The Rising Star at Seaside Boutique Hotel

« Background: The Seaside Boutique Hotel, a popular 50-
room hotel known for its exceptional customer service, has
recently noticed an increase in competition from larger hotel
chains and Airbnb properties in the area. To maintain its
competitive edge, the hotel has decided to revamp its talent

management strategy.

« Situation: Among the staff is a young, dynamic employee
named Alex. Alex started as a front desk clerk two years
ago but has shown remarkable versatility and talent. Alex
has frequently received positive feedback from guests for
excellent service and has also demonstrated a keen
interest in social media marketing, often suggesting

successful promotional ideas.

« Task: As the HR manager of Seaside Boutique Hotel, you
have identified Alex as a high-potential employee (HiPo).
Your task is to develop a talent management plan for Alex

that aligns with the corporate objectives/goals.



Considerations:

Career Path Planning: What career trajectory would you propose
for Alex considering their interests and skills? How would this path
benefit both Alex and the hotel?

Training and Development: What specific training programs or
learning opportunities would you recommend to help Alex develop
further?

Engagement and Retention: \What strategies would you employ
to keep Alex engaged and motivated, reducing the risk of

turnover?

Succession Planning: Considering Alex's potential, how would
you integrate them into your succession planning for key roles in

the hotel?

Performance Measurement: How would you measure Alex's
performance and progress in the new role or responsibilities you

assign?

Challenges and Solutions: Identify potential challenges in
managing and developing a HiPo employee like Alex in the

hospitality context and propose solutions.



Answers/Options

1. Career Path Planning

. Option A: Promote Alex to a guest relations role,
leveraging their customer service skills, and gradually involve

them in marketing activities.

. Option B: Create a new hybrid role for Alex that combines
front desk duties with social media and marketing

responsibilities.

. Option C: Offer Alex a position in the marketing
department, with a structured plan to transition out of the front

desk role.

2. Training and Development

. Option A: Enrol Alex in a digital marketing certification

course to formalise their marketing skills.

. Option B: Provide in-house training sessions on advanced

customer service techniques and social media management.

. Option C: Sponsor Alex to attend a hospitality leadership

workshop to develop broader industry insights.



3. Engagement and Retention

. Option A: Regularly solicit and implement Alex's ideas in
marketing campaigns, giving them a sense of ownership and

contribution.

. Option B: Offer performance-based incentives, such as
bonuses for successful marketing initiatives or high customer

satisfaction ratings.

. Option C: Establish a clear progression path with
milestones and regular feedback sessions to keep Alex

motivated and aware of their growth potential.

4. Succession Planning

. Option A: Identify Alex as a potential future manager and
involve them in managerial training and decision-making

processes.

. Option B: Gradually increase Alex's responsibilities in
customer service and marketing, preparing them for a

leadership role.

. Option C: Pair Alex with a senior mentor to provide
guidance and insight into higher management roles within the
hotel.



5. Performance Measurement

. Option A: Set specific KPlIs related to guest feedback

scores and social media engagement metrics.

. Option B: Conduct regular performance reviews focusing

on both qualitative and quantitative aspects of Alex's role.

. Option C: Implement a 360-degree feedback system
involving peers, supervisors, and subordinates to gauge Alex's

performance comprehensively.

6. Challenges and Solutions

. Challenge A: Balancing Alex's existing duties with new
responsibilities. Solution: Gradual transition with clear timelines

and support from other team members.
. Challenge B: Risk of burnout due to increased workload.

Solution: Regular check-ins and flexible scheduling to ensure

work-life balance.

. Challenge C: Ensuring Alex's skill development keeps

pace with their new role.

Solution: Ongoing training and development opportunities,

combined with mentorship.



