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[bookmark: _Toc200461585]Abstract

This research aims to analyse the phenomenon of staff turnover within the Holiday Inn Sunderland hotel, identifying the main causes, assessing its impact on operational efficiency and service quality, as well as proposing effective employee retention strategies. The study is based on the placement experience in the hotel and has as its foundation the case study method, supported by a combination of qualitative and quantitative techniques, including direct observation and internal document analysis. The research questions aimed to establish what the causes of frequent employee departures are, what consequences these departures have on organisational performance, and what measures can be adopted to improve staff retention. Aligning, research objectives were clearly outlined: to identify the determinants of staff turnover in the hotel; to assess its impact on operations and customer relations; and to formulate practical recommendations for reducing this problem in a sustainable way. The research findings revealed that the main causes of staff turnover are related to the lack of career advancement opportunities, high workload, lack of managerial support and unmotivating salary packages, affecting both operational efficiency and service quality. Based on the findings, the research proposes a series of strategies to reduce staff turnover within Holiday Inn Sunderland. These include implementing a clear professional development program, applying motivation theories, reviewing the reward and recognition system, improving internal communication, promoting a transformational leadership style and strengthening the organisational culture based on support and inclusion. The importance of this study lies in addressing a real and persistent problem in the hospitality industry, which affects not only the hotel’s performance but also the well-being of employees.
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    The hospitality industry is known for its dynamism and ability to adapt to social, economic and technological changes. However, one of the constant aspects that continues to cause major management challenges is staff turnover. Especially in the post-pandemic context, hotels in the United Kingdom have faced significant difficulties in attracting and retaining staff, which has directly affected the quality of service, operational efficiency and customer satisfaction (CIPD, 2025).
According to the Office for National Statistics (2022), the UK hotel industry has recorded a reduction of over 20% in the active workforce compared to the pre-pandemic period. This decrease has generated additional pressure on existing employees and has led to a chain reaction of voluntary departures, fueled by stress, professional burnout and the lack of clear development opportunities. In this context, the topic of staff turnover takes on strategic importance, both for academic research and for professional practice (Silverman, 2011).
The research aims to investigate the causes and consequences of staff turnover in an international hotel with a local presence, Holiday Inn Sunderland, and to propose practical and applicable strategies for reducing it. The choice of this topic is motivated both by its current relevance in the hospitality industry and by the opportunity for placement research, performed directly in the organisation within the framework of an academic internship. This allowed for direct observation of the organisational environment, labour relations and operational challenges related to staff turnover. Furthermore, the study is based on real context, providing a deep and contextualised perspective on problems frequently encountered in mid-upper-level hotel units, which contributes to the validity and practical utility of the research results (Grbich, 2006).
Holiday Inn Sunderland is part of the InterContinental Hotels Group (IHG). Madison Cairn owns and manages the hotel under a license from IHG Hotels Limited (Madison Cairn, 2022). The Sunderland hotel is strategically located in the Northeast of England, in an urban area with a transition economy and a relatively unstable local job market, which further contributes to the difficulties of retaining employees. With an average number of employees between 35 and 50, Holiday Inn Sunderland provides accommodation, a restaurant, events and business meeting services. However, the hotel faces common challenges in the hospitality sector: frequent employee turnover, difficulties in attracting qualified staff and maintaining a constant level of satisfaction among the work teams (IHG, 2025); (Mcgivern, 2006).
The main purpose of this research is to analyse the causes of staff turnover at Holiday Inn Sunderland and to explore possible solutions to reduce this phenomenon. The study aims to provide a realistic and applicable picture of the existing problems, based on employee experience, direct observations and academic research (Marshall and Rossman, 2015).
The specific objectives of the research are:
· Identify the key factors contributing to staff turnover at Holiday Inn Sunderland.
· Assess the impact of staff turnover on operational efficiency and hotel service quality.
· Propose practical solutions and strategies to contribute to employee retention and improve organisational performance.
Based on the objectives set, the research aims to answer the following questions:
What are the causes of staff turnover in the Holiday Inn Hotel Sunderland?
What is the impact of staff turnover on operational efficiency and service quality in the hotel?
What strategies can help mitigate staff turnover and improve the hotel's performance?
The research uses a case study approach, complemented by an online netnographic research method. The choice of the case study method is justified by the applied nature of the research, and it allows for a detailed analysis of a specific organisation in a real context. The data were collected through direct observation during the academic placement period, complemented by the analysis of internal feedback and opinions expressed on public online platforms. The methodology will be detailed in Chapter 3 of the paper.
[bookmark: _Toc199633486]The research makes a significant practical and theoretical contribution to the field of human resource management in the hospitality industry. Providing a contextualised analysis of a critical problem in a real British hotel, proposing applicable and sustainable personnel management strategies, with the potential for replication in other similar locations in the IHG network or in other hotel chains. At the same time, the research capitalises on the direct link between theory and practice, analysing motivational theories to mitigate turnover, as the analysed data are collected in an authentic work environment, and the recommendations formulated are based on both academic sources and personal observations and reflections acquired during the placement (Greetham, 2014). The research is organised into 5 chapters, including introduction, literature review, methodology, findings and discussion and concludes with key recommendations and strategies that Holiday Inn Sunderland can enhance its performance, effectively attract and retain employees to mitigate staff turnover.

[bookmark: _Toc200461587]Chapter 2. Literature Review

Staff turnover is a challenge in the hospitality industry and affects operational performance, service quality and organisational stability; the tourism sector is known for its direct customer contact and varying levels of stress; thus, for the sustainability of hotels, staff retention is very important (Dogru et al. 2023). The objective of the literature review is to critically examine staff turnover in the hotel industry, to provide a solid theoretical framework for the case study of Holiday Inn Sunderland.
2.1. [bookmark: _Toc199633487][bookmark: _Toc200461588] Causes of staff turnover in the hospitality industry
Recent studies have shown that factors contributing to staff turnover in hotels include low salaries, limited opportunities for advancement, working conditions, and a lack of work-life balance. Salaries and benefits are a major cause of turnover. According to Tews et al. (2014), employees in the hospitality industry are underpaid, and the absence of bonuses or non-financial rewards exacerbates employee dissatisfaction. Research shows that authoritarian or unempathetic leaders generate stress and demotivation (Gill et al., 2006). In contrast, transformational or servant leadership styles can foster employee loyalty and increase job satisfaction (Ming, H.C.G., Ming, W.W.P. and Harun, 2021). Opportunities for professional development are important for employee engagement. Lack of training and clear career plans leads to resignations (Walsh and Taylor, 2007). Working conditions with long shifts, weekend work, lack of adequate breaks, and pressure from clients lead to exhaustion and burnout.
2.2. [bookmark: _Toc199633488][bookmark: _Toc200461589]The Impact of Staff Turnover on Operational Performance
Turnover has various effects on the operational efficiency of a hotel. According to Tracey and Hinkin (2008), replacing an employee contains additional costs, such as recruitment, training, decreased productivity, and affecting team morale. Frequent departures lead to a loss of institutional knowledge. Experienced employees are difficult to replace, and new employees need time to reach the required level of efficiency and quality. Another significant effect is the decrease in service quality. Guests may perceive a lack of professionalism in interactions with new or untrained employees, which can lead to negative reviews and financial losses (Kusluvan et al., 2010). Furthermore, unstable teams generate internal tensions and affect collaboration between departments (Aydin, 2020).
2.3. [bookmark: _Toc199633489][bookmark: _Toc200461590]Retention strategies and turnover prevention
The literature proposes a variety of retention strategies adapted to the hospitality industry, starting from well-structured human resources policies to the development of a favourable organisational culture.
1. Professional development and training
Studies show that employees who receive training programs and clear career plans are more determined to stay with the company (Choi and Dickson, 2010). For Holiday Inn Sunderland, internal mentoring programs or "on-the-job training" can be implemented to offer employees the opportunity to advance internally or grow professionally.
2. Financial and non-financial rewards
In addition to salary, meal vouchers, free accommodation for night shifts, performance bonuses, or additional days off help motivate employees (Baum, 2015). At the local level, Holiday Inn Sunderland could introduce monthly internal competitions or "employee of the month" systems to stimulate performance.
3. Improving the organisational climate
An environment based on respect, open communication and fairness is necessary for employee retention. The organisational culture should support inclusion, active listening and appreciation of work (Prevue, 2024). In smaller hotels, such as Sunderland, interpersonal relationships significantly influence team stability. 
4. Participatory leadership
Managers who involve employees in decision-making, provide emotional support, and achieve a work-life balance accomplish a higher level of loyalty (Landry, 2020). Holiday Inn Sunderland can encourage open dialogue and employee involvement in proposing solutions through monthly and formal meetings.
2.4. [bookmark: _Toc199633490][bookmark: _Toc200461591]Relevant applicable models and theories
Model of Theory related to Employee Retention, theories of motivation:
[image: Theories of Motivation: Types of Theories]
(Ghani et al. 2022).
Implementing theory models such as those presented can foster employee satisfaction, reducing retention and turnover.
According to Herzberg (1959), the Two Factor Model distinguishes between motivational factors (achievements, recognition, responsibility) and hygiene factors (salary, working conditions, security). The absence of hygiene factors leads to dissatisfaction, but only the presence of motivational factors leads to satisfaction and retention. For example, if employees receive a decent salary, but without opportunities to achieve professionally, the risk of leaving remains high (Nickerson, 2025); (Mullins and Dossor, 2013, p.290).
Expectancy Theory (Vroom, 1964) argues that employees stay with the company if their effort brings performance and will be rewarded accordingly. If employees' efforts are not appreciated or rewarded during busy periods, employees feel demotivated and will leave.
Organisational Commitment Theory highlights three dimensions: affective (emotional loyalty), normative (sense of obligation), and continuance (calculation of departure costs). A hotel that succeeds in developing an emotional attachment from employees through trust and support will experience lower turnover (AL-Jabari and Ghazzawi, 2023).
The Job Embeddedness model highlights retention through employees' connection to the people, culture, and opportunities in the organisation. If these connections are stronger, the intention to leave decreases (Ehrler, 2018); (Robinson et.al., 2014).
2.5. [bookmark: _Toc199633491][bookmark: _Toc200461592]Staff turnover in the post-pandemic context
The COVID-19 pandemic has worsened existing problems in the hospitality industry and created new challenges related to employee retention. During 2020-2022, hotels experienced staff reductions, technical unemployment, temporary closures and financial uncertainty that led to a deterioration in loyalty. In the United Kingdom, many hotel units have encountered difficulties in re-hiring qualified staff after reopening, including units from international chains, such as Holiday Inn (Gursoy and Chi, 2020).
One effect has been the migration of the workforce to other sectors such as retail, transport, and health. The UK hotel sector has recorded a decrease of over 11% in the active workforce compared to the pre-pandemic period. The shortage of staff has led to the overload of remaining employees and increased stress at work, which has led to further employee departures (Ramuni, 2021).
Job uncertainty has become a central demotivating factor in the post-COVID era. Employees who previously accepted the instability specific to the industry have become more cautious and more attentive to financial security and long-term benefits. In hotels such as Holiday Inn Sunderland, employees have begun to value flexibility, hybrid work opportunities, but also empathy and real support offered by management in times of crisis. However, recent studies claim that the psychological health of hospitality staff has been affected by the pandemic, so the importance of mental well-being has increased (Newman et al., 2023).
[bookmark: _Toc199633492]Retention strategies are not enough; a new approach that focuses on the employee must include listening to and actively involving employees in decision-making, clarifying career prospects, offering benefits according to individual needs, and developing an empathetic organisational culture (Crail and Watts, 2024); (Allen and Bryant, 2012).

[bookmark: _Toc200461593]Chapter 3. Methodology

The research methodology combines statistical analysis with theoretical studies, journals and theories related to employee turnover in the hotel industry. The case study method was chosen based on practical experience through observation obtained at the Holiday Inn Sunderland. The case study is a qualitative research method widely used in social sciences and hospitality management, being considered appropriate when the researcher aims to investigate in depth a complex phenomenon, in a real and well-defined setting (Yin, 2018).
This method helps to explore the factors influencing staff turnover, the operational impact of the phenomenon and possible reduction strategies, concerning the internal dynamics of the hotel and the local context specific to the city of Sunderland. The case study is useful in applied research, allowing for a broad contextual understanding of problems within an organisation (Saunders, Lewis and Thornhill, 2012). According to Stake (1995), this method is ideal when the goal is to explore a phenomenon in depth, not generalise to a large population. The purpose of this case study is to highlight the realities and challenges specific to the Holiday Inn Sunderland hotel to formulate practical solutions.
Another important advantage of the case study is its methodological flexibility. This method allows for the combination of qualitative and quantitative data, primary and secondary sources, and supports the verification and validation of data from different perspectives (ANNAMALAH, 2024).
A limitation of the case study may be the interpretation influenced by the experience gained in the organisation. The Holiday Inn Sunderland was selected as an educational placement hotel, and the observations were made without the existence of a contractual or personal relationship between the researcher and the organisation. This helped to maintain a critical distance and avoid internal influences on the interpretation of the data (Robson and McCartan, 2016).
The data collection techniques used in the case study are direct observation during the placement at Holiday Inn Sunderland, where employee behaviour, interactions with management, team dynamics and analysis of internal documents provided by the hotel, such as job descriptions, performance reports, and human resources policies, were monitored. Another technique used is netnographic data obtained through online platforms such as TripAdvisor, Glassdoor and Indeed, to assess the opinions and reviews of former employees and customers.
Netnography is a qualitative research technique derived from ethnography but applied in the digital space. It involves the analysis of user-generated content in the online environment (reviews, forums, comments or posts) and is used in market research. For the research, netnography contributed effectively by providing external perspectives on employees' perceptions of organisational culture, leadership style and job satisfaction (Kozinets, 2015).
The data was collected ethically, without direct interaction with users and without disclosing their identities. The platforms that were used are Glassdoor for evaluating working conditions from the perspective of employees and TripAdvisor for indirectly understanding the quality of services offered.
Netnography is important in providing authentic information, and the major limitation of the method is the lack of control over the data structure, making it difficult to standardise the information.
 To ensure validity, the triangulation technique was used by integrating data from different sources such as observation, internal documents and netnography. The information was organised based on research questions: causes of turnover, impact on operational efficiency and retention strategies (Veal, 2006).
Qualitative data were managed through thematic coding, a method used in interpretive research that involves identifying and grouping recurring ideas, for example "lack of motivation", "pressure from management" or "insufficient benefits" and interpreting them in the case study (Cottrell, 2014). Descriptive grids were used for the secondary analysis of netnographic data, which allowed the synthesis of opinions in a way comparable to the data obtained from internal sources. This process facilitated the formulation of conclusions and recommendations in the following chapters (Collis and Hussey, 2014).











[bookmark: _Toc199633493][bookmark: _Toc200461594] Chapter 4. Findings and Discussion

This chapter presents the results of the research conducted for the Holiday Inn Sunderland hotel, organised thematically based on data collected through qualitative methods, such as direct observation during placement, internal documentary analysis and applied netnography. The objective of this section is to present impartially the findings regarding the causes of staff turnover, its impact on operational efficiency and services provided, employee perceptions of the workplace and current retention practices implemented by management. The presentation of the results is structured around identified themes without introducing theoretical interpretations or critical evaluations.
4.1. [bookmark: _Toc199633494][bookmark: _Toc200461595]Analysis of Case Study Results
Analysis of data collected from placement at the Holiday Inn Sunderland, together with publicly available information, shows the factors that contribute to staff turnover within the hotel. These causes were determined both through informal interactions with employees and through netnographic analysis of reviews on platforms such as Indeed and Glassdoor. The most relevant themes are uncompetitive salary conditions, lack of professional development opportunities, overwork during peak periods and the quality of the relationship between management and employees.
A significant factor is the level of salary, which is considered by the majority of employees to be below the local average for the hospitality industry. In many of the reviews analysed, employees mention that the volume of work is not proportional to the remuneration received, and this has led to dissatisfaction and the intention to seek other, better-paid job offers in other hotels or other industries (Arachchillage and Senevirathna, 2017). 
The lack of additional financial incentives, such as performance bonuses or overtime payments, leads to undervaluation of the work done (AKTUtheintactone, 2019).
Another factor is the lack of training and career advancement opportunities. Many employees believe that their position does not offer them clear career advancement opportunities, an idea reinforced by the lack of structured training programs or an internal promotion policy (Mirić and Slavković, 2023). During the observations made, it was noted that many new employees were left to learn “on the fly”, without an adequate induction period or constant support from management (DeCarbo, 2024).
High workload and overwork are other causes of departures. At several points during the placement period, an uneven distribution of tasks among team members was observed, which generated frustration and tension. This problem is aggravated by the lack of an effective system of shift rotation or effort compensation during busy periods. Many employees stated that the lack of reserve staff leads to extended working hours and the accumulation of fatigue, which affects both the quality of services and job satisfaction (Wong, Chan and Ngan, 2019).
The organisational climate and the quality of relationships with superiors are mentioned. The analysis of comments and informal interviews suggests poor communication between the team and management, as well as a perception of a lack of empathy on the part of management. In some situations, employees perceived managerial decisions as unpredictable or lacking transparency, which led to demotivation and emotional withdrawal from the activity. This situation was observed especially in operational departments, where frequent schedule changes and the lack of consultation with staff in decision-making contributed to instability and insecurity (Mohammed and Hussein, 2013).
Physical working conditions were considered unsatisfactory by some employees. Lack of adequate facilities for breaks, worn or inadequate equipment and crowded workspaces were mentioned as factors that increase discomfort and affect well-being at work. These elements are often ignored in retention policies but can play a key role in the decision to stay or leave a job (Shaari, Sarip and Ramadhinda, 2022).
Staff turnover at Holiday Inn Sunderland is not the result of a single isolated element but reflects a combination of structural deficiencies and subjective employee perceptions, with direct implications for team stability and organisational performance.
Staff turnover at Holiday Inn Sunderland has negative effects on operational efficiency and the quality of guest service, such as team fragmentation and a lack of continuity in daily activities. Staff changes mean constant re-introduction of the integration and training process, which leads to a waste of resources and time (Bryman, 2008). New employees, who are not yet familiar with internal standards and procedures, can make errors that negatively affect operational flow. During the observation period, it was found that staff turnover in the reception area and housekeeping department contributed to delays in check-in/check-out and an increase in the number of complaints about cleanliness. 
Staff turnover also affects the level of experience and expertise available in the team, which has an impact on the hotel's ability to respond effectively to guest needs (Al-Suraihi et al., 2021). The lack of senior staff leads to a decrease in the quality of personalised services, as new employees do not have enough experience to handle special situations or complex requests. This lack of accumulated expertise was particularly felt in direct interactions with customers, where communication difficulties and a lack of confidence in making quick decisions were noted (Surji, 2013).
The increasing pressure on remaining employees is another aspect, as they are forced to take on the responsibilities of those who have left to compensate for the lack of staff. This leads to physical and mental exhaustion, which reduces individual and collective efficiency (Park and Min, 2020). Overworked employees can become less attentive to details, less empathetic in their relationship with customers and more prone to mistakes. This type of pressure affects all hotel activities in the chain, including preparing rooms, serving breakfast and resolving complaints (Klapproth, 2021).
At the same time, the fluctuation also affects the coherence in the delivery of Holiday Inn brand standards, which imposes strict standards regarding customer experience, and compliance with them depends on symmetry in behaviours and practices. In the absence of a stable team, the implementation of these standards becomes inconsistent, leading to differences in service quality from one day to the next, affecting the hotel's image and reputation. This was confirmed by various reviews, where some guests reported excellent experiences, while others complained about the lack of professionalism of the staff (Holiday Inn, 2025); (Giousmpasoglou and Marinakou, 2024).
One aspect identified is the perception of recognition and appreciation of work. Many employees expressed the feeling that their efforts are not adequately appreciated by management, which generates frustration and demotivation. The lack of constructive feedback, symbolic rewards and public recognition contributes to an atmosphere in which employees do not feel involved or valued. This phenomenon is accentuated during peak seasonal periods, when the workload increases significantly without adequate compensation (Gallup, 2024).
There is dissatisfaction with the lack of opportunities for professional development and advancement. Many employees, especially young or early-career employees, mentioned the lack of a clear career plan or training programs that would allow them to progress within the organisation. This perceived stagnation discourages employees from staying long-term and leads to a shift towards more promising job opportunities (Hollar, Kuchinka and Feinberg, 2022).
The quality of interpersonal relationships at work is another significant factor, where although some employees had positive experiences of collegiality, there were also mentions of tensions between departments, conflicts between employees and a lack of effective communication from middle management. Poor communication, especially regarding schedules, daily tasks and conflict resolution, was perceived as a constant source of stress (Szostek, 2019).
Finally, working conditions and work-life balance were the most frequently mentioned factors. Irregular working hours, long shifts and lack of flexibility were considered problematic, especially for employees with family responsibilities. This imbalance affects staff motivation and well-being, negatively influencing both individual performance and loyalty to the employer. Holiday Inn Sunderland has implemented several strategies to reduce staff turnover. The effectiveness of these measures is perceived differently by employees, depending on the department, length of service and level of involvement in organisational activities.
One strategy is to offer non-wage benefits, such as free meals, discounts at partner chains in the IHG network and temporary accommodation for employees. Although these benefits are formally appreciated, many employees believe that they do not compensate for the lack of regular salary increases or long-term financial incentives, especially in the context of inflation and the high cost of living in the region (Verlinden, 2021).
The next strategy is to organise operational training sessions, including areas such as customer service, hygiene and occupational safety. Although these training courses are mandatory and regular, employees expressed the desire to have access to personalised training, focused on professional development and career advancement. The lack of individual development plans or an organisational culture that promotes continuous learning is perceived as a major limitation to professional potential (Mar, 2024). Another strategy is verbal appreciation or thanks in team meetings. However, this practice is not standardised or supported by a formal reward system. Many employees mentioned that appreciation is often unevenly distributed, leading to a feeling of injustice or lack of involvement among some team members (Gabriella, 2021).
The hotel has tried to improve internal communication through regular team meetings and online feedback channels. However, implementation is inconsistent. In some departments, communication works effectively, while in others, a feeling of isolation and lack of transparency persists, which affects the relationship and trust between employees and management. Recent efforts to create a positive organisational climate have been identified through the organisation of social events, work anniversaries and team-building activities. However, participation is often low, especially from employees who work night shifts or weekends, suggesting a need to adapt these initiatives to the realities of the work schedule.


4.2. [bookmark: _Toc199633495][bookmark: _Toc200461596]Analysis of the Implications of Staff Turnover in the Hotel Industry
Research conducted at Holiday Inn Sunderland highlighted a number of factors driving employee turnover. The most frequently cited factors include excessive workload, lack of opportunities for advancement, lack of effective reward systems, and constant pressure to satisfy customers. These factors are corroborated by the results, which show that, in the absence of a favourable organisational climate and professional recognition, employees in the hospitality industry develop an increased intention to leave their jobs (Mullins and Dossor, 2013); (Denscombe, 2010).
The data collected in the case study also highlights the influence of external conditions, particularly the COVID-19 pandemic, which has led to a significant decline in the workforce in the British hospitality sector. According to the Office for National Statistics (2022), the industry has recorded a reduction of over 20% in active employees compared to the pre-pandemic period. This deficit generated additional pressure on the remaining employees, favouring the onset of burnout syndrome, a phenomenon also described by Gill, Flaschner and Shachar (2006) as one of the main causes of resignation among hospitality staff, at the same time, the results highlight a lack of effective communication between management and the team, which fuels the feeling of non-involvement and disinterest in organisational objectives. In this regard, the literature confirms the importance of transformational leadership in reducing the intention to leave. The study emphasises that leaders capable of inspiring, supporting and involving employees in the decision-making process contribute significantly to reducing staff turnover.
Also, the lack of recognition of individual efforts and professional training opportunities was frequently mentioned by respondents. These aspects indicate a violation of the psychological contract, defined as the totality of unwritten expectations between the employee and the employer. Such a gap, according to Rousseau (2004), reduces loyalty to the organisation and increases the tendency to resign, especially in industries characterised by intense emotional and physical work, such as hospitality.
The results of this research highlight several negative consequences caused by frequent employee departures. These include delays in processing customer requests, disruptions in the daily operational flow, overwork of remaining staff and lack of continuity in delivery service, which has led to an inconsistent quality of customer experience. A significant impact is the increase in the workload of existing employees, which often leads to stress, burnout and demotivation. This phenomenon is known in literature as a vicious cycle of fluctuation (turnover cycle), where remaining employees are forced to take over the responsibilities of departing colleagues, which accelerates their intention to leave the job (Gill, Flaschner and Shachar, 2006). In the context of the Holiday Inn Sunderland, the data analysed indicate a clear association between the decrease in staff numbers and the increase in customer complaints about waiting times and lack of attention in service delivery.
Another major effect is manifested in the training and onboarding processes. According to Mirić and Slavković (2023), frequent staff turnover requires continuous investment in training, which becomes ineffective in the long term due to lack of retention. In this case, staff with short tenures face a slow learning curve, not having enough time to understand the brand values, operational procedures and service standards. This instability also affects the organisational culture, creating an insecure and cohesive climate among team members.
High turnover also negatively affects the hotel’s image in the labour market. An employer perceived as unstable or uncertain in terms of employee retention will encounter difficulties in attracting talent. This reality makes it even more difficult for hotels like the Holiday Inn Sunderland to ensure they have enough staff to run their daily operations under optimal conditions.
Another direct effect of this situation is the loss of organisational knowledge. Experienced employees have implicit information about recurring customer needs, location specifics and how to handle unforeseen situations. Frequent replacement of employees leads to a loss of this valuable human capital, with a negative impact on the consistency and efficiency of the services delivered (Galan, 2023).
In addition, high turnover can lead to a decrease in overall morale within the team. Employees who observe frequent departures of colleagues may interpret this as a sign of organisational instability, which reduces trust in management and their career prospects. According to Tews, Michel and Bartlett (2012), remaining employees become more reluctant to invest emotionally or professionally in an organisation perceived as unstable.
In general, operational efficiency is affected by frequent interruptions in work processes, lack of trained staff at key moments, and generalised demotivation that can result from an organisational climate marked by uncertainty. The final impact is reflected in both the customer experience and the hotel's financial performance. Understanding how employees perceive the work environment, leadership style, development opportunities, and reward systems can provide valuable insight into the real causes of turnover intentions and can contribute to the development of targeted interventions (Shaik, 2023).
The data collected in the study show that most respondents associated the desire to leave the organisation with a lack of effective communication, insufficient recognition of performance and a perception of an imbalance between the effort put in and the benefits received. These perceptions are aligned with previous research that showed that the violation of the perceived psychological contract, i.e. the gap between the employees’ expectations and what the organisation offers, is an important predictor of turnover intentions (Ghani et.al., 2022). In the case of Holiday Inn Sunderland, this discrepancy is accentuated by implicit promises of advancement opportunities that do not materialise, generating frustration and demotivation.
Furthermore, employees’ perceptions of the leadership style practised within the hotel significantly influence loyalty to the organisation. Respondents emphasised that authoritarian leadership, lacking empathy, contributes to a rigid work climate and poor emotional involvement of employees. In contrast, the specialised literature claims that transformational leadership styles, which emphasise inspiration, motivation, and individual development, are associated with greater staff retention (Gill, Flaschner and Shachar, 2006). Thus, adjusting the managerial style according to the expressed needs of the team becomes a critical condition for reducing turnover.
The importance of feedback and employee participation in decision-making processes was another recurring element in the responses of the research. Employees who feel that their voice is heard and that they have a say in shaping internal policies develop a stronger sense of belonging and organisational commitment (Ogu, 2024). In the case of Holiday Inn Sunderland, the responses suggest the lack of a clear mechanism for consulting staff on organisational changes, which contributes to emotional distancing and decreased brand loyalty. 
Another important dimension of employee perception is related to work-life balance. Many respondents indicated that irregular working hours, weekend work requirements and long shifts without adequate compensation led to exhaustion and affected personal life. This issue is frequently mentioned in studies on hospitality, an area where seasonal pressure and continuous demand can lead to burnout (Karatepe, 2013).
 In the absence of clear compensatory measures, such as additional days off, flexible work options or mental health support, employees develop a negative perception of organisational equity (Ajaya Anchan and Pinto, 2013).
In addition, the perception of job stability and career prospects was another essential element in assessing the intention to stay or leave the organisation. The lack of professional development plans or clear advancement paths contributes to a climate of stagnation, which can accelerate the desire for change. Thus, retention policies must not only be reactive but also proactive, built based on employees' real expectations and their perceptions of personal growth potential within the organisation. Based on all these aspects, it is evident that employee perceptions should not be treated as subjective elements without practical relevance, but as an essential barometer for the formulation of effective retention policies (Shahid, 2018).
Any research approach involves certain limitations that may influence the generalizability or applicability of the results. The present study, although it provides a detailed picture of the causes and implications of staff turnover within the Holiday Inn Sunderland, presents several methodological and contextual constraints that must be considered when interpreting the results.
Firstly, the case study nature of the research limits the possibility of extrapolating the conclusions to the entire hotel industry in the United Kingdom. Although the Holiday Inn Sunderland is part of a franchised, international IHG chain that has well-defined standards, the local context, specific management and socio-economic characteristics of the region may uniquely influence staff dynamics. Thus, the results cannot be considered representative of other locations of the same brand or for other hotels, even if they operate in the same market segment. 
According to Yin (2018), case studies provide depth and detail, but do not aim at statistical generalisation, but rather at developing a deep understanding of the phenomenon in a concrete context.
Another important limitation concerns the source of the data, which mainly comes from qualitative observations and netnographic analysis. Although these methods provide an authentic and contextualised perspective, they are more exposed to the risk of subjectivity in interpretation. Even though the research was conducted within a period of professional practice and not as an employee of the organisation, there is still the possibility that some perceptions were influenced by the limited duration of the observation or the informal nature of the interactions (Hassan, 2023). Furthermore, the lack of a structured interview or a quantitative survey reduces the possibility of comparing employees' opinions based on standardised indicators. Also, the period in which the research was conducted did not cover the significant seasonal fluctuations of staff frequently encountered in the hospitality industry. This temporal aspect may affect the validity of the results concerning peak months (e.g., the holiday or summer vacation period), when the pressure on staff is much greater, and retention or departure behaviours may be different. Future research could cover longer periods and compare the dynamics of turnover at different times of the year, providing a complete and more predictive picture.
Another limitation is the absence of the perspective of the hotel’s senior management. The analysis focused predominantly on the perceptions and behaviours of operational employees, without directly including the leaders’ vision of retention challenges. Integrating the point of view of the human resources department or the general manager could add interpretive value and balance the analysis, allowing for a bidirectional understanding of the causes and possible solutions. 
In future research, the recommendation is to include semi-structured interviews with members of the management team for a more robust triangulation of the data (Sandstrom and Reynolds, 2019).
At the same time, the research did not include the dimension of workforce diversity in terms of age, gender, nationality or education level, aspects that can significantly influence both the perception of the workplace and the motivation to stay or leave the organisation. Recent literature suggests that demographic factors influence how employees respond to retention policies, and neglecting this variable may lead to an incomplete picture (Allen and Bryant, 2012).
In terms of future directions, research can be expanded by adopting a mixed approach (quantitative and qualitative methodology) to validate the results obtained and to formulate personalised recommendations by staff categories. Moreover, including a larger sample from several units of the same hotel chain would allow for the comparison of practices and the identification of effective retention models at the organisational level. Also, the integration of a robust theoretical framework in the data interpretation phase could lead to the development of a model applicable to other similar organisations in the hospitality sector (Amer Research Taqa, 2025).
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The hotel placement research project critically and systematically explored one of the most persistent challenges facing the hospitality industry: staff turnover. The specific case study, the Holiday Inn hotel in Sunderland, provided a realistic and applied framework for understanding the causes, effects and possible strategies to mitigate this phenomenon, both from an operational and human perspective. The conclusions presented in this section summarise the most relevant aspects identified from the research and are based on empirical data collected during the placement period, analysed with the specialised literature.
A first fundamental aspect identified was related to the complexity of the factors that determine the departure of employees from the hotel analysed. The data showed that there is no single cause, but rather a combination of organisational, individual and contextual factors. Among the most frequently mentioned factors were the low level of salaries concerning the effort made, the lack of clear professional development opportunities, the high level of stress generated by the lack of staff and the lack of adequate recognition from management. These results are consistent with Deery and Jago’s (2015) studies, which highlight that in the hospitality industry, employee retention is often affected by poor working conditions and a lack of a healthy work-life balance.
A second important finding is the significant impact of staff turnover on operational efficiency and service quality. During the period under review, staff shortages led to disproportionate task distribution, employee burnout, and low team morale. These imbalances were reflected in lower levels of customer satisfaction and delays or errors in the delivery of basic services. 
Regarding employees’ perceptions of their workplace and the hotel as an employer, the data collected indicate a moderate level of dissatisfaction and uncertainty. Although some respondents appreciated the material benefits offered (such as temporary accommodation or free meals), most mentioned a lack of effective communication, a feeling of non-involvement in the decision-making process, and a lack of transparency regarding advancement prospects. This state of mind is problematic, since employee engagement is closely linked to their loyalty to the organisation (Macey and Schneider, 2008).
On the other hand, in the analysis of current staff retention practices, a reactive approach was observed from the hotel management. Although some measures have been implemented, such as introductory training sessions and employee-of-the-month awards, these do not seem to be sufficient to address in depth the causes of departures. Many of these initiatives are not supported by a coherent strategy or periodic employee satisfaction assessments. This points to a clear need to professionalise human resource management and integrate industry best practices (Fahim, 2018).
Another important point to emerge from the research is that the COVID-19 pandemic has exacerbated pre-existing vulnerabilities in the hotel workforce but has not directly caused them. Chronic staff shortages and high turnover were already present, but the pandemic has created an even more volatile environment, with many employees reassessing the stability and attractiveness of the sector. Studies confirm this trend, reporting a decline of over 20% in the hospitality workforce compared to pre-pandemic levels.
The research also identified certain managerial dysfunctions, particularly in terms of communication, resource allocation and long-term planning. For example, the lack of clear onboarding and integration processes for new employees was cited as a source of confusion and stress among newly recruited staff. At the same time, there is no formal mentoring or interdepartmental support strategy, which makes the professional transition more difficult for temporary or young employees (Mazzetti and Schaufeli, 2022).
More broadly, the data suggests that current retention strategies are limited and fragmented, based on reaction rather than prevention. The lack of an organisational culture oriented towards learning, recognition and individual development contributes to an atmosphere of instability and insecurity. The results support the conclusions of Gill et al. (2006), according to which the lack of transformational leadership reduces employee loyalty and increases the rate of voluntary departures.
Against the background of all these observations, the need for a strategic commitment from the hotel management is emerging, aimed at a deep understanding of the needs of employees, making internal policies more flexible and adapting to contemporary trends in human resource management. One-off interventions and occasional bonuses are no longer enough; a holistic approach is needed that combines motivational strategies, personalised training, creating a positive work environment and real development opportunities (Pettit, Balogun and Bennett, 2023).
Ultimately, the research was able to answer the three major questions initially formulated:
· The main causes of staff turnover at Holiday Inn Sunderland were identified, which include salary, organisational and psychosocial factors.
· The negative impact of this phenomenon on operational efficiency and service quality was documented and supported by field data.
· Current retention strategies were evaluated, their limitations were identified, and based on this information, practical and applicable recommendations will be formulated in the following section.
Therefore, this research provides a comprehensive and actualised picture of human resource dynamics within an international hotel operating in the UK, providing solid starting points for concrete actions and improvement strategies.
Considering the research findings, Holiday Inn Sunderland must adopt an integrated strategic approach to reduce staff turnover, improve retention and optimise organisational performance. The following recommendations provide concrete and actionable directions, divided into key intervention areas, each supported by evidence from the data collected and the specialist literature.
1. Improve pay and benefits policies
One of the most common reasons identified for employee departure was related to the low level of pay in relation to the work done. Although the hotel complies with the legal minimum wage, this does not reflect the complexity and volume of daily activities, especially during periods of reduced staffing (Peek, 2020).
Recommendations:
· Conduct an internal pay audit and compare it with the local industry average.
· Offer monthly or quarterly performance bonuses, linked to clear objectives.
· Introduce a flexible benefits system (cafeteria plan), allowing employees to choose relevant rewards (e.g. meal vouchers, fitness subscriptions, private health insurance).
· Covering transportation costs for night or morning shifts, especially for staff without easy access to public transportation.
2. Strengthen an effective onboarding program
Field data indicated that new employees do not benefit from a structured integration, which leads to stress, confusion and demotivation from the first weeks (Frögéli, Jenner and Gustavsson, 2023).
Recommendations:
· Create a formal onboarding program of at least 7 days, which should include:
· Presentation on organisational values,
· Guided tour and familiarisation with departments;
· Practical training (shadowing) with an experienced employee;
· Written guide to common operational procedures.
Assign a mentor to each new employee in the first 30 days.
Perform a satisfaction assessment after the first month to adjust interventions.
3. Professional development and career paths
Many voluntary departures were caused by the lack of professional development opportunities, especially for young employees or staff in operational roles (e.g. maids, receptionists, waiters) (Maurer, 2024).
Recommendations:
· Implement an annual training plan, adapted to each department.
· Create a system of visible “career paths”, with clear steps for promotion (e.g. from maid to floor supervisor, then housekeeping manager).
· Collaborate with local institutions (colleges, universities) to offer free courses or certifications to employees.
· Provide paid time off to attend relevant professional courses, and introduce talent management (CIPD, 2024).
4. Transforming Leadership Style
Lack of effective communication and the perception that management is not involved or empathetic have significantly contributed to employee demotivation. Transformational leadership can play a crucial role in changing organisational culture (Campbell, Campbell-Phillips and Phillips, 2020).
Recommendations:
· Train managers and supervisors in transformational leadership and team management (Gill et al., 2006).
· Organise monthly “active listening” sessions between management and operational teams.
· Implement a monthly anonymous feedback system, with concrete actions derived from suggestions.
· Publicly recognise employees who contribute positively (e.g., “Employee of the Month”).
5. Creating a healthy and balanced work environment
Overwork and lack of work-life balance were frequently mentioned as reasons for stress and intention to leave.
Recommendations:
· Introducing a fair shift scheduling system that respects guaranteed days off.
· Limiting the number of mandatory overtime hours and monitoring rest time.
· Setting up a relaxation area for employees (with tea, coffee, WiFi, information materials).
· Organising team events, quarterly teambuildings or interdepartmental socialising activities (Brough et al., 2020).
6. Digitise and automate processes
Some administrative or routine tasks (reporting, scheduling) can be simplified through technology, reducing pressure on staff and creating time for value-added tasks.
Recommendations:
· Use applications for shift planning and internal communication (e.g. Deputy, Plan Day).
· Automate customer feedback to understand the impact of team performance on services.
· Digitise onboarding forms, evaluations, and leave requests (Tank, 2023).
7. Introducing an organisational culture based on inclusion and belonging
Employees stay in organisations where they feel valued and they belong to a united team. The feeling of belonging is essential for motivation and retention.
Recommendations:
· Implement emotional intelligence (MIR  and RASTOGI, 2025).
· Creating an internal “Chart of Values” signed by each employee at the beginning of employment.
· Involving employees in decisions that directly concern them (e.g.: changing the restaurant menu, ideas for holiday decorations).
· Promoting cultural diversity and inclusion through internal campaigns (e.g., “International Team Day”) (Perna, 2024).
8. Periodic evaluation and progress monitoring
Any implemented strategy must be accompanied by evaluation and correction tools. Without a progress tracking system, the risk is that initiatives will be abandoned or will not generate results.
Recommendations:
· Establish key performance indicators (KPIs) for retention: voluntary departure rate, internal satisfaction score, average length of employment.
· Monthly progress reporting and adjustment of the action plan based on results.
· Create a “Human Resources and Organisational Culture Committee” made up of members from all departments (The Strategy Story, 2023).
The recommendations presented are based on the data collected during the research and can be implemented progressively to bring real improvements. The approach must be systemic, not punctual, with a focus on people, empathetic leadership, continuous development and transparent communication. If Holiday Inn Sunderland manages to combine these directions, it will be able not only to reduce staff turnover, but also to create a strong internal brand, recognised for its positive organisational culture.
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