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1.Identification of the Business Problem

                Employee turnover has become a pressing issue for businesses in the UK retail sector. Many organisations struggle to retain talented and motivated staff due to factors such as low pay, heavy workloads, limited opportunities for career advancement, and rising job-related stress. High turnover affects not only human resource management but also overall organisational performance, customer satisfaction, and long-term business sustainability, making it a complex, multifaceted problem. In large retail organisations, frontline employees are a critical link between operational efficiency and customer experience, underscoring the strategic importance of workforce stability. As Heskett et al. (2008) note, “Employee satisfaction and loyalty drive customer satisfaction and profitability,” demonstrating the direct connection between workforce stability and organisational success. If high turnover continues unchecked, organisations may also face strategic risks, such as reduced market competitiveness and long-term talent shortages.
           High turnover often results in lower staff morale, fluctuations in service quality, the erosion of organisational knowledge, and increased expenditure on recruitment and training activities.. Armstrong and Taylor (2020) emphasise that “High employee turnover can significantly increase recruitment, training and productivity costs while negatively affecting organisational performance,” reinforcing the financial and operational impact of this issue. Senior management in many retail organisations has observed a rise in resignations, particularly among younger and part-time staff. 

However, the exact causes remain unclear, and existing internal data provides limited insight into employee motivations and perceptions. This ambiguity underlines the need for a systematic research approach to uncover the underlying factors behind turnover and its effect on organisational performance.
                Employee satisfaction, organisational culture, leadership styles, and external labour market conditions all interact to create a “messy” business problem that requires a nuanced analysis. Economic uncertainty and rising living costs, particularly when wages fail to match inflation, have further decreased engagement and increased turnover rates. Strategically, high turnover undermines organisational stability and complicates long-term workforce planning, showing that both internal and external pressures must be considered to address the issue effectively.

2. Research Aim, Objectives and Questions
Research Aim:
This study aims to examine the key drivers of employee turnover in the UK retail sector and evaluate its impact on organisational performance.
Research Objectives:
1. To identify the main causes of employee turnover in the selected retail organisation.
2. To explore employees’ perceptions of their work environment, management style, and job satisfaction.
3. To analyse the relationship between employee turnover and organisational performance indicators, such as productivity and service quality.
4. To propose actionable strategies to reduce turnover and improve employee retention.
                 Understanding the causes of turnover allows management to allocate resources more effectively and prioritise interventions. By exploring employees’ perspectives on leadership and working conditions, the study aims to reveal organisational challenges that performance data alone might not capture. Analysing the link between turnover and organisational performance will support the business case for investing in retention strategies. Finally, actionable recommendations ensure that the findings have practical relevance and immediate applicability. By addressing these questions, the study ensures that findings are practical and directly relevant to HR decision-making.
Research Questions:
1. What are the main reasons employees leave retail organisations?
2. How do employees perceive their working conditions, management support, and career development opportunities?
3. How does employee turnover impact organisational performance and customer experience?
4. What strategies can management implement to enhance employee retention in the retail sector?

3. Critical Literature Review
                 Employee turnover has been extensively studied within organisational behaviour and human resource management. Armstrong and Taylor (2020) define turnover as the rate at which employees leave an organisation and are replaced by new hires, highlighting its financial and operational implications. A certain level of turnover is normal; however, excessive turnover can damage organisational performance and service quality.
             Job satisfaction is consistently identified in the literature as a key determinant of whether employees choose to remain with an organisation. As Saks (2019) states, “Job satisfaction is negatively related to turnover intentions,” indicating that satisfied employees are less likely to leave. Herzberg’s motivation theory has been influential but criticised for oversimplifying employee motivation and ignoring external labour market conditions common in retail. Deery and Jago (2015) identify emotional labour, long working hours, and limited flexibility as key contributors to burnout and turnover intentions in retail, reinforcing the complex interplay between job demands and employee retention. Recognising these dynamics helps managers implement more effective retention policies tailored to employee needs.
                 The style of leadership and managerial behaviour within an organisation is another major factor shaping employee retention. Bass and Riggio (2006) observe that “Transformational leaders inspire followers to transcend their own self-interest for the good of the organisation.” Such leadership is associated with higher commitment and lower turnover. Yet retail organisations often prioritise operational efficiency and cost control over employee-focused leadership, which can result in inadequate support and feedback, increasing turnover risk (Saunders et al., 2019). Such leadership not only reduces turnover but also fosters a supportive work environment that encourages employee growth and collaboration.
               High employee turnover negatively affects customer satisfaction and service consistency. Heskett et al. (2008) argue that staff engagement is closely linked to financial performance and customer loyalty, particularly in service-oriented sectors. When experienced employees leave, organisations struggle to maintain service quality, potentially harming their brand reputation.
              Despite extensive research, gaps remain. Many studies focus on turnover intentions rather than actual behaviour and often fail to combine employee perspectives with organisational performance outcomes. This research intends to fill these gaps by integrating survey data and performance metrics to provide a holistic understanding of turnover in the UK retail context.
                    Employee engagement and the psychological contract are also central to understanding retention. Engaged employees are more likely to be committed and go beyond their basic duties (Saks, 2019). Conversely, low engagement increases the likelihood of turnover. Rousseau (1995) describes the psychological contract as the unwritten set of expectations between employer and employee. When employees perceive that the organisation has not met these expectations, they may disengage and seek opportunities elsewhere. Incorporating these concepts helps explain turnover beyond simple satisfaction metrics, making the study both theoretically and practically relevant.
4. Research Methodology and Design
Research Approach:
             The research adopts a mixed‑methods design, integrating both quantitative and qualitative data collection techniques to provide a more comprehensive understanding of the issue.
           As Saunders, Lewis, and Thornhill (2019) note, “Mixed methods research provides a more complete understanding of research problems than either approach alone.” Using this approach allows the researcher to gain both breadth and depth of insight into the complex issue of employee turnover.
Data Collection Methods:
              Primary data will be gathered using an online questionnaire distributed to employees in the selected retail organisation. The survey will include closed-ended questions using Likert scales to measure variables such as job satisfaction, management support, and turnover intentions. Quantitative data will allow the identification of trends, patterns, and correlations among these variables.
             In addition, semi-structured interviews will be conducted with a limited number of line managers and staff. These interviews will provide qualitative insights into individual experiences and contextual factors that a survey alone might miss. This dual approach ensures a comprehensive understanding of both organisational and personal perspectives on turnover.
Sampling Strategy:
              Due to practical constraints, the study will employ a non-probability convenience sampling technique. The survey will target approximately 40–60 employees across different organisational levels to ensure a range of perspectives. Supervisors and frontline staff will be included in the sample, allowing for the collection of diverse viewpoints across organisational levels. While convenience sampling may limit the generalisability of findings, it provides exploratory insights that can guide managerial practice and future research.
Data Analysis:
               Quantitative data will be analysed using descriptive statistics to identify patterns and relationships between variables. Qualitative interview data will be examined through thematic analysis to extract recurring themes and employee concerns. Triangulating the two data sources will enhance the validity and reliability of the findings, offering a more robust view of the factors influencing turnover and organisational performance.
Ethical Considerations:
                 The study will adhere strictly to established ethical standards throughout all stages of the research process. All volunteers will give their informed consent, and participation will be entirely voluntary. Anonymity and confidentiality will be preserved, and data will be safely retained in accordance with data protection laws. Participants will be free to leave the study at any moment without incurring any fees.

Reliability and Validity:
                 To improve dependability, survey questions shall, whenever feasible, be modified from already established, validated scales. Validity will be supported by a clear alignment of study questions, objectives, and data gathering techniques. Furthermore, combining quantitative and qualitative data enhances the validity of conclusions by guaranteeing that the research include both general patterns and unique experiences.

Limitations:
                 The study has several limitations. Convenience sampling restricts generalisability beyond the selected organisation. Self-reported data may be subject to response bias, as participants could provide socially desirable answers. Time constraints may also limit the number of interviews conducted. Despite these limitations, the research is expected to provide valuable exploratory insights that inform practical retention strategies.

5. Business Relevance and Practical Implications
                Addressing employee turnover is crucial for improving both operational performance and strategic competitiveness. By identifying the main causes of turnover, organisations can develop more targeted retention strategies, such as enhanced professional development opportunities, flexible work schedules, or improved management communication. These initiatives can directly boost employee satisfaction, engagement, and loyalty.
                 Reducing turnover also has financial benefits. High turnover increases recruitment and training costs while decreasing productivity. By stabilising the workforce, organisations can maintain service quality, enhance customer satisfaction, and improve overall profitability. Strategically, improving retention strengthens employer branding and supports long-term workforce planning. Effective retention strategies, therefore, are essential not just for operational stability but also for sustaining a competitive advantage in the market.
                 The findings of this research will be particularly relevant for managers in the UK retail sector. Insights from employee surveys and interviews can inform leadership development, organisational culture initiatives, and performance management practices. Effective retention strategies are essential for operational stability and for maintaining a competitive advantage in the market. By implementing targeted initiatives, organisations can enhance employee satisfaction, loyalty, and performance while reducing recruitment and training costs.
                 Additionally, the research process itself will enhance transferable skills for the researcher, including critical thinking, data analysis, and professional communication, which are valuable for future managerial or consultancy roles.
               In conclusion, a deliberate approach to understanding and managing turnover improves organisational resilience. A motivated and experienced workforce enhances customer satisfaction, reduces recruitment costs, and strengthens the company’s market position. Ignoring high turnover, however, risks persistent performance instability, lower customer loyalty, and reputational damage. Therefore, this study aims to offer both immediate operational insights and long-term strategic recommendations for retail organisations.
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