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Human resource is the lifeblood of any organisation. The major role of the human resource department is to develop and manage talent in the most sustainable and cost-effective way by attracting potential people with the right skills, knowledge, and right attitude. Human resource management is involved in developing and implementing development and talent management strategies for all the stages of the employee life cycle and helps the company to manage the talents, retain the right people, enhance productivity, and contribute to the overall development of the organisation. The main topics of discussion will include HR's role in talent development and management, its application to the employee life cycle, how to engage employees throughout their tenure, and how this will help to improve organisational performance. The selected Hotel for discussion ​​is Leonardo Hotel, Plymouth which comes under Leonardo Hotels and is the European division of Fattal Hotels Group, founded in 1998 by David Fattal in Israel. (Leonardos 2023). Being the most hit industry during Brexit and Global Pandemic, the Hospitality sector working towards is in a massive recovery stage 


Armstrong states Human resource management is a strategic approach that manages the company's most valuable asset- its employees who individually or collectively contribute to the achievement of organisational goals (Armstrong 2020). Talent development and management is an integrated set of processes that ensures attract, acquire, develop, and motivate the people that the organisation requires now and in the future. (Armstrong 2020) DeLong and Vijayaraghavan state that everyone has talent and talent management should not be limited to a few who are exceptionally talented it is effective management of talent by providing opportunities for development and improving talent and sustainability. (SG Cowen,2003) 
It is highly important to manage developing the talent and HRM is primarily responsible for developing and managing the talent by attracting potential candidates. By doing this HRM helps the company to become a desired employer which increases reputation and brand visibility. Creating the best work environment and growth opportunities will further enhance the chances of retaining the hired talents and reduce turnover and cost related to it.  Developing and managing talents improve employees’ skills, knowledge and experience, leading to high productivity. Good development opportunities will result in a happy work environment, high employee engagement and increased job satisfaction which will eventually lead to high retention as well. This also involves Succession planning and leadership development by identifying potential candidates for the future through the effective transition of key roles through leadership programmes and maintaining a leadership pipeline which ensures continuity. The process also involves helping the employees to respond to the evolving business needs  by embracing innovation and technology and helping them to adapt to those changes by providing upskilling and reskilling opportunities (Armstrong, 2020)

According to  Kahn “employees choose whether to invest themselves fully and authentically in their role on the basis of their experiences within the working environment” during their employee life cycle  (Catherine B, et.al.,2015) which includes the stages of attraction, recruitment, onboarding, development, retention and separation. According to Torrington and Hall (Torrington D, et.al., 2002), HRM is important for organisations to foster integration and increase competitiveness. It can be achieved by developing consistent HRM practices that maximise workplace positivity, leading to more positive and engaged employees. This can be effectively carried out with successful workforce planning. 

The recruitment stage is the primary stage where the candidates can start engaging with the company where the company can ensure clear communication, positive experience, what to expect, and transparent feedback during the onboarding stage it is important to create a welcoming atmosphere by providing smooth onboarding timely orientation, support, team introduction and facilitate interaction and also ensure the new employees are aware of organisational goals and objectives clearly. During the development and training period, the organisation should be able to provide continuous learning and development opportunities, by giving access to training programs, certification courses, special training aligned with the skill and career interest, leadership opportunities, etc which will lead to motivation to excel in their role. To ensure Retention, performance management and performance recognition are inevitable where the employees feel valued and recognised for their efforts, regular appraisals, feedback sharing, training to enhance their skills, rewards, and recognition on a monthly or quarterly basis will keep the employees motivated. Promotions to leadership roles, reskilling- upskilling opportunities etc. To retain the employees the organisation should provide work-life balance, mental support program, flexibility at work etc during the separation stage organisation should ensure a smooth offboarding process, offer assistance during transition, feedback and mental support (Armstrong, 2020).

High employee engagement leads to lower absenteeism, High productivity, high turnover,  theft and defects, more safety, profitability, competitive advantage, better work-life balance, high retention, a healthy and safe work environment, and happy employees and customers. Any organisation that puts its people first, will enjoy the benefits of competitiveness (Paul B, 2005). Employee engagement is crucial to achieving organisational successLeonardo Hotels Central Europe is part of the Fattal Hotel Group, which has 255+ hotels with 47,000+ rooms in 117 destinations and 20 countries. The hotel was previously known as Jurys Inn, and in 2017, Fattal Group acquired all 35 hotels and rebranded them as Leonardo Hotels With a workforce of over 3000 employees of which around 2,000  belongs to 60 nationalities (LeonardoHotels, 2023) The selected hotel is Leonardo Plymouth which is centrally located in Plymouth and is nearby to many tourist attraction. The reason for selection is its comparatively low guest rating and negative reviews regarding the customer service and experience which is shared in the popular online hotel booking sites Trip Advisor and booking.com recently. The reason behind this could be low employee engagement and low HR workforce planning. Organisations with high levels of engagement are more productive (Naz B, 2019) according to a Gallup Organization meta-analysis which also states Engagement promotes positive outcomes for employees and customers, such as lower absenteeism, turnover, and quality of work and health and companies with high customer engagement has shown a 21% increase in their productivity (Baldoni J, 2023) 

During the recruitment and onboarding stage, highly engaged employees trust their company and have a higher chance to refer quality candidates, and this allows high-quality recruitment. Employees who experience a smooth onboarding process will be highly committed and easily become productive team members. During the development and training stage, engaged employees will actively participate in the process and will be willing to share their knowledge with the team members and will be open to continuous learning. Engaged employees are committed and self-motivated and will thrive to achieve their goals and also continue to excel in their roles based on regular feedback and recognition. They are the strongest performers and are willing to go the extra mile to provide the service. As part of career progression, engaged employees will try to acquire more skills and competencies to progress to leadership roles. (Armstrong, 2006) The organisation offers a good work-life balance and offers well-being programmes that will have a mentally and physically healthy workforce which will result in high job satisfaction and productivity.(Eric P, 2022)

Regular Feedback, rewards and recognition will enhance performance and productivity and job satisfaction Employees who are supported during transitions by helping them to adapt to change effectively are more likely to contribute effectively  and a positive and smooth offboarding experience will be an asset for future referrals,  positive reviews high participation in alumni etc. (Armstrong 2006)


Leonardo Hotels are committed to improving its workforce by providing extensive employee engagement support overall the hotel rating are good around the world but the branch operating in Plymouth is having a considerable number of unhappy customers who shared their experience on the online platform. Bad customer reviews are the impact of bad customer service which is affected by many factors including a failure in employee engagement and ineffective workforce management. (Roger T, 2019)  Leanardo's employee engagement initiatives involve inclusion where they are embracing 60 various nationalities They offer talent programs where around 66 employees have currently enrolled on hospitality apprenticeship programs which seems a low number considering their total workforce of 3000 within Central Europe only. The hotel group was the  Winner of Best Small Hotel Group at the 2018 Business Travel Awards and the Plymouth Leonardo has never won any awards so far. Leonardo Hotel is collaborating with various organisations for Training and development and also taking measures to reduce workplace risks and is also showing significant growth in employee satisfaction. Recognised with the Investors in People Gold Accreditation for outstanding people management practices.

Ritz Carlton is the fanciest and classiest 5-star hospitality chain The Ritz-Carlton practice employee engagement and loyalty by giving an opportunity to speak out. On the 21st day of employment and this is when the management hears the concerns and experience of their employees and will take the necessary steps. The brand uses the Gallop engagement metric to assess employee engagement and commitment levels.  They strictly adhere to the Ritz Carlton’s Gold standards where their Motto is “We are ladies and gentlemen serving ladies and gentlemen”. Treating employees with respect and dignity fosters a motivating work environment, leading to high levels of service, commitment and team/organisational performance. (Ritz-Carlton, 2023)  

Leonardo Hotels are suggested to run an employee engagement survey and focus group discussions in all their hotels not just in Plymouth to understand the current situation and design a comprehensive department to facilitate employee engagement throughout the employee life cycle. A training academy that offers to upskill and reskill opportunities is inevitable and measure to improve work-life balance and mental health. As the first step a team under good leadership should be selected and created a team with HR and at least 1 person with leadership quality from each department can be included in the team. The person will be responsible for assisting the HR team to run the surveys and coordinate the group discussions successfully. Based on the finding’s organisation can decide what areas they lack and design engagement programmes accordingly. Programmes and policies can be customised for high-scored, and low-scored hotels with measures like extra training programmes for key areas of services that can be offered to low-performing hotels. Thus hotels like Plymouth can improve their overall performance   The engagement programme can be something like Hilton’s  Garden Inn in Louisville’s  "LOVE (Live Our Values Every Day) Program" where they foster employee engagement and team building to enhance the WE feeling the programme includes community service days, hospitality Olympics etc  ( Hilton,  “Thrive at Hilton”  is their value proposition that gives an opportunity for every Hilton members to grow and flourish in both their professional and personal lives. (Hilton 2023). A strong recruitment policy, workforce planning, performance management and leadership support, and good line managers, opportunities for employees to share their opinions, integrity are required to perform the above. (Johnny G. et al, 20Other examples include s"Marriott University" Marriott Global Voyage leadership programme.  an initiative by Marriott for extensive employee training, It also includes virtual training and leadership programmes. Marriott is a people-first company and offers extensive engagement programmes such as community and wellness programmes.  (Marriott. 2023). All the above are great ideas to follow and all these initiatives are contributing to employees engagement successfully. 

The hospitality sector and the hotels  have had to work extremely hard to recover from the effects like workforce shortages and loss of critical skills across the business due to   Brexit and the worldwide pandemic, However, by putting their employees first and implementing the proper recruiting and retention strategies, employers in the hotel industry may profit from greater productivity and general job satisfaction, which will boost employee retention and draw in the best talent (Ben, 2023)

To sum up, Being an industry which is facing the adverse effects of   skill shortages and financial uncertainty, it is highly recommended for any hotel in the industry revisit its human resource strategy and design /modify its employee engagement programs to ensure the retention of top talents and enhance company's productivity and profitability.
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