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[bookmark: _Toc224554021]Introduction and Identification of the Business Problem
1.1 [bookmark: _Toc224554022]Introduction to the Business Problem
[bookmark: _Toc224554023]This is a research proposal on staff retention among operational frontline staff in Unite Students. Staff retention is a complex and multidimensional issue. Staff retention is a critical issue in service organizations since high staff turnover is known to impact service quality, resulting in additional costs for organizations (Hancock et al., 2013; Hom et al., 2017). Frontline staff in the PBSA sector, such as residence teams, customer service advisors, maintenance operatives, and site managers, are critical in providing services to students. These staff often experience high workload and emotional stress, which might lead to staff turnover (Grandey & Gabriel, 2015). Unite Students is a complex organization with a geographically dispersed student accommodation portfolio. Frontline staff in this organization often experience complex service interactions, particularly during peak periods such as student arrival and departure. High workload and lack of organizational support might impact staff well-being and lead to staff turnover (Bakker & Demerouti, 2017). Staff retention is a critical issue in Unite Students due to ongoing staff retention problems. This is exerting pressure on existing staff and increasing recruitment and training costs.
[bookmark: _Toc224554024]1.2 Employee Wellbeing and Burnout
Employee wellbeing has also been linked to employee retention. This is especially so in the case of frontline employees, who are usually subjected to high emotional demands and have to constantly attend to students. This can cause burnouts if not properly managed (Schaufeli and Taris, 2014). When employees are subjected to high job demands without sufficient organisational support, they may turn out to be disengaged, dissatisfied, and leave the organisation (Bakker and Demerouti, 2007). This is why it is necessary to understand the link between wellbeing and turnover.
1.3 Service Quality and Student Experience
[bookmark: _Toc224554025]Yet another issue that can be linked to this problem is service quality. Staff turnover can have an impact on service delivery, which in turn can affect student experience. In PBSA, student satisfaction is considered an essential factor in organisational success, and workforce turnover can have an impact on service delivery (Allen et al., 2010).
1.4 Importance of Business Research
Business research is vital in understanding complex problems in organisations and informing decisions (Cooper & Schindler, 2014). Research on factors affecting staff retention among frontline staff will help the organisation understand some of the problems and come up with effective strategies.
[bookmark: _Toc224554026]1.5 Research Significance
This study contributes to the field academically by utilizing the JD-R model and SET in the PBSA framework, which has not been sufficiently explored in previous literature. It can contribute to practice by providing insights into the factors that affect employees' retention and satisfaction, which can improve service quality.
[bookmark: _Toc224554027]2. Research Aim, Objectives, and Questions
[bookmark: _Toc224554028]2.1 Research Aim
The objective of this research is to examine the factors that influence staff retention among operational frontline staff at Unite Students, focusing on workload, employee well-being, and managerial support.
[bookmark: _Toc224554029]2.2 Research Objectives	
1. Examine frontline employees’ perceptions of workload and job demands.
2. Explore the impact of emotional labour and student-facing responsibilities on wellbeing.
3. Identify organisational and managerial factors contributing to turnover intentions.
4. Assess the effectiveness of existing support mechanisms.
5. Propose evidence-based recommendations to improve staff retention.
[bookmark: _Toc224554030]2.3 Research Questions
1. What factors most strongly influence staff retention among operational frontline employees at Unite Students?
2. How do workload intensity and seasonal pressures affect frontline employee wellbeing?
3. What role does managerial support play in shaping retention outcomes for frontline staff?
4. How do frontline employees perceive organisational support and recognition?
5. What strategies could Unite Students adopt to improve retention and engagement?

[bookmark: _Toc224554031]3. Critical Literature Review
[bookmark: _Toc224554032]3.1 Staff Retention in Frontline Service Roles
[bookmark: _Toc224554033]Employee retention has now become an issue of concern in service organizations, as high employee turnover can affect the stability of the organization. As argued by Hancock et al. (2013), organizations that experience employee turnover over time may experience a reduction in their performance and productivity due to the loss of organizational knowledge. Allen, Bryant, and Vardaman (2010) also argue that retention strategies are essential in maintaining a competent workforce in organizations to retain their competitive edge.

Frontline service employees are more likely to experience high employee turnover due to the nature of their work, which can be demanding. Employees in frontline services have to cope with emotional work, which can be challenging, especially in responding to customers' needs. As argued by Karatepe (2013), employees in frontline services have to cope with emotional work, which can be demanding. This can lead to high employee turnover due to the level of stress that employees experience.
3.2 Workload, Emotional Labour and Employee Wellbeing
[bookmark: _Toc224554034]The Job Demands-Resources (JD-R) theory has been used as an approach to explain employee well-being and burnout. This theory indicates that job demands, which include workload and emotional demands, can lead to burnout or exhaustion in employees, especially in the absence of job resources (Demerouti, 2001). Bakker and Demerouti (2017) also indicate that job resources, which include managerial support, autonomy, and well-being, can reduce the negative effects of job demands, thus improving employee engagement. 
Emotional labour has been described as the process of managing emotions to meet organisational demands. This is common in service-oriented businesses (Grandey, 2003). Research has shown that emotional labour can lead to emotional exhaustion or burnout, especially in situations where employees are expected to suppress negative emotions in the line of duty (Grandey and Gabriel, 2015). However, it has also been suggested that the negative effects of emotional labour can be managed in an organisation with strong leadership (Boxall and Macky, 2014).
3.3 Managerial Support and Organisational Practices
[bookmark: _Toc224554035]Support from managerial staff is very important in influencing employee attitudes. According to Social Exchange Theory, employees form a reciprocal relationship with their organizations based on feelings of fairness (Blau, 1964). If employees perceive that their organization is appreciative of their efforts, they will reciprocate by being loyal to their organization (Cropanzano & Mitchell, 2005).
This view is supported by various empirical studies. Eisenberger et al. (2002) argue that supervisor support is strongly correlated with job satisfaction and lower turnover intentions. According to Kuvaas et al. (2017), leadership styles that focus on employee development are very important in improving employee retention.
3.4 Research Gap
[bookmark: _Toc224554036]Although employee retention in hospitality and service industries has been extensively studied, there is a lack of in-depth research in relation to purpose-built student accommodation (PBSA) sector employee retention. The nature of frontline employees in the PBSA sector involves multiple roles and responsibilities, such as operational and pastoral care aspects, which provide a distinct work environment with service and care aspects.
Consequently, there is a need for further research to explore the relationship between workload and emotional labour in relation to managerial styles in this unique environment. This study aims to address this knowledge gap by examining the frontline employees in Unite Students and provide a better understanding of employee retention issues in the PBSA sector.
4. Research Methodology and Design
[bookmark: _Toc224554037]4.1 Research Approach
A mixed-methods approach combines quantitative surveys and qualitative interviews to capture both patterns and experiences (Creswell, 2014).
[bookmark: _Toc224554038]4.2 Data Collection Methods
· Quantitative survey: Measures workload, emotional labour, managerial support, wellbeing, job satisfaction, and turnover intentions.
Advantage: Efficient collection from a large sample; identifies patterns and relationships.
· Semi-structured interviews: Gain insight into lived experiences and organisational context.
Advantage: Allows detailed explanations and emerging themes.
[bookmark: _Toc224554039]4.3 Sampling Strategy
· Survey: Stratified sampling across sites and roles.
· Interviews: Purposive sampling of employees and managers with relevant experience.
[bookmark: _Toc224554040]4.4 Data Analysis
· Quantitative: Descriptive statistics and correlation analysis.
· Qualitative: Thematic analysis (Braun & Clarke, 2006).
Using both quantitative and qualitative methods enables methodological triangulation, improving the reliability and validity of the research findings.
[bookmark: _Toc224554041]4.5 Ethical Considerations
Ethical approval will be obtained; participation is voluntary, with informed consent and anonymity ensured (Saunders et al., 2019).
[bookmark: _Toc224554042]4.6 Research Limitations
[bookmark: _GoBack]Although it should be mentioned that the proposed research design is expected to provide valuable insights regarding employee retention in Unite Students, there are certain limitations that should be considered in this regard. Firstly, it should be mentioned that this study is based on a particular organisational scenario in the purpose-built student accommodation (PBSA) sector, and thus it may not be possible to generalise it in relation to other service-oriented sectors. Moreover, it should be mentioned that using survey data may lead to response bias, where people may provide answers based on what is considered appropriate in a social scenario.
[bookmark: _Toc224554043]5. Business Relevance and Practical Implications
Improved retention enhances service consistency, reduces recruitment costs, and increases employee wellbeing (Hancock et al., 2013). Recommendations may include:
· Improved workload planning during peak periods
· Enhanced wellbeing support
· Leadership development at site level
· Recognition systems tailored to frontline roles
The study bridges theory and practice, generating actionable strategies for workforce stability and service quality.

[bookmark: _Toc224554044]6. Conclusion
This research addresses the interconnected challenges of staff retention, employee wellbeing, and service quality among operational frontline employees. By examining workload, emotional labour, and managerial support, it provides both quantitative and qualitative insights to inform evidence-based strategies. Findings will contribute to academic knowledge and practical organisational solutions, supporting a sustainable, high-performing frontline workforce in the PBSA sector.
Furthermore, the study highlights the importance of understanding the working conditions and organisational factors that influence employees’ decisions to remain within an organisation. By identifying key drivers of retention and employee wellbeing, the research will help organisations such as Unite Students develop more effective management practices and supportive work environments. Ultimately, improving staff retention can enhance operational stability, strengthen employee engagement, and contribute to a more positive experience for both employees and students within the accommodation sector.
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