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[bookmark: _Toc236047467]Chapter 1 Introduction:
[bookmark: _Toc236047468]1.1 Introduction
Employee turnover is a major concern in the United Kingdom’s hospitality industry. High turnover can increase costs and disrupt service delivery and performance. Turnover is influenced by a range of factors, including individual, organisational, and labour market conditions (Hom et al., 2017). For this reason, it is important for hospitality organisations to understand the working conditions that contribute to employee turnover (Allen, Bryant and Vardaman, 2010).
A key issue in hospitality is the relationship between employee workload and wellbeing. The Job Demands–Resources theory suggests that when employees face sustained job demands without adequate resources, they are more likely to experience exhaustion and burnout (Bakker and Demerouti, 2017). In contrast, employees with sufficient resources such as managerial support, adequate staffing, and opportunities for recovery are more likely to experience higher wellbeing and engagement.
This study therefore examines the relationship between workload, employee wellbeing, and staff retention in the United Kingdom’s hospitality industry.
[bookmark: _Toc236047469]1.2 Background of the Research
The UK hospitality sector includes hotels, restaurants, cafés, pubs, and related service businesses. These organisations rely heavily on their employees, particularly frontline staff, to maintain service quality and business performance. Despite this dependence, the sector continues to face difficulties in recruiting and retaining staff. The Office for National Statistics reported that hospitality has faced greater difficulty filling vacancies than many other UK industries (Office for National Statistics, 2021).
Staff shortages can increase pressure on remaining employees, who may need to work longer hours, take on extra tasks, and manage more customers. These pressures can reduce wellbeing and increase the likelihood of further departures, creating a cycle of increased workload and turnover. Hospitality work is also characterised by long and irregular hours, high levels of customer interaction, and difficulties maintaining work-life balance (Deery and Jago, 2015). Employee wellbeing is therefore an important component of talent management and retention in the sector, and hospitality organisations need to prioritise supportive working environments alongside organisational performance goals (Guest, 2017).
The Job Demands–Resources theory provides a useful framework for understanding the relationship between workload and wellbeing. It suggests that heavy workloads can lead to exhaustion, while insufficient workplace resources can negatively affect employee wellbeing (Demerouti et al., 2001). In this study, workload is treated as a job demand, while managerial support, autonomy, adequate staffing, and rest opportunities are treated as job resources.
Previous research has examined retention, work-life balance, job demands, and employee wellbeing in service sectors. However, evidence on how workload, wellbeing, and retention are connected in UK hospitality remains limited and fragmented. Much of the existing research focuses on other countries or other sectors such as healthcare and banking. A systematic literature review is therefore needed to compare findings across studies and identify the key gaps in the UK hospitality literature.
[bookmark: _Toc236047470]1.3 Research Aim
The aim of this study is to critically evaluate the relationships between employee workload, employee wellbeing and staff retention in the UK hospitality sector through a structured review and thematic synthesis of secondary evidence.
[bookmark: _Toc236047471]1.4 Research Objectives
The objectives of this study are:
1. To examine evidence concerning the relationship between employee workload and staff retention in the hospitality sector.
2. To evaluate how employee wellbeing is associated with staff retention and turnover intentions.
3. To analyse how workload and wellbeing interact in influencing retention outcomes.
4. To apply JD-R theory when interpreting the relationship between workload, wellbeing and retention.
5. To develop evidence-informed recommendations for improving staff retention within UK hospitality organisations.
6. To identify limitations and gaps in the existing literature.
[bookmark: _Toc236047472]1.5 Research Questions
This study addresses the following research questions:
1. What relationship does the literature identify between employee workload and staff retention in the hospitality sector?
2. How employee wellbeing is associated with staff retention and turnover intentions?
3. How can JD-R theory explain the combined relationship between workload, wellbeing and retention?
4. What evidence-informed actions could UK hospitality employers take to improve staff retention?
[bookmark: _Toc236047473]1.6 Structure of the Dissertation
[bookmark: _Toc236047474]1.6 Structure of the Dissertation
This dissertation is divided into five chapters. Chapter 1 introduces the research topic, aims, objectives, and questions. Chapter 2 reviews the literature on workload, wellbeing, retention, and JD-R theory. Chapter 3 explains the methodology used for the systematic literature review. Chapter 4 presents and discusses the findings. Chapter 5 concludes the study and provides recommendations and limitations.
[bookmark: _Toc236047475]1.7 Chapter Summary
This chapter introduced the research problem and established the relevance of employee workload and wellbeing to staff retention in the UK hospitality sector. It explained that excessive job demands may contribute to strain when employees lack adequate organisational resources, while supportive working conditions may protect wellbeing and strengthen employees’ willingness to remain. The research aim, objectives and questions were then presented. Chapter 2 critically evaluates the theoretical and empirical evidence concerning workload, wellbeing and retention, with particular attention to its relevance and transferability to UK hospitality employment.

















[bookmark: _Toc236047476]Chapter 2: literature review:
[bookmark: _Toc236047477]2.1 Introduction
This chapter critically reviews research on employee workload, workplace wellbeing, and staff retention with a focus on the UK hospitality sector. It first outlines the sector context and then examines evidence on workload (as a job demand), wellbeing outcomes (stress, burnout, engagement) and retention outcomes (turnover and turnover intention). The review uses the Job Demands–Resources (JD‑R) model as an organising framework because the model explicitly separates demands that deplete employees’ resources from workplace resources that support coping and motivation. Where possible, the chapter highlights UK‑specific evidence; when drawing on studies from other sectors or countries, the applicability to UK hospitality is noted and limitations of generalisation are identified. Finally, the review distinguishes actual turnover from turnover intention, because much empirical work relies on self‑reported intentions rather than observed departures — a measurement difference that affects interpretation of causal claims about workload and retention.
[bookmark: _Toc236047478]2.2 The UK hospitality context
The hospitality sector — including hotels, restaurants, pubs, cafés and leisure services — is highly labour‑intensive and centred on frontline employee–customer interactions, which makes staff stability especially important for consistent service quality and organisational knowledge. The sector has long exhibited distinctive employment features: lengthy and unsociable hours, combined with high emotional labour, frequent part‑time and casual contracts, and narrow margins that constrain pay and staffing levels. 
These characteristics contribute to recruitment and retention difficulties; national data and industry reports consistently show elevated vacancy rates and labour shortages in hospitality compared with many other sectors, which in turn can amplify workload for remaining staff. 
While vacancies sometimes reflect growth or seasonality, chronic understaffing increases time pressure, role overload and emotional demands on employees — conditions that are central to this study. The UK context (labour market conditions, regulation, and sectoral policy initiatives) therefore provides the backdrop for examining how workload and resource availability shape wellbeing and retention outcomes in hospitality.
Figure 2.1: Percentage of UK businesses reporting difficulty filling vacancies by industry. 
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Source: Office for National Statistics (2021), Hospitality businesses are most likely to be struggling to fill vacancies.
According to Figure 2.1, hospitality businesses experienced substantial difficulty filling open working positions compared with several other UK industries (Office for National Statistics, 2021). Indeed, it has been observed that recruitment difficulties increase pressure on existing staff members when unfilled vacancies remain, because fewer workers are available to satisfy client demands. Unfilled vacancy rates should not be evaluated by researchers as a direct measurement of employee retention, because open posts can also arise when business growth happens, or during seasonal demand, or due to skill shortages. Information from this illustration provides relevant labour-market context, but this data does not independently prove that heavy workload causes employee turnover.

Hospitality jobs often give employees limited control over hours, expose them to frequent emotionally demanding customer interactions, and involve unstable schedules — factors that make work–life balance difficult and increase vulnerability to strain (Deery and Jago, 2015). Pay, contract type and workplace culture also shape retention: employees may stay for pay or career prospects, but workplace atmosphere and perceived fairness strongly influence decisions to remain or leave. The COVID‑19 pandemic intensified many pre‑existing problems in the sector, worsening job insecurity, working conditions and workforce instability (Baum et al., 2020); however, pandemic‑period findings require cautious interpretation because they reflect exceptional circumstances. Overall, retention in hospitality arises from a mix of internal workplace factors (work design, managerial support, and pay) and external labour‑market conditions (vacancies, seasonality, alternative employment), so analyses of turnover must distinguish growth‑driven vacancies from chronic understaffing that raises workload and strain.
[bookmark: _Toc236047479]2.3 Employee workload
Workload refers to the volume and intensity of tasks employees must complete within time constraints and is shaped by shift length, staffing levels, customer demand and operational disruptions. In hospitality, common workload drivers include time pressure, emotional labour, high customer contact and irregular hours; these demands need sustained physical and psychological input and can undermine wellbeing when resources are insufficient. Under the Job Demands–Resources (JD‑R) model, workload functions as a job demand that may trigger a health‑impairment process (exhaustion, burnout), whereas job resources (autonomy, supervisory support, adequate staffing, recovery opportunities) support coping and foster motivation (Demerouti et al., 2001; Bakker & Demerouti, 2017). Importantly, high demands do not inevitably produce harm — adverse outcomes are most likely when demands are prolonged and resources are lacking.
Empirical evidence partly supports these mechanisms. Meta‑analytic and longitudinal work broadly endorses the JD‑R prediction that sustained demands increase strain while resources mitigate it (Lesener, Gusy & Wolter, 2019; Schaufeli & Bakker, 2004). Hospitality‑specific studies report similar patterns: for example, hotel employee samples show links between workload, emotional exhaustion and turnover intention, and supervisory support often buffers exhaustion (Grobelna, 2021; Li et al., 2021). Yet many hospitality studies rely on self‑reported turnover intention rather than observed departures, limiting causal conclusions about workload causing actual turnover. Cross‑sectional designs and single‑sector samples further constrain inference.
Comparative evidence from UK healthcare illustrates how staffing shortages amplify workload and intentions to leave, but sectoral differences (regulation, job role intensity) mean such findings cannot be directly transferred to hospitality (Hobbs & Wood, 2025; Weyman et al., 2024). Taken together, the literature suggests a plausible pathway: chronic or poorly supported workload increases strain and burnout, which can reduce commitment and raise withdrawal behaviours; however, the magnitude of this effect depends on available resources, job design, individual circumstances and broader labour‑market forces. Consequently, research that measures both resources and demands together, and that uses longitudinal or objective turnover data, is needed to clarify how workload translates into real retention outcomes in UK hospitality.

[bookmark: _Toc236047480]2.4 Employee Wellbeing
Employee wellbeing is a broad concept that includes physical health, psychological wellbeing, job satisfaction, and social experiences at work
Danna and Griffin (1999) describe workplace wellbeing as extending beyond the absence of illness to include wider experiences of health and satisfaction. This definition is useful because employees may be physically capable of working while experiencing stress, emotional exhaustion or dissatisfaction.
[image: ]
Figure 2.2: Main causes of work-related stress, depression or anxiety in Great Britain. Source: Health and Safety Executive (2025).
Data presented in Figure 2.2 illustrate the impact of workload on worker's mental health in terms of stress, depression, and anxiety; based upon data provided by experts from the Health and Safety Executive (HSE) (2025), the HSE reports that excessive workload due to tight time constraints and heavy tasks negatively impacts an individual's overall mental wellbeing. Therefore, effective management of workload is essential for organizations in order to maintain a reduction in stress levels and enhanced wellbeing. 
Guest (2017) states that HRM research has often placed emphasis on organizational performance over employee wellbeing. Guest (2017) presents a conceptual framework for organizations to focus on practices that foster positive employment relations and employee wellbeing. This perspective relates to retention as employee wellbeing-based HRM practices that only provide maximum performance may create higher demands without providing employees sufficient resources to meet those demands. 
Research regarding wellbeing-based HRM shows that organizational practices affect employee outcomes. Research by Cooper et al. (2019) demonstrated that wellbeing-based HRM practices had a strong association with employee resilience and a social climate, which ultimately led to performance. Cooper et al.'s (2019) study supported the significance of an organization's context and the development of supportive relationships. However, Cooper et al. (2019) studied bank employees in China versus hospitality employees in the United Kingdom and focused on employee performance rather than employee retention. Thus, Cooper et al.'s (2019) study should not be referenced as direct proof that wellbeing programs decrease hospitality employee turnover. 
Employee engagement is related to but separate from employee wellbeing. Albrecht et al. (2015) indicate that engagement-based HRM practices can generate positive employee and organizational results. Although engagement relates to an individual's enthusiastic and involved participation in their job responsibilities, wellbeing refers to a broader set of physical, psychological, and social experiences. Using the two concepts interchangeably could mask examples where employees are very engaged yet still experience extreme pressure or fatigue at work.
Additional insights about workplace support and burnout come from a study examining UK healthcare professionals. Collett, Emad and Gupta (2025) studied 400 UK healthcare professionals and discovered that coworker support and a manager's honest interest in staff wellbeing decreased burnout. A visible and accessible leader also contributed to some improvements in employee mental health outcomes. The researchers employed recognized scales for assessing depression, anxiety, insomnia, wellbeing and burnout thereby enhancing validity. Nevertheless, the study failed to show conclusively whether the observed support resulted in superior retention rates. 

Moreover, there is considerable caution needed when investigating the directionality of the relationship between organizational support and wellbeing. For example, employees who experience greater mental health may appraise their organizational environment more favorably, while employees experiencing burnout may view support as less favorable. Therefore, longitudinal designs with multiple measurements of organizational factors and wellbeing are necessary to identify how organizational characteristics and wellbeing interact with one another.
Similarly, wellbeing initiatives have limited potential unless underlying job demands are lowered. Employee assistance programs or wellness activities may provide helpful support, however they cannot serve as substitutes for prolonged staffing shortages, extended working hours or insufficient employee autonomy. JD-R Theory indicates that organizations need to take into account both the demand side and resource side of the equation: reducing harmful demands wherever possible and providing employees with the resources to mitigate the inevitable demands (Bakker & Demerouti, 2017).

Most recently available evidence illustrates that hospitality employee wellbeing encompasses numerous aspects including both occupational and emotional wellbeing beyond merely the absence of stress. In a systematic review of 149 hospitality studies Alcorn & Koo (2025) determined that occupational and emotional wellbeing received the most research attention out of all of the various dimensions of wellbeing. The findings of Alcorn & Koo (2025) suggest that hospitality organizations should seek to develop strategies addressing working conditions, emotional pressures experienced by employees, and social relationships in addition to developing traditional health-based initiatives. On the other hand, Alcorn & Koo's (2025) systematic review illustrated that several dimensions of employee wellbeing receive relatively little academic attention.
As mentioned previously, interpreting the relationship between employee wellbeing and retention requires significant consideration. Shi et al. (2021) investigated fluctuations in hotel employees' subject wellbeing and turnover intentions throughout their working day. Shi et al.'s (2021) research showed that hotel employees' withdrawal attitudes can be influenced by changing workplace experiences. Similarly, Alcorn & Koo's (2025) systematic review showed that employee wellbeing in hospitality encompasses occupational, emotional, physical and social dimensions. Both studies indicated that wellbeing is important; however neither study established that implementing a generic wellbeing program would lead to improved retention rates. Ultimately sustainable growth depends on an organization identifying/developing solutions to eliminate workplace strain-producing factors while simultaneously establishing meaningful resources for employees to utilize when managing unpreventable demands.
[bookmark: _Toc236047481]	
2.5 Employee retention and employee turnover
Employee retention indicates to an organisation’s ability to sustain a reliable and suitable workforce over time, whereas employee turnover refers to employees leaving and being replaced. Turnover may be voluntary or involuntary, and it can produce both costs and benefits for organisations; therefore, retention should not simply be treated as the opposite of turnover. In hospitality, retention is shaped by more than workload and wellbeing alone, because the quality of the employment relationship also matters. For example, Manolopoulos et al. (2022) found that psychological contract breach was associated with negative workplace attitudes and turnover intention among luxury hotel employees, suggesting that retention depends partly on whether workers believe organisational promises have been met. Similarly, Hom and Kiazad (2025) argue that turnover research must explain both why people stay and why they leave, since employees may remain because of satisfaction and commitment, but also because of limited alternatives or personal and social constraints.
It is also important not to assume that zero turnover is always the ideal outcome. Some turnover may be functional where it removes poor fit or underperformance, and the broader goal should be workforce stability rather than complete employee immobility. Another limitation in retention research is the frequent use of turnover intention as a substitute for actual turnover.
Although intention to leave is useful, it does not always lead to resignation, so studies should clearly distinguish between intention to leave, intention to stay, and actual turnover. This distinction is especially important in hospitality, where labour shortages, seasonal work and external employment opportunities can all affect whether employees remain with an employer.
[bookmark: _Toc236047482]2.6 Relationship between workload, wellbeing and retention
The literature suggests a plausible sequence linking workload, wellbeing and retention. Prolonged exposure to high demands can exhaust employees physically and psychologically, particularly when they lack adequate recovery time, autonomy, staffing support or managerial backing (Demerouti et al., 2001; Bakker and Demerouti, 2017). Over time, these pressures can reduce wellbeing, weaken organisational commitment, and lower job satisfaction, which may increase withdrawal behaviours such as disengagement or resignation. In hospitality, where work is often fast-paced and emotionally demanding, this pathway is especially relevant.
However, the relationship is not always direct or uniform. Workload may influence turnover intention on its own, but it may also do so indirectly through burnout, work-life conflict or declining wellbeing. At the same time, job resources can buffer some of the harmful effects of excessive demands. For example, Bui Thi and Mai (2024) found that social support strengthened career optimism and organisational commitment among hotel employees, while Grobelna (2021) showed that supervisor support reduced emotional exhaustion linked to heavy workload. Li et al. (2021) also reported that occupational stress helped explain the relationship between employee resources and turnover intention, while Shi et al. (2021) showed that daily changes in wellbeing were linked to fluctuations in hotel employees’ intention to leave.
Other studies suggest that job insecurity and psychological contract breach also shape turnover-related outcomes. Ergun et al. (2023) found that job insecurity increased both stress and turnover intention, while Manolopoulos et al. (2022) linked psychological contract breach to turnover intentions and negative job attitudes. Even so, most of this evidence is based on self-report data and intention rather than actual departure, which limits the strength of causal claims. Overall, the literature indicates that retention is most likely to improve when organisations address both structural issues, such as workload and staffing, and relational factors, such as support, fairness and job design. Wellbeing initiatives are therefore most effective when they are part of a broader retention strategy rather than a standalone solution.
[bookmark: _Toc236047483]2.7 Theoretical Framework: Job Demands–Resources Theory
The JD-R model was initially developed by Demerouti et al. (2001) to explain how working conditions contribute to burnout. It was later extended by Bakker and Demerouti (2007; 2017) into a broader framework explaining both employee strain and motivation.
Figure 2.4: Conceptual framework of the relationship between employee workload, employee wellbeing and staff retention based on the Job Demands-Resources (JD-R) Theory. 
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Figure 2.4 presents the conceptual framework used to organise the literature reviewed in this dissertation. It proposes that workload functions as a job demand that may influence employee wellbeing, while job resources such as autonomy, adequate staffing and managerial support may reduce or buffer some harmful effects. Employee wellbeing is subsequently treated as one potential mechanism associated with turnover intention and retention. The arrows in the framework represent theoretically proposed relationships rather than proven causal effects. Other influences, including pay, career opportunities, job insecurity, personal circumstances and external employment alternatives, may also affect whether employees remain with or leave an organisation.
The framework divides working conditions into two broad categories:
Job demands:  parts of work that demand continuous effort, including workload, time pressure, emotional labour, difficult customer interactions and irregular schedules.
 Job resources: aspects of work that help employees accomplish tasks, manage demands or develop professionally, including autonomy, adequate staffing, supervisory support, feedback, recognition and recovery opportunities.
[bookmark: _Toc236047484]Two main pathways are presented by JD-R theory. Experts claim that the health-impairment process happens when continuous job demands drain the personal energy of workers, which leads to fatigue or health problems. Motivation develops when job resources stimulate worker involvement, skill acquisition, and success. Protection against the harmful consequences of heavy pressure is also provided when job resources are available (Bakker and Demerouti, 2017).
[bookmark: _Toc236047485]Primary workload stress is defined as job demands within this investigation, while employee wellbeing is viewed as a middle result. Retention of staff, which contains the decision to stay or leave, forms another employment outcome that influences and is influenced by employee wellbeing and the balance of demands and resources.
[bookmark: _Toc236047486] Hospitality research finds the JD-R framework appropriate because various demands and resources can be investigated through this approach, even though weaknesses exist. Many people believe that the broad classification causes one specific working condition to feel heavy for one worker while giving energy to another worker. External employment market circumstances, home responsibilities, and future professional goals receive small focus inside this model.
[bookmark: _Toc236047487] Researchers should apply the JD-R framework as a direction to understand results rather than as a complete explanation for staff retention. Empirical data must be evaluated by considering research design, sample traits, industry setting, and measurement accuracy.
[bookmark: _Toc236047488]2.8 Research gap
There remains a clear gap in the application of JD-R theory to the hospitality sector. Although the wider literature offers substantial evidence on job demands, job resources, burnout, engagement and turnover, several limitations remain. Much of the existing evidence relies on turnover intention rather than actual turnover, and a number of studies are based on non-hospitality sectors. In addition, international hospitality research does not always reflect UK employment practices, making direct application to the UK context problematic. Workload and wellbeing are also often examined separately rather than as linked parts of a broader process influencing retention. Further limitations include inconsistent definitions and measures of workload, wellbeing and retention, as well as the dominance of cross-sectional designs, which restrict causal interpretation. There is also limited clarity on how job resources interact with workload to shape retention outcomes. This study addresses these gaps by systematically reviewing existing research on workload, wellbeing and retention, and by using thematic analysis to compare findings across sector, country, design and measurement.
[bookmark: _Toc236047489]2.9 Chapter summary
The literature on the UK hospitality industry, employee workload, wellbeing, and retention has been evaluated in this chapter. Research indicates that while resources like autonomy, personnel levels, supervisory assistance, and efficient management can safeguard wellbeing, an excessive or inadequately supported workload can lead to stress and burnout. Workload alone cannot fully explain retention in the hotel industry because it is influenced by a variety of organisational, individual, and labour market factors. Overall, research suggests that there is a complicated and context-dependent link between workload, wellbeing, and retention. Although JD-R theory offers a helpful framework for elucidating how resources may boost motivation and how demands may lead to strain, its interpretation must include limits in study design, measurement, and sector transferability.



















[bookmark: _Toc236047490]CHAPTER 3: METHODOLOGY
[bookmark: _Toc236047491]3.1 Systematic Literature Review (SLR)
[bookmark: _Toc236047492]The methodology used to investigate how employee wellbeing and workload affect employee retention in the hospitality industry is presented in this chapter... Because this study relies on secondary data, a Systematic Literature Review (SLR) was selected as the research approach. A systematic literature review is a structured and transparent method that enables researchers to identify, select, evaluate and synthesise evidence relevant to specific research questions (Snyder, 2019). This approach was chosen over a narrative review because it minimises selection bias through predefined criteria and provides a reproducible method for evaluating existing evidence, which is particularly important when examining relationships between multiple variables such as workload, wellbeing and retention (Booth, Sutton and Papaioannou, 2021).
The SLR was appropriate for this study because the research aim was to evaluate and synthesise existing academic findings rather than collect primary data from employees or organisations. According to Saunders, Lewis and Thornhill (2023), secondary research is suitable when the objective is to analyse and interpret existing literature to address research questions without direct involvement of human participants.
The review process followed several sequential stages. First, key terms relating to employee workload, employee wellbeing, staff retention and the hospitality sector were identified. Second, relevant databases were searched using combined search terms and Boolean operators. Third, identified records were screened against established inclusion and exclusion criteria. Fourth, thematic analysis was applied to the retained studies so that findings could be compared and grouped into themes aligned with the JD-R theoretical framework. This systematic process enabled the comparison of evidence across multiple studies, helping to identify recurring patterns, conflicting findings and gaps in the current literature.
A limitation of this approach is its reliance on published material. Studies not indexed in the searched databases, published in languages other than English, or behind paywalls not accessible through institutional subscriptions may have been missed. This is a recognised constraint of systematic reviews that rely on available published literature (Booth, Sutton and Papaioannou, 2021).
[bookmark: _Toc236047493]3.2 Search Strategy
To find relevant and credible scholarly publications about employee workload, employee wellbeing, and staff retention in the hotel industry, a methodical search approach was created. Four scholarly databases—Google Scholar, Science Direct, Emerald Insight, and the University of Wales Trinity Saint David (UWTSD) online library—were searched in June, 2026. In order to get up-to-date UK employment data and industry reports, official UK government and professional sources were also checked, such as the Office for National data (ONS), the Health and Safety Executive (HSE), and the Chartered Institute of Personnel and Development (CIPD).
Literature published between 2020 and 2025 was prioritised to ensure that retrieved evidence remained contemporary and reflected current workforce conditions, particularly in the post-pandemic period. However, seminal studies published prior to 2020 were also included where they established foundational theoretical concepts, particularly the Job Demands–Resources (JD-R) model and its application to employee wellbeing and turnover research.
Boolean operators (AND, OR) were used to combine search terms and refine search results. Titles and abstracts were initially reviewed to determine preliminary suitability. Full-text articles were then examined to verify whether the studies met all inclusion criteria. Sources that were irrelevant to the research objectives or duplicated across databases were removed.
[bookmark: _Toc236047494]3.3 Search Terms
[bookmark: _Toc236047495]From the study purpose and target goals, search terms were constructed by researchers. Because academic publications utilize distinct words to explain matching ideas, extra descriptive words were added so that thorough gathering of materials could be achieved. Experts claim that the concept of keeping workers in their working position is frequently stated as turnover intention, intention to stay, and intention to leave. To collect all relevant documents, primary Boolean search strings were arranged in this manner:
[bookmark: _Toc236047496]1-("employee workload" OR "job demands" OR "workload pressure") AND ("employee wellbeing" OR "wellbeing" OR "occupational health") AND ("staff retention" OR "employee turnover" OR "turnover intention") AND ("hospitality" OR "hotel" OR "accommodation")
[bookmark: _Toc236047497]2-("job demands" OR "workload") AND ("job resources" OR "supervisory support" OR "autonomy") AND ("burnout" OR "emotional exhaustion") AND ("hospitality" OR "hotel employees")
[bookmark: _Toc236047498]3-("workplace stress" OR "occupational stress") AND ("employee wellbeing" OR "mental health") AND ("retention" OR "turnover") AND ("hospitality" OR "service sector")
[bookmark: _Toc236047499]To fit the distinct operational rules of every digital repository, Boolean search strings were altered in accordance with each platform's structure. It has been observed that different academic databases function with unique syntax rules and search capabilities, which required these search strings to be adjusted for accurate retrieval.
[bookmark: _Toc236047500]3.4 Key Words
The following individual keywords and phrases were identified as relevant to the research topic and were combined using Boolean operators to construct the search strings above:
· Employee workload
· Job demands
· Employee wellbeing / wellbeing
· Occupational health
· Staff retention
· Employee turnover
· Turnover intention
· Intention to stay / intention to leave
· Hospitality sector
· Hotel employees
· Accommodation industry
· Job resources
· Supervisory support
· Employee autonomy
· Job Demands–Resources Theory (JD-R)
· Workplace stress / occupational stress
· Employee engagement
· Burnout / emotional exhaustion
[bookmark: _Toc236047501]3.5 Databases
Multiple electronic sources were used to collect relevant academic literature. Google Scholar served as the primary search tool because it provides access to a broad range of journal articles, books and reports across management, hospitality and organisational studies. ScienceDirect and Emerald Insight were selected for peer-reviewed research specifically in the areas of human resource management, employee wellbeing, and workload and staff retention. Academic journal articles, e-books and specialised research databases were also accessed through the UWTSD online library subscriptions.
In addition to academic databases, official government portals and professional organisational platforms were examined for contextual data. UK labour market and hospitality sector statistics were gathered from the ONS. Evidence relating to work-related stress and employee health was collected from the HSE. Industry reports on workplace wellbeing, employee engagement and staff retention were obtained from the CIPD. Combining these varied sources allowed peer-reviewed academic research to be integrated with current UK government statistics and professional industry knowledge, providing a more comprehensive understanding of the research topic.
Table 3.1: Sources Used to Identify Relevant Literature
	Source
	Purpose

	Google Scholar
	Broad search for academic articles, books and reports

	ScienceDirect
	Peer-reviewed studies on management, wellbeing and employment

	Emerald Insight
	Research on hospitality and human resource management

	UWTSD Online Library
	Access to subscribed academic journals, e-books and research databases

	ONS
	UK labour-market and hospitality statistics

	HSE
	Evidence concerning work-related stress and employee health

	CIPD
	Professional reports on wellbeing, engagement and retention


These sources were selected because they provide peer-reviewed research and reliable UK labour market data relevant to the research objectives.
[bookmark: _Toc236047502]3.6 Inclusion/Exclusion Criteria
Predefined inclusion and exclusion criteria were set to guarantee that the review contained only relevant and outstanding material. In order to reduce selection bias and guarantee transparency and consistency throughout the evaluation, these criteria were created prior to the search procedure (Snyder, 2019; Booth, Sutton, and Papaioannou, 2021).
[bookmark: _Toc236047503]3.6.1 Inclusion Criteria
Inclusion criteria are the predefined characteristics that a study must possess to be selected for inclusion in a literature review (Booth, Sutton and Papaioannou, 2021). Establishing clear inclusion criteria increases the transparency, consistency and trustworthiness of the review by ensuring that selected publications align with the research purpose and objectives (Snyder, 2019).
Table 3.2: Inclusion Criteria
	Inclusion Criteria
	Reason/Justification

	Peer-reviewed journal articles
	To ensure high-quality and reliable academic evidence (Snyder, 2019)

	English language publications
	To ensure consistency and accurate interpretation of the literature

	Published between 2020–2025
	To include current and relevant evidence relating to employee wellbeing and staff retention

	Studies set in the hospitality or service sector
	To maintain relevance to the research aim and objectives

	Government and professional reports (ONS, HSE, CIPD)
	To provide current industry statistics and policy guidance

	Studies examining workload, wellbeing and/or staff retention
	To ensure direct relevance to the research questions

	Seminal works published prior to 2020
	Included where they established foundational theories, particularly the JD-R model


[bookmark: _Toc236047504]3.6.2 Exclusion Criteria
Exclusion criteria are the predefined parameters used to identify studies that should be excluded from the review because they lack alignment with the research objectives or fail to meet the required quality standards (Booth, Sutton and Papaioannou, 2021). Clearly defined exclusion criteria reduce selection bias and ensure that only trustworthy and relevant evidence is included in the final analysis (Snyder, 2019).
Table 3.3: Exclusion Criteria
	Exclusion Criteria
	Reason/Justification

	Non-peer-reviewed blogs and websites
	May not provide reliable or evidence-based information

	Non-English publications
	Excluded to maintain consistency in data interpretation

	Publications before 2020 (except seminal JD-R studies)
	To prioritise recent evidence while retaining key theoretical literature

	Studies unrelated to employee wellbeing, workload or retention
	Not aligned with the research objectives

	Opinion articles without empirical evidence
	Lack empirical evidence and academic rigour

	Studies outside the hospitality or service sector scope
	Not directly relevant to the focus of this research

	Duplicates of studies already identified
	To avoid double-counting the same evidence


[bookmark: _Toc236047505]3.7 Search Results
Database searches conducted at the beginning gathered 230 records across all information sources. When 34 duplicates were removed, 196 records remained present for screening work. During this stage, titles and written summaries were evaluated, and 118 records were excluded from further evaluation. Examining the remaining 78 full-text papers for eligibility, it has been observed that 38 articles were eliminated because those studies did not fulfill inclusion requirements or failed to directly examine how workload, wellbeing, and retention relate within hospitality or service sectors. Therefore, 40 studies were successfully taken into the final review.
Table 3.4: Search Process Summary
	Stage
	Number of Articles

	Records identified through database searching
	230

	Duplicates removed
	34

	Records screened (title and abstract)
	196

	Records excluded at title/abstract stage
	118

	Full-text articles assessed for eligibility
	78

	Full-text articles excluded
	38

	Studies included in final review
	40


[bookmark: _Toc236047506]3.8 Ethical Considerations
Because this study relied exclusively on secondary data, no human participants were involved and no primary data was collected. Accordingly, ethical concerns relating to informed consent, participant confidentiality and anonymity did not apply, as no data was gathered directly from individuals (Saunders, Lewis and Thornhill, 2023). However, several ethical considerations relevant to secondary research were observed.
In compliance with the University of Wales Trinity Saint David's academic integrity requirements, all source materials were cited using the Harvard referencing style (UWTSD, 2024). All concepts, information, and arguments derived from previously published works were appropriately credited to their respective authors in order to prevent plagiarism. By using published content for educational and research purposes within the bounds of fair dealing, copyright compliance was maintained. To make sure the review did not support unsubstantiated or deceptive findings, each source was also critically assessed for credibility, dependability, and potential bias (Snyder, 2019; Saunders, Lewis, and Thornhill, 2023).
[bookmark: _Toc236047507]3.9 Chapter Summary
The approach used in this investigation has been explained in this chapter. The most suitable method for investigating the connection between employee workload, wellbeing, and staff retention in the hospitality industry was determined to be a systematic literature review because it offers an organised, transparent, and repeatable way to find, assess, and synthesise the available data. To guarantee clarity and rigour, the search method, search terms, key phrases, databases, inclusion and exclusion criteria, search results, and ethical issues have all been described in full. The results and thematic analysis from the 32 studies that made up this review are presented in the next chapter.



























[bookmark: _Toc236047508]CHAPTER 4: FINDINGS AND DISCUSSION
[bookmark: _Toc236047509]4.1 Introduction
This chapter presents the findings and discussion of the secondary research on the impact of employee workload and wellbeing on staff retention in the UK hospitality sector. The evidence, drawn from academic articles, government publications and professional reports, was analysed thematically and organised into three main themes: workload and retention, wellbeing and retention, and the combined effect of workload and wellbeing on retention. The findings are interpreted through the Job Demands–Resources theory, which helps explain how workload and wellbeing interact with available resources to influence staff retention. The chapter then presents the findings under each theme, followed by a discussion that compares them with the literature review and considers their implications for theory and practice.
[bookmark: _Toc236047510]4.2 Data Analysis
a systematic literature search identified 40 relevant studies, which were analysed using thematic analysis to identify patterns across the literature (Braun and Clarke, 2022). Each study was reviewed in relation to its aims, findings, methodology, sample size, sector, and whether it measured actual turnover or turnover intention. The analysis was inductive, although the JD-R framework guided interpretation of the findings. This process produced three themes: workload and retention, wellbeing and retention, and the combined influence of workload and wellbeing on retention. The evidence was drawn mainly from peer-reviewed studies, with support from government and professional reports providing current UK context (CIPD, 2024; HSE, 2024; ONS, 2024).
Table 4.1 provides a summary of the key studies included in the thematic analysis and illustrates how each source contributed to the development of the three research themes.
Table 4.1: Summary of Key Studies in Thematic Analysis
	Author(s) and Year
	Aim of Study
	Key Findings
	Theme

	Bakker and Demerouti (2007; 2017)
	To explain how job demands and job resources influence employee outcomes
	Excessive job demands contribute to burnout, while organisational resources improve wellbeing, commitment, and retention
	Themes 1, 2, 3

	De Winne et al. (2023)
	To examine the influence of HR practices on employee retention
	High workloads reduce organisational commitment and increase turnover intentions
	Theme 1

	Karatepe et al. (2021)
	To investigate the effects of job demands on hotel employees
	Heavy workloads increase emotional exhaustion, lower job satisfaction, and encourage employees to leave
	Theme 1

	Grobelna (2021)
	To study workload and supervisory support in hotels
	Workload contributed to emotional exhaustion; supervisory support reduced this effect
	Theme 1

	Li et al. (2021)
	To examine occupational stress and turnover intent in hotels
	Occupational stress mediated the relationship between employee resources and turnover intent
	Theme 1

	Hom et al. (2020)
	To identify factors influencing employee retention
	Employee wellbeing, job satisfaction, and organisational commitment improve staff retention
	Theme 2

	CIPD (2024)
	To explore workplace wellbeing and employee engagement in the UK
	Organisations investing in employee wellbeing report higher engagement and improved retention
	Theme 2

	HSE (2024)
	To examine work-related stress and mental health in Great Britain
	Workplace stress negatively affects employee wellbeing and contributes to staff turnover
	Theme 2

	Shi et al. (2021)
	To investigate daily fluctuations in hotel employee wellbeing and turnover intention
	Withdrawal attitudes are influenced by changing daily workplace experiences
	Theme 2

	Deery and Jago (2015)
	To investigate employment challenges in the hospitality sector
	Working conditions, workload, and employee wellbeing collectively influence staff retention
	Theme 3

	ONS (2024)
	To analyse labour market trends in the UK
	Labour shortages and recruitment challenges increase workload and reduce staff retention
	Theme 3

	Baum et al. (2020)
	To examine the impact of COVID-19 on hospitality employment
	The pandemic increased workload, reduced employee wellbeing, and contributed to higher turnover
	Theme 3

	Manolopoulos et al. (2022)
	To examine psychological contract breach and turnover intent in luxury hotels
	Psychological contract breach was related to job attitudes and turnover intent
	Theme 3

	Ergun et al. (2023)
	To study job insecurity, stress, and turnover in hotels
	Job insecurity increased both job stress and turnover intentions
	Theme 3


[bookmark: _Toc236047511]4.3 Findings
Theme 1: Employee Workload and Staff Retention
the first theme shows a clear link between employee workload and staff retention in hospitality. Across the literature, excessive workload, long hours, staff shortages, and high job demands were consistently associated with stress, burnout, and stronger turnover intentions. Hospitality work is especially demanding because employees often deal with irregular shifts, seasonal demand, and high customer service expectations alongside labour shortages (Deery and Jago, 2015). These conditions can create physical and emotional exhaustion, reduce job satisfaction, and weaken organisational commitment, making employees more likely to leave.
The JD-R Theory explains these findings well (Bakker and Demerouti, 2007; 2017). When job demands are high and resources such as staffing, managerial support, and recovery time are limited, employees are more likely to experience strain and withdrawal. This is supported by Karatepe et al. (2021), who found that heavy workloads increased emotional exhaustion and turnover intentions among hotel employees. Similarly, De Winne et al. (2023) reported that excessive workload reduced commitment and raised intentions to leave, while Grobelna (2021) found that supervisory support helped reduce the harmful effects of workload. These studies suggest that job resources can buffer the impact of high demands.
However, most of the studies relied on self-reported turnover intention rather than actual turnover. As noted in Chapter 2, intention to leave does not always lead to resignation, so the evidence shows association rather than direct causation. Labour market pressures also matter. The ONS (2024) reported that recruitment difficulties and labour shortages have increased pressure on existing staff, creating a cycle where rising workload contributes to further turnover. At the same time, vacancy data should not be treated as a direct measure of retention, since vacancies can also reflect business growth or seasonal changes.
Overall, the literature suggests that workload is a major factor affecting retention in hospitality, but its effects can be reduced through adequate staffing, supportive leadership, good communication, recognition, and development opportunities (Bakker and Demerouti, 2017). Li et al. (2021) also showed that occupational stress mediated the relationship between employee resources and turnover intention, reinforcing the importance of strong organisational support.
Theme 2: Employee Wellbeing and Staff Retention
The second theme demonstrates the strong correlation between employee retention and wellbeing in the hospitality industry. Better physical, mental, and emotional wellbeing makes workers more engaged, content, and devoted, which reduces their likelihood of quitting (Hom et al., 2020; CIPD, 2024). This is particularly crucial in the hospitality industry, where employees may be under a lot of stress due to long hours, shift work, emotional labour, and frequent customer engagement. Due to the multifaceted nature of wellbeing, workers in the hospitality industry may have difficulties with their physical and mental wellbeing, job satisfaction, and interpersonal relationships at work (Danna and Griffin, 1999).
Hom et al. (2020) identified wellbeing as a strong predictor of retention, showing that employees with higher job satisfaction and organisational commitment are more likely to stay. Although this study was not limited to hospitality, its findings are still relevant to the sector. Similarly, the CIPD (2024) reported that organisations investing in wellbeing, such as through flexible working, mental health support, and training opportunities, tend to have stronger engagement and morale. The HSE (2024) also shows that stress, anxiety, and depression remain major causes of work-related ill health in Great Britain, which is particularly relevant in hospitality because of the sector’s demanding working conditions.
The JD-R Theory supports these findings by explaining that wellbeing depends on the balance between job demands and organisational resources (Bakker and Demerouti, 2017). Resources such as supportive leadership, recognition, training, and career development can improve satisfaction and commitment, which supports retention. Shi et al. (2021) further showed that hotel employees’ wellbeing and turnover intentions can fluctuate during the working day, suggesting that even short-term changes in working conditions can influence whether employees want to stay.
However, wellbeing initiatives alone are unlikely to improve retention if excessive workload remains unresolved. If job demands continue to exceed available resources, employees may still experience stress and burnout despite support programmes (Bakker and Demerouti, 2017). Overall, the literature shows that employee wellbeing is central to retention in hospitality, and organisations that create supportive working environments are better positioned to retain experienced staff.
Theme 3: The Combined Influence of Employee Workload and Employee Wellbeing on Staff Retention
the third theme shows that workload and wellbeing are closely connected in shaping staff retention. Excessive workload can undermine employee wellbeing, while poor wellbeing can increase turnover intentions. In hospitality, where employees often work long hours, rotating shifts, and face high customer demands alongside labour shortages, the pressure on staff can be substantial (Deery and Jago, 2015). The JD-R Theory explains this relationship well by suggesting that when job demands exceed available resources, stress and burnout are more likely, which can reduce job satisfaction, commitment, and retention (Bakker and Demerouti, 2017).
This pattern is supported by a number of studies. While De Winne et al. (2023) found that persistently high workloads decreased satisfaction and pushed employees to look for other jobs, Karatepe et al. (2021) observed that excessive workload increased emotional tiredness and turnover intentions among hotel staff. While Manolopoulos et al. (2022) connected psychological contract violation to negative attitudes and turnover intent, Ergun et al. (2023) also demonstrated that work instability enhanced stress and turnover intention. These results imply that a broader framework of trust, equity, and organisational support influences the relationship between workload and wellbeing.
Professional reports reinforce this view. The CIPD (2024) found that wellbeing-focused organisations tend to have higher engagement and retention, while the HSE (2024) identified work-related stress as a major cause of sickness absence in Great Britain. The ONS (2024) also highlights how labour shortages in hospitality increase pressure on remaining staff, creating a cycle of higher workload, poorer wellbeing, and further turnover. Baum et al. (2020) noted that the COVID-19 pandemic intensified these challenges by increasing insecurity and pressure across the sector.
Overall, the literature suggests that the most effective retention strategy is to address workload and wellbeing together rather than separately. Managing workload without supporting wellbeing is unlikely to produce lasting results, and wellbeing initiatives alone will have limited impact if demands remain excessive. A balanced approach is therefore more likely to improve commitment and long-term staff retention.
[bookmark: _Toc236047512]4.4 Discussion
The aim of this study was to investigate how employee workload and employee wellbeing affect staff retention in the UK hospitality sector. The findings show that both factors have an important influence on whether employees choose to stay with or leave an organisation. More importantly, the analysis suggests that workload and wellbeing are closely linked: when workload becomes excessive, employee wellbeing declines, which in turn increases the likelihood of turnover intentions. Overall, these findings support the research aim and align with the literature reviewed in Chapter 2.
The first theme identified employee workload as a key factor affecting staff retention. The evidence consistently showed that heavy workloads, long working hours, labour shortages, and demanding working conditions contribute to stress, burnout, and employees’ intentions to leave their organisation (Karatepe et al., 2021; De Winne et al., 2023; Grobelna, 2021). This reinforces the literature discussed in Chapter 2, where workload was presented as one of the most significant job demands influencing employee wellbeing and organisational commitment. In particular, the studies by Grobelna (2021) and Li et al. (2021) also found that workload contributes to emotional exhaustion and that occupational stress plays an important role in the relationship between employee resources and turnover intention. The similarity between the literature review and the thematic findings strengthens the case for a clear link between workload and retention.
These findings also strongly support the Job Demands–Resources (JD-R) Theory (Bakker and Demerouti, 2007, 2017). The theory suggests that high job demands place strain on employees when they are not balanced by sufficient organisational resources. The evidence in this study reflects this idea, showing that high workloads can reduce both physical and psychological wellbeing while increasing employees’ intentions to leave. This means workload should not be seen simply as an operational issue, but as a strategic concern that affects organisational performance and workforce stability. The finding that supervisory support (Grobelna, 2021) and adequate job resources (Li et al., 2021) can reduce the negative effects of workload is especially useful, as it points to practical steps hospitality organisations can take.
The second theme showed that employee wellbeing is equally important in relation to staff retention. Employees who experience better physical and psychological wellbeing are more likely to report higher job satisfaction, stronger organisational commitment, and a greater willingness to stay with their employer (Hom et al., 2020; CIPD, 2024). This is consistent with the literature reviewed in Chapter 2, where wellbeing was described as a multidimensional concept that includes physical, psychological, and social aspects (Danna and Griffin, 1999). The finding from Shi et al. (2021) that wellbeing changes throughout the working day adds another layer of complexity, suggesting that occasional wellbeing initiatives alone may not be enough and that ongoing attention to employee wellbeing is needed.
Evidence from the Health and Safety Executive (HSE, 2024) further reinforces this argument by showing that work-related stress continues to be a significant challenge for UK employers, particularly within demanding sectors such as hospitality. The HSE's nationally representative data provides a broader evidence base than individual academic studies and strengthens the generalisability of the findings to the UK hospitality context.
Although the literature consistently recognises the importance of employee wellbeing, some differences emerge regarding the most effective approach to improving staff retention. Professional organisations, including the CIPD (2024), emphasise the value of wellbeing initiatives, employee engagement, and supportive management practices. In contrast, Bakker and Demerouti (2017) argue that wellbeing initiatives alone are unlikely to achieve lasting improvements if excessive workloads remain unaddressed. This comparison highlights that organisations should adopt a balanced approach by tackling the causes of workplace stress alongside investing in employee wellbeing.
The third theme brought together the findings from the previous themes by demonstrating that employee workload and employee wellbeing should not be considered separately. The evidence suggests that excessive workload reduces employee wellbeing, while declining wellbeing increases turnover intentions, creating a cycle that contributes to ongoing recruitment and retention challenges within the hospitality sector (ONS, 2024). The findings of Ergun et al. (2023) and Manolopoulos et al. (2022) further demonstrate that workload and wellbeing interact within a broader context of job insecurity, psychological contract breach, and perceived organisational fairness. This suggests that retention strategies must go beyond workload management and wellbeing programmes to address the overall quality of the employment relationship.
A notable limitation of the evidence reviewed in this chapter is that the majority of studies measured turnover intention rather than actual employee departures. As discussed in Chapter 2, an intention to leave does not necessarily result in actual turnover. Therefore, while the evidence strongly suggests an association between workload, wellbeing, and turnover intention, it does not establish definitive causality. Additionally, several of the studies were conducted outside the UK, and their findings may not fully reflect the specific employment conditions, regulatory environment, and labour market dynamics of the UK hospitality sector.
Overall, the discussion strongly supports the principles of the JD-R Theory. The evidence indicates that hospitality organisations are more likely to retain skilled and committed employees when they balance job demands with appropriate organisational resources. Consequently, organisations should adopt evidence-based workforce management strategies that reduce excessive workload, promote employee wellbeing, and create supportive working environments. Such an approach is likely to strengthen organisational commitment, reduce employee turnover, and contribute to the long-term success of hospitality organisations.
[bookmark: _Toc236047513]4.5 Chapter Summary
This chapter presented the findings and discussion of the secondary research on employee workload, employee wellbeing, and staff retention in the UK hospitality sector. The literature was organised into three themes: workload and retention, wellbeing and retention, and the combined influence of workload and wellbeing on retention.
The findings show that excessive workload, demanding working conditions, and labour shortages are linked to stress, burnout, and higher turnover intentions. In contrast, organisations that support employee wellbeing through strong leadership, engagement, and wellbeing initiatives are more likely to improve job satisfaction, strengthen commitment, and retain staff. The analysis also suggests that workload and wellbeing are closely connected and should be addressed together.
Overall, the discussion supports the literature reviewed in Chapter 2 and the principles of JD-R Theory (Bakker and Demerouti, 2007; 2017). The next chapter presents the conclusion, evaluates the research aim and objectives, and outlines the limitations and recommendations.











[bookmark: _Toc236047514]CHAPTER 5: Conclusion, Recommendations and Limitations of the Research
[bookmark: _Toc236047515]5.1 Conclusion
The aim of this study was to critically evaluate the impact of employee workload and employee wellbeing on staff retention within the UK hospitality sector through the analysis of secondary data. The findings demonstrate that both employee workload and employee wellbeing play a significant role in influencing staff retention. More importantly, the study found that these factors are closely interconnected, with excessive workload negatively affecting employee wellbeing and increasing employees' intentions to leave their organisation. Consequently, the research aim and objectives were successfully achieved.
The first research objective examined the impact of employee workload on staff retention. The findings showed that excessive workload, long working hours, labour shortages, and demanding working conditions contribute to employee stress, burnout, and reduced organisational commitment, increasing turnover intentions. The evidence suggests that organisations which effectively manage employee workload are more likely to improve employee satisfaction and encourage long-term retention.
The second research objective evaluated the role of employee wellbeing in influencing staff retention. The findings highlighted that employees who experience positive physical and psychological wellbeing are more likely to report higher job satisfaction, stronger organisational commitment, and greater engagement. However, wellbeing initiatives alone are unlikely to produce sustainable improvements in retention if excessive workloads remain unresolved.
The third research objective investigated the combined influence of workload and wellbeing on staff retention. The findings demonstrate that these factors should not be viewed independently, as workload directly affects employee wellbeing, which in turn influences employees' decisions to remain with or leave an organisation. This supports the Job Demands–Resources (JD-R) Theory (Bakker and Demerouti, 2007; 2017), which suggests that balancing job demands with appropriate organisational resources leads to improved employee wellbeing and more positive organisational outcomes.
Overall, this study contributes to understanding workforce retention challenges in the UK hospitality sector by demonstrating that workload and wellbeing are closely interconnected rather than isolated factors.
[bookmark: _Toc236047516]5.2 Recommendations
[bookmark: _Toc236047517]5.2.1 Theoretical Recommendations
This study demonstrates the value of the JD-R Theory in explaining how employee workload and employee wellbeing influence staff retention within the UK hospitality sector (Schaufeli and Bakker, 2004; Bakker and Demerouti, 2017). Future research should continue to apply this framework while exploring additional factors such as leadership style, organisational culture, employee engagement, and career development (Nielsen et al., 2017). Future studies should also consider longitudinal designs to better capture causal relationships, as the majority of existing research measures turnover intention rather than actual departures.
[bookmark: _Toc236047518]5.2.2 Practical Recommendations
Based on the findings, hospitality organisations should adopt a balanced approach to managing workload and promoting wellbeing. Managers should regularly review staffing levels and workload allocation, particularly during peak seasons when labour shortages result in existing employees taking on additional responsibilities (ONS, 2024). Organisations should invest in initiatives that support employee wellbeing, including mental health support, employee assistance programmes, and career development opportunities. The findings demonstrated that supervisory support had a strong positive effect on reducing emotional exhaustion caused by high workload (Grobelna, 2021), so supervisors should be trained to recognise signs of stress and provide appropriate support. Given the demanding nature of hospitality work, shift-scheduling practices should also allow employees adequate recovery time between shifts.
[bookmark: _Toc236047519]5.2.3 Policy Recommendations
Hospitality organisations should develop clear human resource policies that support both effective workload management and employee wellbeing. Policies should promote fair workload distribution, regular wellbeing assessments, and access to support for employees experiencing work-related stress. Given the specific challenges facing the UK hospitality sector, including post-Brexit labour shortages, reliance on zero-hours contracts, and competition from other sectors for frontline workers, organisations should review employment policies to address the structural causes of high turnover, including offering greater schedule stability, clear career progression pathways, and fair compensation. Embedding these practices into organisational policy can contribute to improved engagement, lower staff turnover, and a more sustainable workforce.
[bookmark: _Toc236047520]5.3 Limitations of the Research
Despite the fact that this study provided useful findings, a number of limitations should be noted. First off, only secondary data served as the study's foundation. Although government reports, professional publications, and published academic literature offered a comprehensive understanding of the subject, the results depended on the calibre and accessibility of pre-existing sources and did not include the opinions or experiences of managers and staff who worked directly in the hospitality industry (Laksmi et al., 2026).
Secondly, the research was completed within the time constraints of an undergraduate dissertation, which limited the number of studies that could be reviewed and analysed. A longer research period may have allowed for a more comprehensive examination of the available literature (Laksmi et al., 2026).
Thirdly, the availability of literature specifically relating to the combined impact of employee workload and employee wellbeing on staff retention within the UK hospitality sector was limited. Fewer studies examine how these factors interact within the hospitality industry, requiring the study to draw on research from other sectors that may not fully reflect hospitality employment conditions (Arun and Gunaseelan, 2025; Laksmi et al., 2026). Additionally, the majority of studies reviewed measured turnover intention rather than actual employee departures, limiting the ability to draw definitive causal conclusions.
Future research could address these limitations by collecting primary data through interviews or questionnaires with hospitality employees and managers. Longitudinal studies tracking actual employee turnover over time, rather than relying on self-reported turnover intention, would also strengthen the evidence base. Future studies should focus specifically on the UK hospitality sector to address the limited availability of sector-specific evidence identified in this study.
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