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Human resource management (HRM) plays a central role in the success of large hospitality organisations such as the Intercontinental London Hotel. As a five‑star, global brand property, the hotel operates in a highly competitive environment where service quality, guest experience and staff capability are critical. Corporate HR departments in this context must respond to rapid changes in technology, shifting labour markets, and increasing expectations around fairness and inclusion at work.
This report focuses on three key HR challenges faced by the Intercontinental London Hotel: meeting technological advancement, talent acquisition and retention, and diversity, equity and inclusion (DEI). These factors are strongly linked to organisational performance, employee engagement and long‑term competitiveness. Drawing on recognised HR and management texts, as well as contemporary practice in the UK hospitality sector, the report will explain each factor, evaluate relevant HR practices, and critically assess how departmental managers can ensure that these practices are implemented effectively and with urgency.
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Meeting Technological Advancement

Technological advancement is transforming the hospitality industry, and the Intercontinental London Hotel must adapt quickly to remain competitive. Modern guests expect seamless digital experiences, such as mobile check‑in, digital room keys, personalised communication, and efficient service supported by data. For HR, this creates both opportunities and challenges. Technology can improve productivity, reduce administrative workload, and support better decision‑making, but it also requires staff to develop new digital skills and adapt to changing work processes.
A key issue is the digital skills gap within the hospitality workforce. Many employees may feel anxious or resistant when new systems are introduced, especially if they lack confidence using technology. HR must therefore provide clear communication, structured training, and ongoing support to ensure staff feel capable and motivated. According to Armstrong’s HRM principles, employees are more likely to accept technological change when they understand its purpose and receive proper development opportunities.
Another factor is the need for HR to adopt its own digital tools, such as applicant‑tracking systems, e‑learning platforms, and HR analytics. These systems help HR teams manage recruitment, training, and performance more efficiently. For the Intercontinental London Hotel, embracing technology is essential for improving service quality, operational efficiency, and long‑term competitiveness.
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Talent acquisition and retention are major challenges for the Intercontinental London Hotel, especially within the competitive UK hospitality sector. Hotels rely heavily on skilled, motivated staff to deliver high‑quality guest experiences, yet the industry often faces high turnover, skills shortages, and difficulties attracting long‑term employees. According to HRM theory, effective recruitment and retention depend on clear employer branding, fair working conditions, and opportunities for development. For Intercontinental London, this means presenting itself as an employer that values growth, stability, and employee wellbeing.
One key issue is the changing expectations of the workforce. Many employees now look for flexible working arrangements, career progression, and supportive leadership. If these needs are not met, staff may leave for competitors offering better conditions. HR must therefore design recruitment strategies that highlight the hotel’s strengths, such as training programmes, international career pathways, and strong organisational culture.
Retention also depends on effective performance management, recognition, and communication. When employees feel valued and supported, they are more likely to stay. Armstrong’s HRM principles emphasise that retention improves when employees experience meaningful work, fair treatment, and opportunities to develop new skills. For the Intercontinental London Hotel, strengthening both recruitment and retention is essential for maintaining service quality and operational stability.
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Diversity, Equity and Inclusion (DEI) are essential priorities for the Intercontinental London Hotel, especially as it operates in one of the most multicultural cities in the world. A diverse workforce brings different perspectives, languages and cultural understanding, which directly improves guest experience and service quality. However, managing diversity effectively requires more than simply hiring people from different backgrounds. HR must ensure that all employees feel respected, supported and able to progress fairly within the organisation.
One challenge is addressing unconscious bias, which can influence recruitment, promotion and daily interactions. According to organisational behaviour theory, bias can reduce teamwork, motivation and trust if not managed properly. HR must therefore provide training, clear policies and fair procedures to promote equity. Another issue is ensuring equal access to development opportunities. Employees from minority groups may feel overlooked or excluded if progression pathways are unclear.
Inclusion also depends on creating a positive workplace culture where employees feel safe to express themselves. This includes supporting different cultural needs, encouraging open communication and addressing discrimination quickly. Armstrong’s HRM principles highlight that inclusive organisations benefit from higher engagement, stronger collaboration and better performance. For the Intercontinental London Hotel, effective DEI practices are essential for maintaining a strong employer reputation and delivering exceptional guest service.
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Contemporary HR practices provide the Intercontinental London Hotel with structured and modern approaches to address the challenges of technological advancement, talent acquisition and retention, and DEI. These practices are widely supported in HR literature, including Armstrong’s HRM framework, which emphasises strategic alignment, employee development and evidence‑based decision‑making. The following evaluation explains how these practices can support the hotel in responding effectively to each factor.
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One of the most relevant contemporary practices is digital HR transformation, which involves using technology to streamline HR processes and improve employee experience. Tools such as e‑learning platforms, digital onboarding, and HR analytics allow HR teams to deliver training, monitor performance and identify skill gaps more efficiently. For the Intercontinental London Hotel, this supports the development of digital skills across departments, helping staff adapt to new systems such as mobile check‑in or automated service tools.
Another important practice is continuous learning and development. Modern HR departments use blended learning, micro‑learning and virtual training to ensure employees can learn at their own pace. This approach reduces resistance to technological change because staff feel supported rather than overwhelmed. According to Skills of Management and Leadership, ongoing development increases confidence and improves service quality, which is essential in a luxury hotel environment.
Finally, change management frameworks such as Kotter’s model help HR guide employees through technological transitions. Clear communication, involvement of staff and visible leadership support reduce uncertainty and encourage acceptance of new systems.
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To address recruitment challenges, many organisations now use employer branding as a strategic HR practice. This involves promoting the hotel as a desirable place to work by highlighting career opportunities, training programmes and organisational culture. In a competitive labour market, a strong employer brand helps attract skilled candidates who value stability and development.
Another key practice is data‑driven recruitment, where HR uses applicant‑tracking systems, online assessments and analytics to identify suitable candidates more efficiently. This reduces hiring time and improves the quality of selection decisions. For the Intercontinental London Hotel, this is particularly useful for high‑volume roles such as front‑of‑house or housekeeping.
Retention can be strengthened through employee engagement strategies, including recognition programmes, wellbeing initiatives and regular feedback. Armstrong emphasises that engagement is linked to motivation, performance and loyalty. When employees feel valued, they are more likely to stay long‑term.
Additionally, career development pathways help employees see a future within the organisation. Structured progression, mentoring and cross‑departmental training encourage staff to build their careers within the hotel rather than seeking opportunities elsewhere.
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Contemporary DEI practices focus on creating fair, inclusive and supportive workplaces. One essential practice is bias‑free recruitment, which includes structured interviews, diverse hiring panels and standardised scoring systems. These methods reduce the influence of unconscious bias and ensure fairer hiring decisions.
Another important practice is inclusive leadership training, which helps managers understand cultural differences, communicate respectfully and support diverse teams. According to Organisational Behaviour in the Workplace, inclusive leadership improves teamwork, trust and employee satisfaction.
HR can also implement employee resource groups (ERGs), which provide safe spaces for staff from different backgrounds to share experiences and contribute ideas. These groups strengthen inclusion and help HR identify areas for improvement.
Finally, transparent policies and reporting systems ensure that discrimination, harassment or unfair treatment are addressed quickly. Clear procedures build trust and demonstrate the hotel’s commitment to equity.

Overall, these contemporary HR practices provide the Intercontinental London Hotel with effective tools to address technological change, improve recruitment and retention, and strengthen DEI. When applied consistently, they support a skilled, motivated and inclusive workforce capable of delivering exceptional guest experiences.
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Departmental managers at the Intercontinental London Hotel play a crucial role in turning HR policies into real, everyday practices. While HR designs the systems, managers are responsible for applying them consistently within their teams. A critical evaluation shows that successful implementation depends on leadership behaviour, communication, accountability and the ability to manage resistance to change.
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Managers must act as role models during technological change. If they show confidence in new systems, employees are more likely to follow. According to leadership theory, visible support from managers reduces uncertainty and builds trust. However, if managers lack digital skills themselves, implementation becomes slow and inconsistent. This highlights the need for managers to receive early training so they can support their teams effectively.
Managers must also monitor how staff respond to new technologies. Regular check‑ins, coaching and problem‑solving sessions help identify barriers such as fear, confusion or lack of confidence. Without this support, employees may avoid using new systems, leading to operational delays. Therefore, urgency is achieved when managers communicate clearly, provide hands‑on guidance and reinforce the benefits of technological change.
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Managers influence retention more than any HR policy. Research in organisational behaviour shows that employees often leave managers, not organisations. To implement modern retention practices, managers must create positive working environments where staff feel valued and supported. This includes giving regular feedback, recognising good performance and offering fair opportunities for development.
However, a major challenge is inconsistency. Some managers may apply engagement practices effectively, while others may ignore them due to workload or lack of training. This inconsistency weakens the overall retention strategy. To address this, managers must be held accountable through performance reviews that measure how well they support staff development, communication and wellbeing.
Managers also play a key role in recruitment. They must collaborate with HR to define job requirements clearly, participate in structured interviews and avoid bias. If managers rush recruitment or rely on personal judgement, the quality of hiring decreases. Therefore, urgency requires managers to follow standardised recruitment processes and work closely with HR to attract suitable candidates.
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DEI practices only work when managers actively promote fairness and inclusion. This includes challenging inappropriate behaviour, supporting diverse employees and ensuring equal access to opportunities. A critical issue is that some managers may not recognise their own unconscious biases, which can influence decisions about promotion, workload or communication. DEI training helps, but managers must also reflect on their behaviour and seek feedback from their teams.
Managers must also create psychologically safe environments where employees feel comfortable raising concerns. If staff fear negative consequences, discrimination or unfair treatment may go unreported. Urgency is achieved when managers respond quickly to issues, follow clear procedures and demonstrate zero tolerance for unfair behaviour.
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For all three areas, the main challenge is not the HR policy itself but the consistency and commitment of managers. Effective implementation requires strong leadership, accountability, communication and continuous monitoring. When managers take ownership of HR practices, the hotel can respond quickly to challenges and maintain high standards of service and employee experience.
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The Intercontinental London Hotel operates in a fast‑changing environment where technology, workforce expectations and social responsibility strongly influence organisational success. This report has shown that technological advancement, talent acquisition and retention, and DEI are not isolated HR issues but interconnected factors that shape service quality, employee engagement and long‑term competitiveness. Contemporary HR practices such as digital transformation, employer branding, structured development pathways and inclusive leadership provide effective solutions, but their impact depends on consistent implementation by departmental managers.
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The hotel should prioritise continuous digital training to reduce skills gaps and support technological change. Strengthening employer branding, improving internal communication and offering clear career pathways will help attract and retain talent. DEI should be embedded into everyday management through bias‑free recruitment, transparent policies and regular inclusion training. Finally, managers must be held accountable for applying HR practices consistently, ensuring that improvements are delivered quickly and effectively across all departments.






[bookmark: _Toc228441946]Reference List
Armstrong, M. and Taylor, S. (2023) Armstrong’s handbook of human resource management practice. 16th edn. London: Kogan Page.
Beardwell, J. and Thompson, A. (2020) Introduction to human resource management: a guide to HR in practice. 4th edn. Harlow: Pearson Education.
Buchanan, D. and Huczynski, A. (2019) Organisational behaviour in the workplace. 3rd edn. Harlow: Pearson Education.
CIPD (2023) People profession 2030: future trends and challenges. Available at: CIPD | The Professional Body for HR & People Development (Accessed: 25 Abril 2026).
CIPD (2024) Diversity and inclusion in the workplace. Available at: CIPD | The Professional Body for HR & People Development (Accessed: 27 Abril 2026).
InterContinental Hotels Group (IHG) (2024) IHG corporate responsibility and people strategy. Available at: InterContinental Hotels Group PLC (Accessed: 27 Abril 2026).
Kotter, J. (2012) Leading change. Boston: Harvard Business Review Press.
Mullins, L. and Christy, G. (2020) Management and organisational behaviour. 12th edn. Harlow: Pearson Education.








2 | Page

