HR Success in Reducing Staff Turnover in a Hospitality Organisation
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A mid-sized UK hospitality organisation (Company A) experienced high employee turnover following the COVID-19 pandemic. Increased workloads, irregular working hours, and limited development opportunities reduced employee morale and retention. Such challenges are common within the hospitality sector, where labour shortages and demanding working conditions often affect employee engagement (Baum, 2018).
The issue can be analysed using Herzberg’s Two-Factor Theory and the Psychological Contract framework. Herzberg (1966) distinguishes between hygiene factors (e.g., salary, working conditions, job security) and motivators (e.g., recognition, achievement and career progression). Within Company A, dissatisfaction emerged in both categories. Employees perceived shift scheduling and workloads as unfair, while limited opportunities for advancement reduced motivation. Additionally, employees believed the organisation had failed to meet expectations regarding support and career development, representing a breach of the psychological contract (Rousseau, 1995). Such breaches can negatively affect organisational commitment and increase turnover (Armstrong and Taylor, 2023).
In response, the HR department implemented several initiatives to improve retention. First, the organisation introduced a revised scheduling system designed to support better work–life balance. Second, a structured training and career development programme was implemented, reflecting Human Capital Theory, which emphasises investment in employee skills as a driver of organisational performance (Becker, 1993). Finally, line managers received leadership training to improve communication, employee recognition, and engagement.
Within twelve months, these initiatives produced measurable improvements. Staff turnover decreased, employee satisfaction scores increased in internal surveys, and operational stability improved. This case demonstrates how applying HR theories and frameworks can inform effective organisational interventions. By addressing both hygiene factors and intrinsic motivators while rebuilding the psychological contract, Company A strengthened employee engagement and improved organisational resilience.
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