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[bookmark: _Toc235961751]Introduction 

Human Resource (HR) practitioners working in the modern business world are faced with many challenges. In the UK hospitality industry in particular, HR professionals are having to keep up with new technology, talent shortages and expectations surrounding Diversity, Equity and Inclusion (DEI). Bab Mansour is a Moroccan restaurant based in Covent Garden which is currently feeling the strain of digitalisation – the organisation has introduced new digital booking systems, online delivery services and customer service capabilities. As demonstrated in the uploaded presentation, “Recruitment supports organisational success… Bab Mansour requires skilled and adaptable staff”. This report will critically analyse 3 chosen organisational factors (technology, talent acquisition & retention, DEI) and propose contemporary HR practices to address them. The assignment will then critically evaluate how managers could implement these practices before concluding with recommendations to improve organisational sustainability. 
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1. Explanation of Key Factors 
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1.1 Adapting to Technological Advancement 

Technology has become one of the key factors that are influencing change within organisations. Many businesses in the hospitality industry are feeling the effects of digitalisation – how customers book tables, order food and how employees interact with guests has changed. With Bab Mansour investing in new digital booking software and online delivery services, it is clear that they are trying to adapt to technological changes. From the presentation, we know that organisational leaders believe technology will “improve customer service”. 
Armstrong and Taylor (20 23) propose that technology affects jobs, skill requirements and performance expectations. As Bab Mansour employees are now required to interact with technology whilst customer-facing (online orders) and digitally input data. Changing the way employees work will cause anxiety and worry – particularly for employees who lack technological knowledge and experience. Bratton (20 24) found technology made employees feel insecure and defensive about their jobs, making them resistant to change. If technological adaptation is not managed correctly at Bab Mansour, this will have negative implications for employee engagement, which in-turn effects customer service experiences and therefore organisational sustainability. Leaders should consider employee feelings when implementing new technologies by allowing employees time to learn, communicating with staff and ensuring managers are supportive of employees’ needs. 
Technology can improve overall business efficiency through smart scheduling, fewer admin errors and providing real-time workforce data. However, technology alone will not improve organisational performance. 
Employees still require continuous development, effective communication and managerial support to minimise employee resistance and maximise technological advantages. 
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1.2 Talent Acquisition and Retention 

Finding and retaining talent is a major issue within the hospitality sector. Businesses are experiencing high turnover rates, talent shortages and heavy competition when recruiting skilled employees. Bab Mansour isn’t the only restaurant recruiting in Central London when trying to hire chefs, serving staff or delivery drivers. According to the uploaded presentation, Bab Mansour needs to “recruit adaptable and digitally skilled staff”. 
Talent shortages can impact business performance by overworking HR departments with continuous recruitment and putting a heavy workload on current employees. Armstrong and Taylor (20 23) highlight that effective workforce planning can help combat the effects of talent shortages. Employees can leave an organisation due to many reasons – unclear progression paths, lack of management support and unsupportive culture. Employee behaviour reflects the brand, particularly in hospitality – well-functioning teams provide guests with better service and create loyal customers. Businesses like Bab Mansour should implement strategies to attract and retain talent (employer branding, training & development, etc). 
[bookmark: _Toc235961755]
1.3 Diversity, Equity and Inclusion (DEI) 

Diversity, Equity and Inclusion (DEI) is something many organisations strive to improve. From a business perspective, there are many supporting factors that act as drivers for DEI. Socioeconomic pressure, legislation and gaining competitive advantage are 3 factors that support the need for DEI in organisations. Companies in the hospitality sector are culturally diverse – employers recruit staff from multiple ethnic backgrounds to cater for customers from all walks of life. The presentation agrees with this statement, highlighting “cultural awareness” as a skill Bab Mansour employees should have. 
Workplace diversity has many positive outcomes for employees and organisational performance. According to Johnstone and Wilkinson (20 25), employees in inclusive workplaces feel they have a voice. Employees will speak up about their ideas and areas that need improvement without feeling judged/reprimanded. If an organisation lacks DEI, there could be internal conflict between employees, higher disengagement rates and even discriminatory behaviour. Bab Mansour could be negatively affected by their lack of DEI if they don’t soon adapt to societal expectations. Customers want to feel comfortable when dining in restaurants; if an organisation's workforce doesn’t reflect modern society, guests won’t enjoy their experience. For these reasons, Bab Mansour must begin to implement DEI into their culture, practices and recruitment process. 
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2. Evaluation of Contemporary HR Practices 
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2.1 HR Practices for Technology 

Technology-enabled HR systems/workforce analytics are an increasingly popular HR practice that supports technological adaptation. Systems like these allow organisations to measure performance over time, identify training gaps and allow leaders to make informed decisions about their workforce. Armstrong and Taylor (20 23) believe these technologies help leaders make effective decisions by providing them with workforce insight. Bab Mansour can use workforce analytics to plan smarter during peak hours and identify training gaps. 
Like all technology, digital HR practices have their downfalls. Data used to monitor employee performance/hiring decisions can often be biased if not analysed correctly (Bratton, 2024). Employees can also feel like they are being watched if certain technologies are visible in the work environment. When implementing new technologies, ethics should be considered to ensure employees are comfortable. As highlighted in the uploaded presentation, interview processes should be “valid and transparent”. Technology-based HR practices should mirror this idea by ensuring employees are made aware of how their data will be used and collected. 
Technology-enabled training is a great way to support employees with technological adaptation. Online training platforms and micro training videos allow employees to learn continuously at times that suit them. Despite these technologies having many benefits, there are some limitations. Managers must properly communicate the importance of technology within the workplace. If employees don’t buy into technology, they are unlikely to use technology-based training programmes. 
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2.2 HR Practices for Talent Acquisition and Retention 

HR practices that assist with recruitment efforts include employer branding, workforce planning, and inclusive recruitment. Employer branding is how an organisation portrays their culture, opportunities for growth and what it's like to work there. Effective employer brands allow your organisation to stand out from competitors, giving your business more opportunities when recruiting. Think about why you applied to your current job? The organisation probably displayed their values, employee benefits and gave you an insight into life at the company. Bab Mansour could greatly improve their employer brand by displaying their rich Moroccan culture, career progression opportunities and supportive managers. If Bab Mansour can showcase what makes them unique, they will attract better candidates than their competitors. 

Bab Mansour could also improve their employer brand through social media, staff testimonials and career development opportunities. Many job seekers will search for information about an organisation online before applying. Leaving a positive impression on applicants during their research stage can increase your chances of recruitment success. Posting employee success stories, behind-the-scenes updates and employee development will inform applicants what life is really like at Bab Mansour. Additionally, providing employees with competitive benefits, flexible shift patterns and regular feedback will improve employee retention rates in the highly competitive UK hospitality industry. Not only will these strategies decrease staff turnover but will improve employee engagement, motivation and customer service which all contribute to long-term organisational success. 
There are various other retention strategies Bab Mansour can implement. One way to reduce turnover is providing employees with clear career progression paths. Waiter to supervisor. Supervisor to restaurant manager, etc. Allows staff to see how they can progress without needing to change employers. Other techniques include employee reward schemes, staff wellbeing programs, mentoring programs, regular one-2-ones and continuous training. Raven et al. (20 26) found organisations that invested in employee development were able to remain standing when external factors changed. When employees feel they can learn new skills and progress their careers, they are more likely to commit to their employer. 
It is important to note that, like all HR practices, these too have their limitations. If leaders do not practise what they preach during recruitment, the employer brand will not be effective. Additionally, development programs require time, money and managerial support. Some organisations may struggle to meet these requirements (small businesses like Bab Mansour). 
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2.3 HR Practices for DEI 

Some examples of modern recruitment practices that support workplace DEI are inclusive job descriptions, diverse interview panels, and structured interviews. By asking candidates, “the same set of questions”, you will increase consistency and limit personal biases when making decisions. Armstrong and Taylor (20 23) go on to say that structured interviews can also help increase decision reliability and validity. 
Employee Resource Groups (ERGs) and visible DEI policies show employees your commitment to inclusion. Structured development programmes that communicate expectations around inclusive behaviour should also be implemented. Supportive leadership practices will encourage employee voice. Employee voice has been described by Johnstone and Wilkinson (20 25) as how comfortable employees feel speaking up about their ideas or concerns at work. Voice is important because if employees don’t feel heard by leadership, this can cause internal conflict and even employee disengagement. Without voice, employees aren’t likely to accept changes such as new DEI practices or technologies. 
Improving Diversity, Equity and Inclusion (DEI) within an organisation takes more than introducing new recruitment processes. Management should frequently measure diversity metrics, monitor workforce demographics and assess promotion data to ensure all employees have access to opportunities. Additionally, unconscious bias training should be provided to all managerial staff. This training will help leaders recognise and limit biases that may influence their decisions. Bab Mansour should ensure promotions are based on clear criteria. By doing this, employees will understand how and why decisions are made when selecting candidates for development. 
Although these steps will help improve Bab Mansour's culture, leaders should consider the following limitations. Employees will notice if leadership don’t practice what they preach. Being a leader means you are accountable for your team! Holding leaders accountable for DEI-related decisions will ensure they take these initiatives seriously. 
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3. Critical Evaluation of Managerial Implementation 

Despite there being many benefits to using contemporary HR practices to support today’s key factors, department managers are vital when implementing these changes. Managers should be held accountable for their team – someone must take responsibility when technology isn’t implemented correctly, employees decide to leave, or new DEI practices are rejected by employees. Raven et al. (20 26) propose that organisations that have resilient employees have strong leaders who support staff when external factors change. 
Communicate. When introducing new technology, managers should explain why they are implementing change, what employees should be doing differently and how this change will benefit them. A useful way managers could standardise communication is by asking open probing questions. During your interviews for this course, you will have noticed I asked you to probe questions. It's a great technique to get someone to explain/elaborate on their answer. Managers should ask their employees these questions when introducing change. This will allow employees to feel comfortable and open up about their concerns. 
Tracking performance is also important when implementing change. Departments should track technological adoption (have employees completed mandatory micro trainings), monitor turnover rates, employee engagement scores, employee voice, etc. Data allows us to make informed decisions about our workforce (Armstrong and Taylor, 20 23). As mentioned earlier, metrics aren’t everything; leaders should use their judgement when looking at data. Humans are complex and not all problems can be solved by looking at numbers. 
Lastly, if department managers don’t buy into the changes they are trying to implement, nothing will get done. If Bab Mansour leaders don’t support their diverse workforce or new technology, then employees won’t trust their managers and refuse to change. Managers who are under huge time pressures may struggle to implement these practices effectively. Once again, employees will notice when something is off and won’t feel comfortable going to management about their concerns. As Johnstone and Wilkinson mentioned, employees need to feel heard by their leaders. 
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4. Conclusion and Recommendations 

To conclude, Bab Mansour is affected by technology, talent acquisition and retention and DEI. All of these factors can influence organisational success, employee engagement and sustainability. As stated in your presentation, “Effective recruitment supports organisational transformation”. Organisational transformation requires effective HR practices that are supported by every department. While there are many HR practices Bab Mansour can use to help with their current issues, managers are the key to successful implementation.
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 Here are my recommendations for improving organisational sustainability.
Implement technology that enables HR functions and ensure employees know how their performance is being monitored. 
Create an employer brand that showcases what it's like to work at Bab Mansour and your organisation's values. 
Implement structured interviews/recruitment practices that are fair to all candidates (E.g. competency-based interviews, diverse interview panels). 
Create employee voice mechanisms to allow employees to feel heard (staff forums, ERGs). 
Invest in management development; managers should understand how to lead diverse teams and embed DEI into their team's DNA. 
Include DEI-related discussions into performance management conversations. 
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