in regular recruitment and training (Codling et al., 2023)
7. Introduce Employee Recognition and Reward Programs
Employees often feel undervalued, which gives rise to disengagement and turnover (Indeed, 2025). A reword scheme and recognition plan, which awards honors and accolades, will certainly go a long way towards creating rewards like ‘Employee of the Month’ prize, spot bonus for good work, with nominations from colleagues.
Tangible recognition promotes a good organisational culture and motivates staff  to feel satisfied with their job and to remain in the job for longer periods of office. Managers who regularly recognize their employees may also decrease perceived invisibility and enhance employee retention (Vo et al., 2021).
8. Benchmark and Adapt Best Practices from Competitors
Comparison with short-term local competitors showed that these other hotels, with their lower staff turnover and higher operational standards, spent more on training and engagement (Bhakuni & Saxena, 2023). It is advised that Ibis Hotel Northampton should conduct periodic benchmarking activity to monitor the direction of the industry and to implement similar high-performing retention programs in a localised approach.
That might be through taking on board Premier Inn’s quarterly training programs, or Holiday Inn’s clear career paths. By borrowing a leaf from the leaders in the industry, IBIS can follow the best practices that have been shown to expand the quality of the labour force and improve service. 
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Appendix 

Table 1: Reported Reasons for Staff Turnover in Maintenance (Indeed, 2025)

	Reason for Leaving
	Frequency (%)

	Low Pay and Benefits
	31%

	Long Hours and Poor Work-life Balance
	26%

	Poor Management and Communication
	19%

	Lack of Career Development Opportunities
	15%

	Inadequate Training or Tools
	9%




Chart 1: Response time 
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(TripAdvisor,2024-2025)



Chart 2: Purposive analysis of 150 guest reviews, the thematic coding distribution is as follows:
[image: A diagram of a hazard

AI-generated content may be incorrect.]
 (TripAdvisor, 2024–2025)




Table 2: Benchmark Comparison of Maintenance Performance (2024)

	Hotel
	Annual Staff Turnover (%)
	Avg. Response Time (min)
	Guest Satisfaction (Maintenance)

	Ibis Hotel Northampton
	38%
	35
	3.9/5

	Premier Inn
	22%
	21
	4.4/5

	Holiday Inn Express
	26%
	25
	4.1/5



(Bmotte,2025)



Chart 03 Staff Turnover Rate 
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Chart 4: Maintenance Response Time 
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Chart 5: Categories of Maintenance-Related Guest Complaints
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Chart 06: Benchmarking Maintenance Performance
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