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[bookmark: _Toc182054382]Research Background
The research topic, "The Impact of Zero-Hours Contracts on Employee Retention and Operational Efficiency in the Hospitality Industry: Cheltenham Chase Hotel of Delta Marriott: A Case Study” was investigated as a response to increasing pressures in the hospitality industry as pertains to workforce volatility and organizational performance. They are used in employment and have recently received a lot of attention since the flexibility of employment has led to the increased use of the zero-hours contract. However, this flexibility was associated with uncertainty in working time and wage, which likely caused increased job discontent and decreased staff engagement (Jibril and Yeşiltaş, 2022).
In connection with the Cheltenham Chase Hotel by Delta Marriott case the matter of employee turnover had been identified because many employees had concerns regarding their shifts and job insecurity due to the zero-hours contracts. It was thought that this generated a high turnover rate, something that could negatively affect the methods of operation. Lack of staff eroded service delivery parameters, training cost rises, and excess workload on few staff members would probably decrease guest satisfaction. Various literature review questions of this research focused on examining the impact that zero-hour employment contracts have on staff turnover and organizational productivity, and other outcomes in the specific study hotel that the present study could inform the management strategies in enhancing workforce inclusiveness and organizational operational performance in the hospitality industry (Stefanov, 2023).
[bookmark: _Toc182054383]Research Rationale
The topic, “The Impact of Zero-Hours Contracts on Employee Retention and Operational Efficiency in the Hospitality Industry: The Guardian Tome Case; A Case Study of Cheltenham Chase Hotel by Delta Marriott”, was examined to assess major workforce and performance issues pertinent to the hospitality industry. Other rights previously violated by most of the hotels included, Zero hours contracts had gradually become more popular as a flexible workforce model, to suit demand patterns. Nevertheless, this contractual relationship was shown to result in irregular working schedules, fluctuating incomes, and weak employment security among the employees; all elements deemed to cause employee’ dissatisfaction and decreased commitment.
Employees at the Cheltenham Chase Hotel by Delta Marriott were observed to have increased turnover as they could not boast of stable employment due to zero-hours contracts offered to them, besides, they have instabilities in their working schedules. These effects were evident in the turnover accounting for escalated training, overburden of the remaining employees, and decreased quality of service. Another problem of high turnover was that working conditions were deteriorated; therefore these changes entailed extra costs, routinely disruptions, as well as negative impacts on a level of service and customer satisfaction. As a result, the purpose of this research was to assess the impacts of zero hours contracts on employee turnover rates and organizational performance to establish workforce stability and organizational performance for hotels using flexible contract arrangements in the hospitality industries (Ibrahim and Rasheed, 2024).
[bookmark: _Toc182054384]Research Aims and Objective
Research Aim: To analyse the Impact of Zero-Hours Contracts on Employee Retention and Operational Efficiency in the Hospitality Industry: A Case Study of Cheltenham Chase Hotel by Delta Marriott'.
Research Objectives:
· To examine the impact of zero-hours contracts on employee retention at Cheltenham Chase Hotel.
· To assess how zero-hours contracts influence operational efficiency in the hospitality sector.
· To identify strategies to improve retention and efficiency despite the use of zero-hours contracts.
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[bookmark: _Toc182054386]Zero-Hours Contracts and Employee Retention in Hospitality

Employee retention rate remains a national question when it comes to the effects of zero-hours contracts. Such contracts saw flexible employees, extended working hours, and much open-ended work; they were adopted when employers sought to negotiate a constant supply of labor for variable working hours (Laachach et al., 2024). Many empirical research identified that while zero–hours contracts were beneficial to business flexibility, they had negative impacts on employee organisation commitment, job satisfaction (Roy and Pagaldiviti, 2023). Due to instability growth many employees started to look for other job vacancies providing more stable work schedule and job security that leading to higher turnover; it was especially significant for young and not very experienced workers (Mohaghegh and Furlan, 2020).
According to Rosenzweig et al. (2024), employee turnover had been acknowledged as a major issue. Learning retention rates were lower because of flexibility issue linked with zero-hours contracts: the employees are more likely to quit, as perceiving job insecurity (Ntavitavian, 2020). For example, at Cheltenham Chase Hotel, this tendency appears to be prevalent when using zero-hours contracts lead to an increased turnover and personnel turnover affects the hotel’s ability to maintain a stable and experienced staff (Burkert et al., 2022). Employee retention issues stemming from these contracts were exacerbated by the emotional and financial stress faced by employees, who found it difficult to balance personal commitments and financial stability with the uncertain hours provided by their contracts (Guloba et al. 2021),
[bookmark: _Toc182054387]Operational Efficiency and the Flexibility of Zero-Hours Contracts
Jawabreh et al., (2022), while zero-hours contracts were adopted in order to increase flexibility and operational effectiveness, literature revealed that the arrangements directly impacted prospective flexibility and efficacy issues of employees. Research analysis showed that while such contracts let the employer control the labor expenses by varying the number of employees to match the demand number, this flexibility was cost-intensive (Kumar, 2021). The gross absence of the workforce and the subsequent turnover rate, as well as the lack of commitment that the organisations demonstrated, made the delivery of service a challenge since the workforce presence was unpredictable (Al-Hyari et al., 2023). For instance at Cheltenham Chase Hotel, operational efficiency was negatively affected by one major issue that was the inability to determine the right or approximate number of employees needed in order to adequately attend to the guests during busy times and vice versa during off-peak periods there were more employees than necessary Memon et al., 2021).
The lack of commitment found with zero-hours contracts negatively impacted efficiency in several ways. First, turnover increased training calls which depleted capital requisites and impeded organizational efficiency. Second, staff received irregular shifts which affected interactions and the possibility of employees getting to know each other during their workday (Naranjo et al. 2020). As a result, the proposed quality service was not well and stably delivered in the hotel affecting the customers. Scholars also pointed out that usage of zero-hours contracts resulted in higher levels of absenteeism, as employees actually had less duties to consider when not scheduled in a more regular and predictable manner, which impacted operational readiness as well (Gardner-McTaggart and Bush, 2022).
[bookmark: _Toc182054388]Strategies for Enhancing Retention and Efficiency in Zero-Hours Contract Settings
Wollard, (2022), since zero-hours contracts come with the increased cases of low retention rates and the inefficient use of time, research pointed to the need to counter the negative impacts of zero-hours contracts through an effective strategy. The first intervention identified was improving employee flexibility and work-life balance and stability measures. These measures included sophisticated rostering, employment of a specified minimum working hours, as well as extension of other benefits that would secure the employees’ commitment (Paul, 2023). Research showed that practices like these had shown to decrease turnover, as the individuals obtained a higher assurance of employment with the corporation and a deeper commitment (Calvaresi et al., 2021).Thus for the case of Cheltenham Chase Hotel the practice of these measures could improve the satisfaction of the workers and a subsequent decrease of turnover which can lead to increased reliability of the human resource in the hotel.
The other working strategy was also the promotion of communication and feedback. It means that talking to employees in order to identify their needs and opinions enabled organisational creation of more employee-centric scheduling model, and thus enabled increase in their sense of inclusion and decrease of the perceived uncertainty inherent in zero-hours contracts (Srivastava et al., 2020). Further, designing specific ways of promotion in organizations that previously used zero-hours contracts to produce positive outcomes for retention and employee satisfaction, proved that if employees feel opportunities are available for them to advance and be committed long-term in the organization, then the issues of zero-hours contracts are not necessarily a problem (Calvaresi et al., 2021). Finally, competitive wages and remunerations created parity between employees’ productivity and job insecurity associated with zero-hours contracts; the opportunity made employees stick to organisations even though they worked under such contract forms (Sharma et al., 2024).
[bookmark: _Toc182054389]Research Gap
Although there is literature on the role of ZHCs affecting staff turnover and business productivity, there is limited knowledge of unique advantages to specific hospitality organizations (Sharma et al., 2024).  Research mostly centre on overall impact on the hospitality industry but do not consider specific settings of individual hotels; the Cheltenham Chase Hotel that for instance is likely to experience specific operating conditions and WRC demands and supply different employee characteristics. Furthermore, there are few studies in proving how concepts on employee-centred scheduling, guarantees of minimum working hours, and career advancement opportunities may enhance retention and productivity issues within applications of zero-hour contracts particularly. Filling these gaps may give clues on how to achieve staff flexibility and stability in hospitality, especially in contexts with high staff turnover (Ali et al., 2022).
[bookmark: _Toc182054390]Case Study Methodology
To this end, the case study method utilised open-ended interviews and naturalistic observation to acquire rich data. Surveys were conducted from the participants within the organization for understanding their experiences. This approach allowed for a detailed examination of specific organizational impacts, offering a nuanced understanding of the study's focus (Demydyuk and Carlbäck, 2024).
The approach of the research that was undertaken in collecting data about the role and the impact of zero-hours contracts on employee retention and business operational capacity in Cheltenham Chase Hotel perspective were collectivism mixed methods. Qualitative data were obtained from sixty self-completed, semi-structured questionnaires concerning zero-hours contracts from hotel managements and employees. Moreover, for secondary data collection, employee turnover data, staffing schedule, and customer satisfaction data were also assessed. The mixture of qualitative and quantitative data gave a clear picture of how zero-hours contracts impacted the stability of workers and organisational results. The results were designed to provide specific solutions to increasing the retention rates and productivity of employees in comparable climate environments of hospitality organizations (Dźwigoł, pers com).
[bookmark: _Toc182054391]Benefits of Case Study Methodology
The case study approach has several critical advantages, especially for researching multivalent phenomena in real contexts. Closely associated with this argument, this approach enables the exploration of specific case or organization in terms of understanding its individual difficulties and peculiarities, as well as interactions and setting which may not be detected by more general research methods. It allows one to collect high-quality qualitative information about individuals’ behaviour, and reasons, as well as interactions within an organization. It is also possible with case studies since more than one type of qualitative data; for instance, interviews, observations and documents can be integrated. This broad lens makes it easier to differentiate between feasible, application-oriented observations that may guide decision-making in similar settings and refine the practices in those settings (Bergen and Labonté, 2020)
[bookmark: _Toc182054392]Limitations of Case Study Methodology
However, there are also some weaknesses associates with the case study methodology which are as follows. However, as the study is based on provided case, it is challenging to make wider applicability of results encountered (Yuan et al., 2018). The method can also be tiresome as it takes a lengthy time to gather data and analyze the case correctly. Another disadvantage is subjectivity that arises because the researcher’s bias may affect data analysis, which is especially characteristic of qualitative investigations. Besides, case studies can target specific characteristics of the organization that are difficult to provide general conclusions based on other subjects. Lastly, they often rely on a limited sample, which can reduce the reliability and validity of conclusions (Paparini et al., 2020).
[bookmark: _Toc182054393]Technique Used in the Study
This research adapted qualitative research method in order to capture profound knowledge of the impact of zero-hours contracts on staff turnover and organizational productivity. Focus group discussion with hotel employees and management was carried out with an aim of understanding their views regarding zero-hours contracts (Bhattacharyya and Dash, 2021). This technique provided open-ended responses and the participants were motivated to provide elaborate, contingent specificities. Further, observations involved exploring the organization environment and employee relations and provided practical standpoint of the ill performing organizations. Combining responses and observations in this case enabled the construction of a holistic understanding of the hotel characteristics and their challenges and therefore made the segmentation technique particularly suitable for gaining an understanding of key themes and possibly solutions (Kozinets & Gretzel, 2024).

[bookmark: _Toc182054394]Case Study Discussion
[bookmark: _Toc182054395]Background Information
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Cheltenham Chase Hotel occupies a prestigious position near the beautiful countryside of the Cotswolds in Gloucestershire; it is a member of the Delta Marriott group. Famous for its comfort and services, the hotel comprises spa, fitness, conference, dining and entertainment services. Its main visitors are leisure tourists, business people, and conference and convention visitors, who seek a balance between comfort and nature. Nevertheless, like other hospitality businesses, the hotel experiences some known issues; for instance, seasonal variation in demand and employees turnover especially among those working under part-time and zero hour contracts affects organizational efficiency (Guestreservations, 2024).
[bookmark: _Toc182054396]Current Operations
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Cheltenham Chase Hotel is a mid-scale, independently managed, and operated proprietary full-service hotel providing guest accommodation and food and beverage services as well as event and conference facilities and leisure amenities. The centre targets tourists on holiday and those in business trips, meeting facilities such as conferences, weddings and, spas. This is a service delivery standard in a hotel that involves all work forces; housekeeping, food and beverages, front office staff among others. Although, in order to adapt to changes in the number of customers, especially during the high seasons, the hotel employs both the full-time and zero-hours worker contracts. This flexible staffing model allows the hotel to adjust its workforce based on occupancy rates and operational needs, aiming to maintain efficiency and guest satisfaction (all.accor, 2024).
[bookmark: _Toc182054397]Turnover and Staffing
This study established that Cheltenham Chase Hotel has moderate to high levels of labour turnover, a factor that is quite rampant in the hospitality sub-sector. Like many employees around the world, turnover is relatively high during certain seasons such as holidays and other major events. Despite its continuing reputation for quality, the hotel still experiences frequent staff turnover; it probably results from part-time employment standards, such as low career mobility due to giving workers contracts based on zero working hours. It includes costs in training due to staff turnover and disruptions to the organisation and, in turn, to the guest experience.
Weekend vacancies in their establishments are, however, a good indication that the hotel uses casual personnel, many of whom work under zero-hours employment contracts because of fluctuating demand for their labour. Flexibility as a detailed characteristic of zero hour’s contract makes it easier for the employee to be uncertain about the working hours and job security. To simply control the labour costs, the staffing levels are adjusted concerning the demand, and most particularly where departments like housekeeping, food services, and the reception are concerned they always have flexible staffing basis for managing the busy times (Hopkin, 2022).
[bookmark: _Toc182054398]Number of Branches and Locations
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Cheltenham Chase Hotel is a solitary facility hotel that is located in Chase, Cotswolds; Gloucestershire, United Kingdom. Being a part of Delta Marriott Group, it does not operate from several locations. Both tourists and business people find it convenient to access it since it is close to Cheltenham yet affords them the peace that comes with a serene environment which encompassing numerous and diverse facilities and services (Baena and Cerviño, 2024).
[bookmark: _Toc182054399]Geographical and Cultural Context
Cheltenham Chase Hotel is situated in Gloucestershire, United Kingdom close to the Countryside of the Cotswolds. They prefer the area for its scenic nature, culture heritage attraction sites, and beautiful countryside-ideal for commercial and vacationer travels. It is close to Cheltenham town affording student; easy access to cultural sites, festivals, and Cheltenham Racecourse.
The hotel is in situated in a region with historical background of England and has greeneries and rural settings. Cheltenham also is an artistic town with arts festivals, theatres and upcoming music performances which makes the area to be culturally inclusive. The hotel's cultural context influences its services, catering to guests seeking both relaxation and cultural experiences (Donald and Donald, 2024).
[bookmark: _Toc182054400]Sustainability Initiatives
Sustainability has been integrated in the operations of Cheltenham Chase Hotel through the following steps to minimize environmental footprint. The hotel has incorporated use of energy efficient Lighting, water saving management and waste management including recycling and composting. It also gets food from local certified organic farmers to ensure sustainable farming for the restaurant service. Further, the hotel uses biodegradable toiletries and wash- room products as well as Earth- friendly cleaning materials. In its effort to show corporate social responsibility, Cheltenham Chase Hotel has adopted eco-friendly practices that involve awakening the hospitality responsibilities in Guests by asking them to reuse their towels and save energy through indicating whether they need new towels or not every after day (Robinson et al., 2020).

[bookmark: _Toc182054401]PEST Analysis
	Political Factors
	Like any organisation within the hospitality industry, Cheltenham Chase Hotel is prone to the legal system and employment laws and regulations pertaining employment contracts. It means it is vulnerable to regulations in regards to usage of zero-hours contracts, minimum wage legislation, or rights of employment. Changes in political variables that relate to workers’ rights or tax measures and incentives for employers also enhance operational costs (Legrand et al., 2022).

	Economic Factors
	There are internal factors including inflation, local economic environment, and spending by its guests on various commodities. Cyclicality is characteristic for the economy and may lead to changes in customer demand, which in turn alters staffing requirements and utilization of flexible employment, such as the zero-hours contract. The efficiency of these contracts may be interesting today in contexts of budgetary constraints (Zhang et al., 2024).

	Social Factors
	The element of hours worked continues steadily to deteriorate as employees prefer job security and stable working hours over zero-hours contracts and consequently, retention rate may be at risk. The weak employment option includes that a hotel’s workforce may look for other more secure employment in view of other relevant occupations required in the weaker occupation in the competitive labour market with emphasis on job satisfaction.

	Technological Factors
	Due to heightened employees’ concerns for work security and fixed weekly working hours, zero-hours contracts will therefore be an issue of employee attraction. The employees in the hotel in particular may look for longer contracts and better working conditions particularly in a quality labor market environment where job content is valued.





[bookmark: _Toc182054402]SWOT Analysis
	Strengths

Flexible Staffing: On a usage of zero-hours contracts the hiring of the service is flexible which ultimately benefits the hotel in maintaining costs during the lean season and increase the number of employees during the peak season. 
Operational Efficiency: That flexibility in managing more people is useful in keeping the operation unhindered, especially in the cleaning crews, and mess services. 
Cost-Effectiveness: Employment flexibility can also be done through avoiding the provision of zero hours which enable the hotel hire employees without having a fixed working hours hence helping during seasons of high and low demand (Khan et al., 2021).
	Weaknesses

Employee Retention Issues: There are problems connected with job insecurity that derives from working under zero-hours contracts, which in its turn can deteriorate the morale and staff turnover and necessitate recruitment and training expenses.
Limited Career Progression: Those that are contracted on the zero-hours basis may not benefit from promotion schemes or decisions thus making them demotivated.
Inconsistent Service Quality: Lack of staff population and many staff turnovers can lead to low quality delivery of services from the clients’ perspective, which then impacts on the satisfaction of the guest (Tai, 2024).

	Opportunities

Enhanced Workforce Management: Efficient scheduling technologies for working that may be adopted to manage zero-hours contracts to provide the best staffing level to support operations (Zhang et al., 2023).
Employee Engagement Programs: The hotel can launch the motivators or career progression schemes to the zero-hours employees since the turnover rate of these personnel comprised high (Tomczyk, 2023).
Sustainability Initiatives: The usage of a flexible workforce could be used to achieve sustainability objectives suitable for the hotel, since it avoids hiring many employees at a time but call them when the organization is busy.
	Threats

Legal Challenges: Employment relationships which involve zero-hours contracts enter a spotlight from labor rights organizations and policymakers, and thus the possibility of changing legislation to limit such contracts may arise.
Labor Market Competition: This is especially true because the target market for hospitality businesses is always competitive, and as a result, other organizations that provide constant contractual employment opportunities may hire the most skilled workers, leading to the worsening of the female employee’s retention problems.
Public Perception: Stereotypes of zero-hours contracts might be detrimental to the hotel’s image if consumers or potential workers perceive the hotel as an employable organization (Thakur, 2022).



[bookmark: _Toc182054403]Competitors Analysis
	Competitor
	Price Range (per night)
	Quality Assessment
	Comparison to Cheltenham Chase Hotel

	The Montpellier Chapter
	£120 - £180
	Upscale, stylish, high-end services
	Offers higher-end luxury with similar amenities

	Doubletree by Hilton Cheltenham
	£100 - £160
	Contemporary design, premium dining options
	Similar pricing, but with a more corporate feel

	The Greenway Hotel & Spa
	£150 - £220
	Boutique, serene, spa-focused
	Higher focus on wellness and exclusivity

	Premier Inn Cheltenham
	£60 - £100
	Budget-friendly, basic amenities
	More affordable, but lacks luxury and spa facilities

	Holiday Inn Express Cheltenham
	£80 - £130
	Simple, functional, good for business stays
	Lower range, more budget-oriented



[bookmark: _Toc182054404]Netnography
Netnography is a research method whereby a researcher investigates internet-based communities, platforms or other sites in order to learn more about the behavior, activities, and cultures of internet users. It makes it possible for the researchers to *filter* the conversations, posts, and trends, and *infer* the consumer preference, attitude and experience out of it. In real and tangible ways, netnography allows the researcher to see how users interact with brands, products, or services that businesses need to adapt and optimise George, 2021).

[bookmark: _Toc182054405]Summary of Key Findings
The conclusion of this research focuses on the implications that zero-hours contracts have on turnover and productivity of Cheltenham Chase Hotel. Though using zero-hours contracts meant that the companies could adjust the number of workers whenever required, the contract was noticed to negatively influence the turnover rates in organizations due to unpredictability as regards to working hours and hence income. Such instability also impacted the staff morale and job satisfaction that triggered disengagement along the increased staff turnover rates. As for operational efficiency, it is easy to understand that flexibility in changing the number of employees during the influx of a large number of clients or during festive periods is also a plus. However, this advantage was accompanied by some drawbacks that related to fluctuate staffing that eventually impacted on the service quality and therefore the guests satisfaction. Beyond that, the use of zero-hours contracts was found to have reduced labour costs effectively, and this have had adverse impacts on the loyalty and retention of the employees. The study also convinced that pertaining more effective workforce management measures including the state of the art tools for scheduling and effective employee engagement could lessen these difficulties (Gursoy et al., 2022).


[bookmark: _Toc182054406]Theme Exploration
Theme 1: Impact of Zero-Hours Contracts on Employee Retention
As pointed out by Sahibzada et al. (2022), research works on the subject indicated that hospitality industries using zero-hours contracts harmed the employees’ retention. Zero contracted workers report job insecurity whereby their working time is uncertain, and this has several effects such as; low job satisfaction, and high turnover. The sacrament of hours means that the employee does not know how many hours he will work, and therefore can hardly plan his life and personal finances: this is especially inconvenient for young or inexperienced people who would prefer guaranteed working hours (Deri et al., 2023). Cor, relating to the stress indicated in the first output, at Cheltenham Chase Hotel the high turnover rates were associated with these contracts, making it hard to staff and retain a competent number of workers. The unpredictability resulting from zero-hours contracts made the employees to look for stable forms of employment to cater for their needs, which contributed to worsening the retention challenges in the British hospitality industry (Ghani et al., 2022)
Theme 2: Operational Efficiency Challenges with Zero-Hours Contracts
Flexibility provided by zero-hours contracts in controlling the labour cost and relation staffing requirements to demand has certain operational implications that are undesirable. There is always a common problem of unpredictable staff availability, which force firms to hire less staff at busy periods and more staff during off-peak special periods (Ali et al. 2022). Such approach may lead to instability of the service quality due to operational inefficiency caused by unpredictable labor relations management. Grazor frequently breaches arise from high turnover and exclusion of a steady workforce, thereby heightening the need for training that directly detracts from productivity. Further, having shift working hours and absence of team spirit undermine the cohesiveness of the workforce; and overall organisational efficiency (Fagyas and Datta, 2023).
Theme 3: Emotional and Financial Stress of Zero-Hours Employees
Zero-hour employees are in times expounded to emotional and financial vulnerability due to the unpredictability of their shifts. This is because when workers do not have steady jobs, engaging in other duties to fill their time or supporting their families becomes a challenge for those people in the work force. This stress reduces engagement levels which would affect staff satisfaction and decrease their commitment to the company and therefore increase turnover (Butler & Chen, 2021). At Cheltenham Chase Hotel, employees faced challenges with managing both personal lives and the unpredictability of work schedules, contributing to higher turnover rates. This emotional and financial strain also led to lower morale, which ultimately affected service quality and operational efficiency (Singh et al., 2024).
Theme 4: Strategies to Improve Retention and Efficiency in Zero-Hours Contract Settings
Several studies propose recommendations that can help organisations increase the employees’ retention rates as well as organisational effectiveness, in response to difficulties associated with zero-hours contracts. When both employee private transport arrangements and their working hours are more predictable they benefit by having guaranteed minimum sixty hours per month and for many involving more advanced scheduling, which to the companies advantage can give improved stability, lower turnover and higher job satisfaction (Al-Zoubi et al. 2022). Also, engaging communication processes and feedback enable organizations to appreciate the needs and preferences of the employees, enhancing the arrangements of working hours without contracting, uncertainty brought by zero-hours contracts (Perry & Robbins, 2020). Another way is also to establish quite distinct career ladders and to offer moderate and rather competitive wages as well as this will create stable personal perspectives among employees. If adopted at Cheltenham Chase Hotel, these strategies could enable the decrease of the turnover thus improving the workforce output that would improve the hotel’s operation and services (Seidu et al., 2022).
[bookmark: _Toc182054407]Conclusion and Recommendations
[bookmark: _Toc182054408]Conclusion
Consequently, the present study identified the increased relevance of zero-hour contracts for matters related to employee turnover and organizational effectiveness in the context of the hospitality industry with particular consideration of Cheltenham Chase Hotel. Though the contracts provided flexibility in managing staff since it had none and could call staffs depending with the prevailing demand, the disadvantage was that the hotel had to frequently replace the staff hence affecting its operations stability. Due to the absence of job security, rotating working schedule, the level of satisfaction from the employees became deeper, resultantly the turnover rate started to rise and it was uneasy to retain the composed a skilled worker force in the hotel. Some of the operational impacts of using zero-hours contracts were identified as follows: There was always congestion of workers during off peak business and there were often shortages of workers during peak business due to unreliable worker attendance. This gave a distorted picture of staffing which hampered the consistency of the quality of service with regards to customer expectations and the total guest experience. Furthermore, high turnover rates raised recruitment and training expenses through new employees’ establishment, which put more pressure on the productivity of the hotel.
However, measures which were evident in the organization, including provision or assurance of minimum working hours, employee communication, and career advancement policies indicated the possibility of implementing potential solutions to the aforesaid difficulties. Considering the fact that company’s turnover rates at Cheltenham Chase Hotel could be decreased, retention could be improved, and operation could be made more efficient, it is possible to outline several benefits that could be received with the help of developing HR strategies, such as stability, engagement and career growth opportunities for employees. Higher wages and rewards could also assist to balance the vulnerability of the agreements which make up most zero-hour contracts for guaranteeing a more dedicated employee base. Finally, although, adopting zero-hours contracts have its benefits in terms of flexibility, cost control in the short run crucial factors such as employees’ motivation and operational efficiency in the long run cannot be ignored. Therefore more line manager and employee engagement and activities need to be invested into thus making Cheltenham Chase Hotel to have a strong and sustainable workforce that increases both employee satisfaction and performance.
[bookmark: _Toc182054409]Recommendations
Based on the findings of this research, several recommendations can be made to improve employee retention and operational efficiency at Cheltenham Chase Hotel while still utilizing zero-hours contracts.
Implement Minimum Guaranteed Hours: Increasing committed work time to specify the number of working hours per week could improve employees’ job security so decreasing the turnover rate and increasing the satisfaction level. This could also enable employees to a much better deal with their family and financial obligations (Memon et al. 2021).
Advanced Scheduling: To avoid continuous fluctuation in workload, especially on the quality of work output, the hotel should adopt advanced systems for work schedules. This would enable the employees to work smarter; that is, create a better schedule that they use in their working environment to enhance their productivity and Quality of working life.
Career Development and Progression: Especially, well defined processes that outline how the employee may grow in their particular career will enhance engagement and productivity. It indicates that providing training and development opportunities can make the employees more responsive towards the hotel continuing growth in the future (Demydyuk and Carlbäck 2024).
Competitive Compensation and Benefits: By providing employees with attractive renumeration, such as performance-rewarded bonuses, medical care, and other privileges and perks, organizations can check the negative effects of zero-hours contracts on their workers and make the workers non-union loyal.
Enhance Communication and Feedback: Communicating often with the employees to know the preference they have or the issues ailing them is integral. It makes sense that including workers in feedback meetings can assist in the creation of better schedule structures and satisfaction with a job.
By adopting these recommendations, Cheltenham Chase Hotel can mitigate the challenges associated with zero-hours contracts, fostering a more stable and motivated workforce while improving operational efficiency and customer service (Nadjmuddin and Hanadya, 2024).







[bookmark: _Toc182054410]Reflective Account
[bookmark: _Toc182054411]Introduction
When carrying out my study on the effects of zero – hours contract on employee turnover, and ways to improve productivity of Cheltenham Chase Hotel, I have developed new learning on the issues and pressures that characterizes the hospitality industry. During my research I aimed at identifying the social implications that arose from use of zero-hours contracts, whereby I examined the extent to which such employees feel secured in their employment, their level of satisfaction, and likelihood of staying with the hotel based on use of the contracts; and the variability of service quality in the hotel due to the same contracts. It enables me to examine not only the results of my investigation, but also what these outcomes have meant for enhancing the ideas of the crucial concerns about workforce management, staff motivation, and organizational effectiveness in the hospitality sector (Najafi, 2024).
in this research, I have considered the advantages as well as the drawbacks of using zero-hours contracts in relation to employees’ turnover, their satisfaction level, and business flexibility. I have come to appreciate the need for organisational versatility while, at the same time, aiming for stability in order to retain scarce skilled human capital and deliver quality services. In addition, I have learned about the necessity of time and effort spent on the specific training of each employee and constant communicating as well as employee care to achieve a high turnout & motivated employees.
[bookmark: _Toc182054412]Tailored Employee Training
The most valuable contribution to the study was identifying how a concept of purpose-specific training can become a valuable tool for increasing both the employee turnover and productivity in the hospitality context. In my case study at Cheltenham Chase Hotel I realized that though use of zero-hours contracts offered flexibility in the handling of labour issues, it was a recipe for attracting employees with little goal knowledge, discretion, and tenacity (Najafi, 2024).
The hotel may guarantee that all staff members, irrespective of their contractual position, possess the requisite abilities and expertise to fulfill operational requirements by emphasizing customized training. One of the most important things I learned was that training programs must be tailored to each employee's job role, prior experience, and career goals. Customized training guarantees that staff members have the skills necessary to advance within the company in addition to being ready to handle their current responsibilities. Employees with zero hours who might otherwise feel cut off from the business or its culture would especially benefit from this (Najafi, 2024).
For example, offering staff scheduled induction training and opportunities for ongoing growth will make them feel valued and that they are part of a larger team, even if they are on zero-hours contracts. Additionally, providing employees with clear professional growth pathways inside the hotel may reduce turnover rates and encourage longer employee retention. According to my own experience, employees are happier in their positions and are more likely to stay on them when they feel taught and equipped for their roles.

[bookmark: _Toc182054413]The Role of Employee Engagement
It became evident how crucial staff involvement is to improving retention and operational success. I learned from my research that zero-hours contracts might make employees feel cut off from the organization, especially if they don't have regular hours or a clear path to advancement. I realized that greater employee involvement was necessary to improve service performance and increase staff loyalty to the hotel (Jenkins, 2020). 
There is therefore the need to develop an employee engagement culture that would make people feel that they belong, that they are very important and active participants in the organisation. The fact is that in formation of organizational employees’ identity increases employees’ loyalty through controlling frequency of communication with them, offering them a possibility to share their opinions and involving them into decision-making process. For example, normal practice of employee opinion polls or suggestion boxes where employees are able to express their opinions or ideas can assist management in making changes to what is becoming progressively uncomfortable for the employees in the organisation. This was especially relevant in my investigation of Cheltenham Chase Hotel wherein as mentioned earlier employees under zero hours contract disregarded such matters.
Also, acknowledging and rewarding employees, as well as celebrating success ought not be underestimated. In setting with guests, about whose satisfaction performers depend directly, the efforts of employees, whether permanent or ‘zero-hours’, can be motivating when managers recognize the worth of work accomplished. I have learnt that encouragement doubles efforts and improves productivity in situations; where job security may not be evident. Based on my literature review and previous work engagement is a critical factor that helps organisations in managing turnover and functioning optimality (Deri et al., 2023).

[bookmark: _Toc182054414]Balancing Operational Efficiency and Guest Satisfaction
Probably one of the most challenging factors of applying and organizing work around the zero-hours contracts is the visibility of efficiency and build customer satisfaction. Such contracts are adopted in the hospitality industry since the organization may at times require the workers but cannot guarantee often employment. But, as my study demonstrated, flexibility is sometimes more beneficial than problematic—especially when it entails staff gaps during the rush. In my case in Cheltenham Chase Hotel, I realized that due to the implication of the zero hours working contract there was at times nationalism which slowed the working rate and thus affected the delivery of services to the guests (Stumhofer and Ndilula, 2023).
Based on the findings of this study, flexibility in staffing, which can bring positive effects of low costs and demand projections, should be done with great care to sustain high quality service. The main problem in this case, which I discovered in my investigation of this hotel, was that, although the management was able to control costs, it lacked proper control of quality in service delivery during peak seasons. For instance, in daily/weekly busy check-in hours or other busy period bookings, zero hours staff were not available to handle the influx of guests, which cramped the business’s smooth running and created dissatisfaction from customers.
The one solution that I think can be implemented is the use of sound scheduling techniques and or predictive analytics to address issues surrounding workforce demands. Thus, the main advantage is that categories of employees, associated with periods of higher demand, could be booked beforehand in order to guarantee adequate staffing levels for guests and still allow the flexibility of zero-hours contracts. This would assist the organization by making certain that achieving organizational efficiency does not sacrifice guest satisfaction. To me, the two factors remain are closely related, and they need planning, such as enhanced practices in scheduling, and enhanced understanding of service specifications; Hu et al., 2022).
[bookmark: _Toc182054415]The Importance of Continuous Improvement
In the process of my work, it was revealed that the system’s Optimization is critical for successful operation when working in frames of setting 0-hour employment contracts in the hospitality industry. Continual improvement is a daily endeavour of creating improvement in organizational processes, its machinery and general all round employee morale which in the end yields organizational results. Cheltenham Chase Hotel had engaged the use of the zero-hours contract with the purpose of flexibility, only to find that its shortcomings require constant review and change (Amos et al., 2020).
It was discovered that one of the principles of business improvement was the capacity for evaluation of existing practices and defining of the areas of the potential improvement. For instance, in my analysis, it was ascertained that the hotel can enhance its training procedures along with the engagement of workers as well as the organizational schedule. Through this, the hotel could improve employee retention and productivity with time as these elements were repeatedly reviewed (Kravariti et al., 2022).
Also, creating a culture for enhancing the improvement may enable the hotel to act as a catalyst in changing market forces or its employees’ demands. In my own personal analysis, I have learned that it must entail everyone from the leaders to the workers on the floor who are willing and ready to respond to change for the better of the firm. Continuous improvement activities could be weekly meetings to get the employees’ feedback, new training measures, and acclimatization to new tools. Such on-going commitment to improvement would guarantee that the hotel continues to be fit within a rather unfavourable market (Bilsland et al., 2020).

[bookmark: _Toc182054416]Conclusion
My investigation of the use of zero-hours contracts and analysis of its effects on the percentage of the employed staff turnover and organizational effectiveness at Cheltenham Chase Hotel has given me a great insight into the reality of workforce management in hospitality sector. From the discussion, I have realised that while conducting zero hours contracts has operational advantages, it has several concerns that include; employee turnover, employee job satisfaction, and issues of standard performance in the delivery of service. Meanwhile, the key issues such as lack of individual approach to the training of personnel, low levels of employee involvement, the tension between optimized workflow and customer centric approach, and the lack of pursuit for organizational improvements can be dealed with at Cheltenham Chase Hotel and at other hospitality organizations, following the outlined recommendations.
I have also come to teach that timely and adequate workforce management measures like smart or early scheduling and career building for a workforce are strategic ways of containing workforce and encouraging them to exhibit virtues of loyalty and high performance. I also better understand the important of engagement in driving organisational culture and its influence on retention and service quality. In conclusion, my study has redounded the sign that the hospitality businesses should aim at a healthy balance between rigidity and flexibility to achieve work organization for efficiency and employee satisfaction; it has pointed out the fact that the mechanistic approach or employing the ready-made methods should be discarded because the employment solutions are necessary to adapt to the central concern of the hospitality business.
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