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Abstract
This research has been done based on the placement in a hotel. This research investigated the impact of employee turnover on hotel performance, focusing on front-office operations at Holiday Inn Sunderland, City Centre. The research has identified how high turnover disrupts service quality, increases recruitment costs, and weakens guest satisfaction. For this reason, the research has chosen primary data and secondary research data along with the literature evaluation. The positivism research philosophy was the core methodology that helped the research conceptualise the findings. The research findings revealed that workload, limited career progression, and insufficient management support significantly contribute to turnover. At the end, the research came to conclude with practical recommendations to enhance employee retention and overall hotel performance.
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Chapter 1: Introduction
The employee turnover is crucial factors that reduce the performance of hotel industry. Based on the placement on this hotel, the researcher has collected the research data. The hotel is a part of the globally recognized Holiday Inn brand and serves as a key hospitality establishment in Sunderland’s city centre (Branham, 2020). The front office department directly affects the guest experience, reputation, and overall operational efficiency. The hotel reputation depends on the better customer relationship management. Therefore, the study of employee turnover in this department provides meaningful insights into hotel performance and service quality (Hom and Griffeth, 2023).
1.1 Research Title
To explore the employee turnover on hotel performance at front office operations: A case Study of Holiday Inn Sunderland, City Centre, Keel Square, Sunderland SR1 3DS.
1.2 Research Aim
To explore the impact of employee turnover on hotel performance at front office operations in Holiday Inn Sunderland.
1.3 Research Objectives
· To examine how employee turnover impacts on business operation at hospitality industry.
· To determine the effects of the high employee turnover on hotel performance at front operational management in hospitality industry.
· To investigate how Holiday Inn views the employee turnover and its implication on performance at front office management.

1.4 Research Questions
· What are the effects of the employee turnover on hotel performance?
· How the employee turnover reduces the performance of front office operations?
1.5 Rationale for the Study
Basically, I have chosen this topic for several reason. It has been mentioned that the hospitality sector is notoriously challenged by one of the highest employee turnover rates across all industries (often well over 70% annually) (Jr   Oscar Miller, 2018). The problem identified makes the study of turnover a perpetually relevant and critical issue. The employee turnover significantly increases the requirement cost and incurs high expenses. In addition, it also reduces the service quality of front office operation. It has been noted that newly appointed employees are unable to offer better service.
I have selected this with a view to exploring the critical functional areas like front office operation. I know that the front office is the 'face' of the hotel and plays a crucial role in guest satisfaction and overall hotel performance (Lucas, 2013). Through the placement in the hotel, I came to experience the aspect of the employee turnover. It has been found that the high employee turnover is expected to direct impact on key performance indicators (KPIs) (Mobley, 2023). 
1.6 Background Literature Overview
The employee turnover is necessarily drawing the attention of the company to consider carefully. Employee turnover has been defined as the frequency at which the employee leaves the organization and changes the workplace repeatedly. With a view to promoting a positive work environment, the literature review transfers possibilities, preparing for talent and growth (Pereira et al., 2020). On the basis of the aspect, majority of employees are foreign-born, these findings will help the hotel industry's human resource planning and lower the expense of hiring new staff.
In the hotel industry, the human element is essential to accomplish the daily jobs. According to Kusluvan et al. (2010), employees' abilities, dispositions, knowledge, personalities, and actions are crucial in determining organizational outcomes including customer happiness, loyalty, and service quality. (Riley, Ladkin and Szivas, 2017) 
1.7 Summary
This chapter ends with the summary of the introduction, background and rationale for choosing the research. This introductory chapter has outlined the context, aim, objectives, and rationale of the study. The research focuses on exploring how employee turnover affects hotel performance with specific reference to front office operations in Holiday Inn Sunderland (Roseman, 2023). 
The chapter also highlighted importance of human capital in the hospitality sector and presents a brief overview of key studies related to employee turnover. The following chapter placed a detailed Literature Review, critically analysing previous academic studies and theoretical perspectives that will help to establish a foundation for this research project. At the end of the chapter, the research methodology has been designed and then a data finding and discussion have been designed (Saridakis and Cooper, 2017). 
Chapter 2: Literature Review
2.1 Introduction
The hospitality industry proliferates based on the performance of the employees. The hospitality industry is known for its heavy dependence on human labour and service quality. Among the major challenges faced by this sector, employee turnover remains one of the most significant (Marques et al., 2025). 
The research chapter critically analysed the existing literature on employee turnover and its impact on hotel performance, with a particular focus on front office operations. The chapter also explored theoretical perspectives, contributing factors, and implications for service quality and organisational success, supported by recent academic research (Elshaer, 2019).
2.2 Demonstrating implication of the employee turnover
The employee turnover is the frequency at which the employees exit the organisation. The employee turnover significantly impacts over the employee performance (Boella, 2021). The important thing is that the employee turnover significantly impacts over the employee performance.
Turnover can be voluntary, when employees leave by choice, or involuntary, when termination is employer-driven. It has been noted that the high turnover rates lead to the loss of valuable skills, reduced productivity, and higher recruitment and training costs (Evans and AI, 2025). This aspect is critically unearthed by some researchers. It has been explored by many researchers. For example, according to Hom et al. (2017), employee turnover is influenced by both internal and external factors. Internal factors include organisational culture, management style, compensation, and career development opportunities. There many external factors include economic conditions, competition, and the availability of alternative jobs (Harorimana, 2018). These factors are expected to cause suffers from limited career progression, which encourages employees to seek better opportunities elsewhere.
2.3 Causes of employee turnover 
The main cause of the employee turnover is the working environment. A number of studies have identified multiple causes of employee turnover. The researcher came to agree that excessive workload, irregular working hours, and lack of recognition contribute significantly to employee dissatisfaction (Małgorzata Pańkowska, 2023). According to Cheng and Brown (2018) emphasised that inadequate leadership and absence of supportive supervision often led to frustration among employees. The employees working in the hotel industry faces the aspect of the employee turnover aspects. The labour intensive-industry experience the employee turnover deeply. 

This perception causes a cycle of continuous resignation and recruitment and the low wages and poor employee welfare have been frequently cited as major reasons for high turnover rates (Gronemeyer and Fink, 2023). More importantly, the employee turnover arises from the highly job pressure and workplace conflicts.
Another crucial factor is the lack of work-life balance. It can lead the loose employee relationship in the workplace. Han and Hyun (2017) found that long and unpredictable working hours in hotels negatively affect employee well-being, leading to burnout and eventual resignation. The employee turnover is seen frequent in the front office due to the work pressure and lack of incentives to the workers. These findings reveal that human resource practices play a critical role in employee retention and turnover management (Saridakis and Cooper, 2017).
2.4 The effects of Employee Turnover on Hotel Performance
Employees are expected to play key role in hotel industry but the high employee turnover has far-reaching effects on hotel operations and overall performance. In 2019, Tracey and Hinkin showed that turnover was found to increase operational costs and disrupt workflow continuity. But the frequent employee turnover is expected to reduce the efficiency, as new employees require time to adapt to the service culture and operational systems (Mobley, 2023). It highly matters when it comes to front office operations because the employee turnover can severely affect guest experiences. The struggle between work and family or leisure time is known as work-nonwork conflict.  The individual's time, focus, and energy are exhausted as a result of conflicting demands on limited resources. The worker may become less content with their life and work as a result of this.  The front office serves as the main contact point for guests, handling reservations, check-in, and service inquiries (Matos, 2020). 
According to Kusluvan et al. (2010), experienced front office staff are vital for maintaining guest satisfaction and ensuring operational smoothness. The departure of skilled employees leads to service inconsistency, reduced morale, and weaker customer relationships. In addition, the high turnover affects financial performance and the cost of replacing an employee in a full-service hotel can amount to thousands of pounds due to recruitment, training, and lost productivity (Jan-Emmanuel De Neve and Ward, 2025). The repeated recruitment can reduce profit margins and lower competitive advantage and consequently, turnover also affects team dynamics, causing communication issues and lowering motivation among remaining staff (Schmitt, 2013).
2.5 Front Office operations and Service Quality of hotel
Since the front office plays foremost role, the front office is often described as the face of the hotel. The employees of the department represent the brand image and directly influence guest perceptions (Huw Beynon, 2018). Front office performance determines customer loyalty and overall satisfaction when employee turnover is high, service delivery becomes inconsistent, resulting in negative guest feedback and poor online reviews (Clarke and Cooper, 2024).
The service quality of the hotel can be aligned with the performance of the front office performance too and employee stability directly supports these dimensions by ensuring consistent service standards. According to Yang (2010), the loss of trained front office staff weakens the hotel’s ability to deliver seamless customer experiences. New employees often lack the confidence and product knowledge necessary for handling complex guest demands. The employee turnover of the front office highly impact of the brand value of the company (Linhart, 2025). Therefore, high turnover undermines the hotel’s reputation and reduces repeat patronage, which are critical for long-term success.
2.6 Employee Retention Strategies developed by the hotel 
There are several factors are identified to lead the highly employee retention. Several studies highlight strategies that can reduce employee turnover in the hospitality industry. For example, Baum (2015) stressed that providing structured career development programs and opportunities for internal promotion can significantly improve retention. In addition, the working environment and culture of the organisation are used as the determinant for increasing the retention of the employees at the workplace. Salary increases alone are not enough; employees value recognition, supportive leadership, and positive workplace culture (Prendergast, 2018).
For example, in 2019, Davidson et al. examined that training and development programs enhance employees’ commitment and skills, making them more likely to remain with the organisation. In addition, the different models are applying by the organisation to enhance the employee’s motivation to work within the organisation. The use of motivational approaches such as Herzberg’s Two-Factor Theory and Maslow’s Hierarchy of Needs helps human resource managers identify intrinsic and extrinsic motivators that influence retention (Vaduva, Fotea and Thomas, 2018). Organisational commitment and emotional attachment to the workplace can be cultivated through regular feedback, mentoring, and recognition programs.
For example, Holiday Inn, as part of the InterContinental Hotels Group, followed standardised employee engagement and retention initiatives focusing on training, career mobility, and employee recognition (Wagner, 2011). These strategies are essential for maintaining operational stability and ensuring that guest satisfaction is not compromised by high turnover rates. Organisation needs to judge and evaluate the effectiveness of the strategies that works better in proliferating the employee performance (Wright, 2018). 
2.7 Theoretical Perspectives
There different theoretical aspect can be related to the research title. Two key theoretical models support the understanding of employee turnover. The first is the Human Capital Theory, which posits that employees’ skills, knowledge, and experience represent valuable assets that contribute to organisational success (Robbins and Coulter, 2014). The employee turnover is managed within the human resource management department and high turnover results in the loss of human capital and increased costs of rebuilding these assets.
The second is the Social Exchange Theory, which explains that employees’ loyalty depends on the perceived balance between their contributions and rewards received from the organisation (Turner, 2020). Social exchange theory is a sociological and psychological theory which studies how people interact by weighing the potential costs and benefits of them.
Their dedication to the company may suffer, and their performance at work may suffer.  Burnout at work could eventually happen. When employees feel undervalued or unfairly treated, they are more likely to leave. In hotel settings, where interpersonal relationships are essential, the lack of mutual respect and recognition weakens retention (Chadwick-Jones, 2016). In addition to lowering the level of service that customers will get, this may raise the turnover rate in the hospitality industry.  Eventually, the expense of turnover and a decline in sales income will affect the hotel's profitability. Social exchange theory is a concept based on the notion that a relationship between two people is created through a process of cost-benefit analysis.
2.8 Summary
The chapter presented and robust analysis of employee turnover and its implication. This chapter discussed the impacts of the employee turnover in details to show the function and implication of the employee turnover. This literature reviewed has demonstrated that employee turnover remains a persistent challenge in the hospitality industry, with serious implications for hotel performance. Many firms require their workers to put in extremely unsociable hours at the price of spending time with friends, family, and other loved ones.  

For this reason, the study highlighted that turnover negatively impacts service quality, employee morale, financial outcomes, and customer satisfaction, particularly within front office operations (Pai and Baliga, 2023). This is because an exchange will not last if the benefit is not greater than the cost to both parties.  Because they hold the resource that the employee desires, the employer in this situation has more leverage in the trade. The causes of turnover are multifaceted, including low compensation, work pressure, lack of career advancement, and weak leadership.
The literature also identified that effective retention strategies, such as career development, supportive leadership, and positive organisational culture, are critical for maintaining stability in the workforce. According to Gordon et al. (2019), a manager's actions and behaviours shape an employee's workplace and have the power to either keep or drive them away.  Employees' perceptions of the assistance they receive from the company and turnover are directly impacted by the help managers provide.  Employees are thought to quit their supervisors rather than their workplace. In the end, the theoretical models reviewed underscore the importance of valuing human capital and fostering reciprocal relationships between employers and employees. According to this viewpoint, since supervisors are a component of the office environment, the interaction that individuals and their surroundings have together, rather than independently, directly affects attitudes and behaviours. In Holiday Inn Sunderland, these findings are essential for examining how employee turnover influences front office performance and for identifying strategies that can enhance retention and improve operational effectiveness. The company needs to examine the factors that stir the employee turnover in the organisation and after take initiatives to mollify the effects (Harvard Business Review and Butler, 2014).
Chapter 3: Research Methodology
3.1 Research Design
The research focused on the placement in the company. The study employs a case-study design focused on Holiday Inn Sunderland, a single hotel in the hospitality industry. A case-study approach is appropriate given that the research question addresses the “how” and “why” of employee turnover in front-office operations and its impact on hotel performance, and the researcher has little control over events (Bickman, 2000). 
The research has used the positivism research because it asks the research to keep stick with the research objectives and research aims, the researcher has initiated. 
The case-study method enables detailed contextual analysis of a contemporary phenomenon within its real-life setting (Kazdin, 2017). This method in hospitality and tourism allowed the researcher to collect multiple data sources and build a rich understanding of the phenomena. In addition, the experience of the researcher offered advantageous to the research in collecting and presenting robust findings.
 The researcher has used the qualitative and quantitative research method in this research (Maina, 2021). By limiting the investigation to one organisation, the study maintains depth and focus rather than breadth, which is suitable for exploring operational processes, human-resource practices and front-office performance in a hotel setting. In addition, the positivism research and deductive research method have been followed in conceptualising the research findings (Kazdin, 2017).
3.2 Methodological Approach
The qualitative and quantitative research have been considered in this research. This research uses a mixed approach principally qualitative but with quantitative elements to support the analysis of front-office performance indicators. So, the qualitative component involves semi-structured questionnaire with front-office staff and management at Holiday Inn Sunderland to capture perceptions, experiences and organisational responses to employee turnover (Demir, 2017). The questionnaire has 10 questions for assembling the research data. 
The quantitative component uses hotel internal data on turnover rates, front-office staff tenure, guest satisfaction scores and operational efficiency over a defined period and the mixed approach ensures triangulation of findings and strengthens credibility. The qualitative research is beneficial for presenting the descriptive research data.
3.3 Data Collection
Based on the secondary research data performance of the hotel has been demonstrated through the analysis. Hotel performance data from the hotel’s internal reports for the past 12 months including front-office turnover rate, new-staff induction time, guest satisfaction ratings at front-office check-in/check-out, and other operational KPIs (Turabian et al., 2018). The secondary research data has been assembled from the secondary sources that relates the employee turnovers. Secondary data will include industry reports, academic studies on employee turnover in hospitality industry, and publicly available performance benchmarks for hotels (Stewart and Kamins, 2015). Only the secondary research data has been collected and used for this research.
3.4 Sources of data and data types
The case hotel is chosen by virtue of the researcher’s placement experience at Holiday Inn Sunderland, ensuring access and relevance. Participants are selected purposively: management and staff directly engaged in front-office operations. The staff are chosen based on the random sampling method (Newman and Benz, 2017). For the quantitative data, all front-office staff records for the last twelve months will be included to ensure comprehensive representation. The were presented a questionnaire and feedback has been collected. The secondary research data has been considered for this project only.
3.5 Data Analysis
The data has been presented based on the graphical presentation. Qualitative interview data will be transcribed and subjected to thematic analysis. Key themes such as turnover causes, training and induction practices, operational impacts and retention strategies will be coded and analysed for patterns and relationships (Drew, Hardman and Hosp, 2018). Quantitative operational and turnover data will be analysed descriptively with trends identified and linked to qualitative findings. The MS excel has been used to create graph, tables and chart that demonstrate the finding of the research data collected from the respondents.
3.6 Ethical Considerations and Limitations
The data protection act 1998 has been followed in honouring the privacy of the research respondents. The ethical approval has been sought via the institution’s ethics committee. All participants will receive participant information and consent forms (Mastroianni, Faden and Federman, 2020). Anonymity and confidentiality of respondents and hotel data will be maintained. The research respondents are not cheated because their privacy has been preserved. The researcher acknowledges limitations: the case-study design restricts generalisability of findings to other hotels; availability and completeness of internal hotel data may vary; researcher bias in qualitative interpretation may occur and will be mitigated via reflexivity and triangulation. Secondary data has been collected by recognising the sources (Research, Board and Institute of Medicine, 2015). 
3.7 Summary
This chapter deals with the research methods used in presenting the research data. In summary, this chapter has outlined the methodological framework for investigating the impact of employee turnover on front-office performance at Holiday Inn Sunderland. This chapter explained the case-study design, combined qualitative and quantitative approach, data-collection methods, sampling, data analysis, ethical safeguards and study limitations. The chapter has presented the sampling, research method, research approach and research philosophy used in this research.
Chapter 4 Findings and Discussion
4.1 Discussion of findings 
This indicates that the majority of staff perceive turnover as a significant challenge in maintaining smooth daily operations (Cook and Zhu, 2014). Employee turnover is regarded as the curse for an organization due to its negative impacts. Providing the employees with outstanding financial remuneration can assist in preserving that competitive edge since the employees are less likely to feel undervalued with reference to the income they earn and they will remain in the business.  
This demonstrates that most employees observe a direct negative impact of turnover on service consistency), a lot of managers are reluctant to teach their staff members for fear that they may quit or because they are too preoccupied with other administrative duties.  Employee embarrassment and a decline in service quality might result from improper training. The constant introduction of new staff may result in insufficient knowledge of processes, inconsistent handling of guest requests, and reduced professional competence (Dr. Mahipal and Dr. Ashish Ahlawat, 2025). 
Basically, the staff turnover is curse for the company because it increases cost of employee recruitment. never having received any official training, many employees are reprimanded for their subpar work.  Employee turnover will be lower for the company if employees receive the right training. The hotel must invest time and money in hiring and training new employees, which may divert resources from other operational areas. According to the SET theory, this is also a power issue since, although management has the ability to give employees resources, they frequently choose to undertrain their staff at their own risk.  This puts the workers in a position where they can believe that they can't do the responsibilities listed in their job description and ultimately quit.
According to Rebet, Mundley (2020), the HR department of hotel needs to play the most effective role in subduing the employee turnover but few of them were successful. The HR department involves in the recruitment, on-boarding process, they carefully handle the employee’s turnover and employee motivation. Once they fail to understand the causes the whole organisation come under the threats of the lower performance.

Although women make up the majority of the hotel sector, there are significant gender discrepancies since they are underrepresented in senior management roles (Loucks-Horsley et al., 2019). This suggests that employees highly value development and growth opportunities, and their absence encourages resignations. Promoting women has been hampered by the shame associated with choosing the conventional position.  Women in the hospitality sector have several obstacles as they advance in their professions because they may worry that their jobs will conflict with their personal life, which prevents their employers from giving them more possibilities for advancement. People leave jobs because they cannot see a future for themselves in that company.
Above chart showed that excessive work load is expected to the employee turnover (Dennis, 2024). Literature highlights that demanding work conditions in the hospitality sector contribute to burnout and dissatisfaction, resulting in higher attrition. From a contingent vocational philosophy that produced an industry-related curriculum with work-experience modules integrated, it has evolved into a more streamlined version that spends less time teaching sector-specific skills like knowledge of the Rooms Division Management and Food and Beverage skills. The findings indicate that addressing shift patterns, reducing pressure, and improving work-life balance. 
This may indicate that education is becoming less relevant to industry demands, which may be the cause of difficulties many recent graduates encounter while trying to find employment (Glicken and Robinson, 2013).
There many literatures support that employees who feel valued and recognised by management are less likely to leave. Many non-management workers don't care too much about their pay rate, and they'll just go on to another company if they're unhappy with their current one.  Positive supervisory relationships contribute to a supportive work environment, increase motivation, and enhance commitment.
Only when the company does not desire a high rate of management turnover does the amount of money paid become important.  Naturally, the hospitality sector employs a large number of workers in order to deliver the personalized treatment that patrons need (Soni, 2024).
The findings indicate that retention strategies not only benefit internal operations but also have a direct impact on hotel reputation. The employee turnover also found to impact over financial performance through improved guest experiences. The employee turnover also leads to the labour costs have grown to be a significant expense for hospitality company.  With a view to decreasing the employee turnover rate, the employees may be given less hours to work during slower times, which may cause their hourly pay to fluctuate and become completely unpredictable. 
Basically, the research found some astonishing aspects like work load, high pressure and lengthy duty time puts extra pressure on the employees causing the increased employee turnover too. Employees in the hotel industry might easily transfer to other companies that provide better working conditions or greater salaries.  Thus, these issues will lead to a greater turnover rate and increased expenses for the organizations.  
It was found that the workers in the hospitality sector get subpar treatment from both supervisors and patrons because of the works quality.  The industry asks the employees to put in long hours and does not adequately compensate or train them but in reality, these are not playing actual role in improving the performance of the company. Most of time, certain workers to dislike their jobs and accuse management of being at fault.  High turnover forces remaining staff to adjust roles frequently. These involves in creating inefficiencies and stress for the employees are vice versa the employees create the chaos at the workplace. It might be challenging to retain dedicated and driven workers.  
This sector offers low wages and bad working conditions and the sector does not take of the employees as they were assumed to do. Literature supports that employee investment improves loyalty, reduces turnover, and strengthens operational stability if the proper take care is given to the employees. The business organisations are expected to depend on these workers' ability to deliver top-notch goods and services to its customers would fail to provide them with decent working circumstances. 
Without having put a concentration on the employee maintenance, development and proper training, the higher employee turnover is going to destroy the industry performance. The findings emphasise that targeted retention initiatives are essential for front-office efficiency, customer satisfaction, and long-term organisational success.

The main effectives of employee turnover have been found higher operational costs recruitment, training, lost productivity and declined service quality, guest satisfaction and loyalty. Due to the employee turnover, the organisation experiences the loss of institutional knowledge and weaker internal culture and increased errors. It also leads to experiences in inconsistent service, slower guest response times, leading to negative reviews and potentially fewer bookings.
The employee turnover also leads to reduced staff morale among remaining employees, leading to further turnover (a vicious cycle). Finally, the employee turnover destroys the performance metrics: guest satisfaction scores, online reputation, RevPAR, room occupancy, yield management, staff efficiency, profit margins.
4.2. Operational Implication 
The organisation involves in the recruitment, on-boarding process, they carefully handle the employee’s turnover and employee motivation. Once they fail to understand the causes the whole organisation come under the threats of the lower performance. In Holiday Inn Sunderland, the frequent turnover can compromise the hotel’s reputation, as operational reliability and service quality are vital for maintaining guest satisfaction and competitive advantage. The company is being influenced by the higher operational COST.
The operational efficiency declined due to the employee turnover because the temporary staff may take longer to perform check‐ins/outs, upsell less frequently, be less familiar with brand‐standards and guest preferences. They are not familiar with the operations taking time to get familiar with the operational activities. So, the frequent employee turnover causes gaps in team cohesion; less experienced staff means more mistakes.
The human resources department is primarily in charge of sustaining employee performance through incentives and training, yet occasionally they fall short of their critical responsibilities. Eliminating employee turnover and increasing staff retention rates at work need smart human resource management practices.
4.3 Financial Implication
The employee turnover causes the decline of the earning of the company. Turnover imposes direct and indirect financial costs that translates the cost of recruiting, training, and inducting new employees. That could otherwise enhance guest services or operational efficiency and survey responses indicate that 80% of staff perceive turnover as a significant cost burden (Niles and Harris-Bowlsbey, 2022). This aligns with Tracey and Hinkin (2019), who note that employee replacement is a major expense in full-service hotels. It is huge cost that hotel organisations are to experience once the employee turnover is high.
4.4 HR management and retention implication
Because it is a labour-intensive industry, the hotel sector is especially in need of improved communication.  For the task to be done effectively, the employees should be well acquainted and understand one another (Phillips, 2025). In this regard, more than 85–90% of respondents highlighted these issues. These findings suggest that the Holiday Inn needs to involve in implementing structured career pathways, professional development programs (Nankervis et al., 2023). These flexible scheduling could improve staff satisfaction and retention, leading to stronger operational stability and improved guest experience.
Human resource department is mainly responsible for the maintaining the employee performance through training and incentives but sometimes, they fail to play their crucial roles. The strategic human resource management practice is necessary to eliminate the employee turnover and improve the employee retention rate at the workplace. 
4.5 Customer satisfaction and brand reputations
Customer satisfaction depends on the skilled labour forces who can manage a good relationship with the guest. Employee turnover negatively affects service quality, guest satisfaction, and repeat bookings, as 80–85% of respondents acknowledged. Throughout the literature, it has been noticed that the strong link between employee retention and guest satisfaction (Nankervis et al., 2023). On the other hand, the high turnover in front-office roles risks inconsistent service delivery, which could diminish Holiday Inn Sunderland’s online reviews. A strategic imperative tool not needs to be considered, as operational performance and customer satisfaction are interconnected.
4.6 Limitation of the study 
The researcher has faced several limitations. First, the study is based on a single hotel case study, which restricts the generalisability of findings across the hospitality industry. The collected data might not be enough to support the findings. Second, the sample size was relatively small and focused solely on front-office staff and management, potentially overlooking perspectives from other departments or senior leadership. The sample was not enough to represent the who population. At the end, the reliance on self-reported questionnaire data may introduce bias or socially desirable responses. turnover may also impact performance (Strohmeier, 2022).
The literature used for this research was not enough to support the findings of the research. The literature uses broad hospitality industry data or pooled hotel samples, rather than being specific to one hotel or one front office team. So, applying it to Holiday Inn Sunderland requires caution and efforts and the researcher has token time to carefully handle the data. Most of the research data explained the impact of the employee turnover altogether few of them isolate front office operations exclusively and high turnover is associated with poor performance, but other mediating factors. There might significant determinants that causes lower performance of the hotel are management quality, training, service climate. So, based on the findings, it can’t be said that High turnover in the hospitality industry is a major concern; it creates financial burden, destabilises operations. The employee turnover has a direct impact over the negative effects on efficiency, guest satisfaction, team morale and brand reputation. This research has tried to draw the findings and conclude the findings based on the employee turnover.
4.7. Critical insights of the hotel
This implies that daily issues may be resolved more quickly and efficiently.  The primary component of a functioning organisation's coordination is communication.  Regular communication between management and staff is crucial since it may guarantee the success of the organization. For example, the workload and irregular shifts significantly contribute to turnover and so. 
Basically, the employee turnover has been identified as a persistent challenge within the hospitality industry, particularly in hotel operations where service quality depends heavily on human interaction. The employees working at the front office develop the contact between guests and the hotel, plays a crucial role in shaping customer experience and maintaining operational efficiency. So, their development is necessary to support the operational performance of the company. Bearing long-term employee turnover, the performance of the hotel can be significantly affected both operationally and financially.
However, the extreme employee turnover leads to continual recruitment, training, and onboarding processes that consume time and financial resources because it increases the operational, and on-boarding cost for the company. 
The front office management requires special care because it welcomes the guest who are going to value able customers for the hotel. The hotel’s front office management must prioritise retention, training, stable staffing, and service climate to maintain guest service excellence and operational efficiency. At Holiday Inn Sunderland, the findings relate the weak care of the front office because it experienced lowered employee performance due to the frequent employee turnover at the workplace. The front office specific performance metrics and analysing the link will help address your research questions and provide actionable insights.
4.8 PE7STEL analysis 
	Factor
	Description and Relevance to Front-Office Operations

	Political
	The government law, taxation policies are expected to impact on the hospitality industry. The UK’s hospitality sector is influenced by government labour laws, visa regulations, and employment policies (Georg Bartas, Steiner and Riegler, 2018). The stable politics of the country positively impact on the tourism sectors. 

	Economic
	The economic factors like the inflation, interest rates are expected to impact on the hospitality industry.  When operational costs rise, wage dissatisfaction increases, leading to higher turnover (Obeng, 2022). 

	Social
	Since the social factors have been the hotel organisation to change in the employee management policies too. Modern employees in the hospitality sector seek work-life balance, flexible schedules, and career development. 

	Technological
	Technological development impact on the performance of the hotel industry. Advancements in hotel management software and automation tools improve efficiency but require continuous training. Workplace transformation is expected to digitalise the workplace. Employees unfamiliar with new systems may feel overwhelmed or undervalued, increasing turnover risk (Fried-Kline and Sullivan, 2022). 


	Environmental
	The hospitality industry impact on the sustainability so the organisation must be influenced the change in the environmental factors. The hospitality sector faces growing pressure to adopt sustainable practices (Mahoney, 2016). 



4.9 SWOT Analysis of the Company 
	Factor
	Analysis (Focused on Front Office Operations and Employee Retention)

	Strengths
	Holiday Inn Sunderland benefits from a strong global brand, structured HR support, and advanced front-office systems (AA Publishing Staff & Knowlden, 2024). Its prime location attracts talent and boosts employee motivation.

	Weaknesses
	High workload, long hours, and limited promotion prospects cause turnover and inconsistent service (Spurling, 2023). Poor work-life balance and low recognition reduce staff morale.

	Opportunities
	Enhanced engagement, performance rewards, and leadership training can improve retention. Partnerships with hospitality schools and flexible scheduling may strengthen loyalty.

	Threats
	Competition, staff poaching, and rising costs affect retention. Insufficient tech training and turnover-related service lapses risk damaging guest satisfaction and brand reputation.


Chapter 5 Conclusion and Recommendations
5.1 conclusion 
Because of the demands placed on them by their supervisors and patrons, workers in the hospitality sector may experience severe job dissatisfaction.  The study found a robust finding regarding the effects of employee turnover on the hotel performance. The present research critically investigated the impact of employee turnover on hotel performance, focusing specifically on front-office operations at Holiday Inn Sunderland, City Centre, Keel Square, Sunderland (Pappas and Bregoli, 2016). 

Their occupations can be highly monotonous, and the working conditions, together with inadequate training and lengthy hours when they are primarily standing the whole time, can lead to low job satisfaction. There will undoubtedly be a high rate of turnover in this business as a result of many workers not being happy with the benefits of their jobs.  The good leadership is necessary to improve the condition of the employees. It is also identified that key factors contributing to employee turnover like excessive workload, irregular shifts, and limited career development opportunities emerged as the most influential drivers. Nearly, 90 percent of respondents identified the workload and scheduling pressures as primary reasons for leaving (Gonçalves, 2022). 
In addition, work pressure and restricted advancement opportunities are critical contributors to turnover in the hospitality industry intensify the employee job dissatisfaction. For this reason, Holiday Inn Sunderland, needs to addressing these factors through structured career development programs, workload optimisation, and improved recognition can substantially enhance employee retention (Gonçalves, 2022). 

The employee engagement, managerial support, and recognition positively influence retention and job satisfaction are also recommended factors to be considered in managing the employee turnover (Harris, 2016). The research has concluded that the employee retention is necessary to be competitive in the market employee stability is directly tied to guest satisfaction.




5.2 Practical strategies to reduce the employee turnover and improve performance 
	Strategic Focus
	Recommended Action
	Rationale and Expected Outcome

	1. Workload and Shift Management
	Implement structured and balanced shift schedules, ensure fair distribution of workload, and provide sufficient rest periods (Maclean, 2023).
	The work load over the employees badly impacts on the mind-sets (Mazurowski, 2024). This will enhance staff satisfaction and consistency in guest service delivery.

	2. Career Development Programs
	Introduce structured training, cross-training, mentorship, and clearly defined promotion pathways for front-office staff.
	Approximately 85% of respondents indicated limited career development opportunities contribute to turnover (Mazurowski, 2024). Structured development programs enhance employee skills.

	3. Employee Recognition and Engagement
	Develop recognition systems such as employee of the month, performance bonuses, regular feedback sessions, and team-building activities.
	70% of respondents emphasised the role of managerial support and recognition in retention. Recognition improves morale, fosters a sense of value, and strengthens commitment. Engaged employees are more productive, motivated, and likely to remain with the hotel, ensuring continuity in service delivery.

	4. Retention Incentives
	Introduce retention bonuses, loyalty rewards, and long-service benefits to retain high-performing staff.
	The employee retention can be improved through the incentives. Turnover increases recruitment and training costs and retention incentives encourage employees to remain with the hotel. The incentives were able to reduce the employee turnover significantly (Drysdale and Gower, 2024). This approach aligns with financial efficiency goals and promotes workforce stability.

	5. Performance Monitoring and Feedback
	Conduct regular performance appraisals, identify training needs, and provide constructive feedback to front-office employees.
	The performance monitoring is necessary to improve the employee retention at the workplace. Continuous monitoring ensures early identification of operational gaps, skill deficiencies, and employee dissatisfaction (Hanushek, Machin and Woessmann, 2020). Feedback mechanisms allow organisation to understand what works behind the employee turnover.

	6. Management Support and Leadership Training
	Provide leadership training for supervisors and managers focusing on communication, conflict resolution, and employee engagement.
	Employee relationship management significantly improve the employee retention. Strong management support was identified as a key factor in reducing turnover (Even and Christiansen, 2023, pp.374–391). For this reason, the skilled leaders are to play role to improve employee satisfaction, encourage retention.

	7. Work-Life Balance Initiatives
	Introduce flexible scheduling, part-time options, and wellness programs to promote work-life balance for front-office staff.
	Work-life balance reduces stress and fatigue, which were identified as critical turnover drivers (Tyagi and Tiwari, 2025). Employees with better balance are more committed, productive, and less likely to leave, contributing to operational stability and better guest service.

	8. Employee Feedback and Involvement
	Establish a formal system for staff suggestions, concerns, and participation in decision-making regarding front-office operations.
	Employee involvement enhances engagement and reduces feelings of dissatisfaction (Tyagi and Tiwari, 2025). Employee feedbacks are important to understand their dissatisfaction in the job.

	9. Recruitment and Onboarding Enhancement
	Develop comprehensive onboarding programs with mentoring, job shadowing, and clear role expectations.
	Proper onboarding ensures new hires are well-prepared, reduces early turnover, and strengthens front-office performance. This also improves guest service consistency and reduces errors (Kaur, 2024).

	10. Monitoring Guest Feedback and Linking to Staff Performance
	Track guest satisfaction data and link it to employee performance metrics, highlighting areas for improvement and training.
	Based on the guest’s feedbacks, the employee dissatisfaction can be determined. High turnover negatively affects guest satisfaction (Kaur, 2024). The performance of the employee should be related to the performance of the department. By connecting operational performance to guest feedback, management can target training and retention strategies to improve service quality, boost guest loyalty.



5.3 Strategic implication employee turnover. 
Employee turnover is crucial aspect to be consider and the hotel should improve the on-boarding and communication with view to enhancing the employee relationship. Implementing these strategies collectively addresses the root causes of turnover identified in the research. With a view to improving the employee retention at the workplace, the strategic talent management process should be installed.
Hotel needs to develop some strategies that are congruent with the management of the employee turnover. Although few have been successful, the hotel's HR department must play the most effective role in reducing employee turnover.  The HR division is involved in hiring, onboarding, employee motivation, and employee turnover.  When they don't comprehend the reasons behind the poor performance, the entire organization is at risk.

They provide a holistic approach that combines operational planning, human resource management, and employee engagement (Maclean, 2023). Holiday Inn Sunderland needs to stabilise front-office operations and improve workflow efficiency. The company should also reduce operational errors and delays, enhancing guest satisfaction. Strategic talent management approach is expected to understand the preference and demand of the employees. The company also must improve employee morale, engagement, and retention. More importantly, the strategic talent management is able to understand the skills, capabilities of the employees. 
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