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[bookmark: _Toc1224504557]Project Context
This HR operational plan addresses the successful event, the Carmarthenshire film festival which takes place yearly scheduling this year on May 18th to 21st (TheatrauSirGar 2026). Focusing on the HR area Recruitment at the event. The Carmarthenshire film festival is held at the  Ffwrnes Theatre in the centre of Llanelli, established in 2011, over the course of the four days of the ethe film festival it showcases over 100 independent films along with industry talks, a chance to network with others and reputation of the supporting of filmmaking  attracting all attendees and participants from the surrounding areas spreading around the world (BAFA 2026). The event is recognised as one of Wales premier film festival with a BAFTA qualifying event. With the event qualifying it gives the opportunity to a film makers film to be considered for a BAFTA longlisting (Utah International Film Festival 2026). The target market audience for a film festival mainly consists of independent filmmakers, industry professionals and local attendees who gain an interest in the industry (Votemo 2024). At the Carmarthenshire film festival, the target market is a diverse focusing on both filmmakers who are looking to seek opportunities into the industry and local and global audiences who are enthusiastic about the what the event intends to bring (Filmhub 2024). From the target market, the service level delivered is designed is professional with high quality standards throughout the four days of the event, followed by all staff at the Carmarthenshire film festival to be well knowledgeable and customer focused. Following from this the focused area for the advisory plan recruitment, is critical to service quality and the guest experience within the event industry as the staff are primary visible representatives of the event (I. Hospitality 2025). Ensuring from this that from the recruitment process it is highly important that effective recruitment is viewed and that selecting individuals who are made to fit the necessary skills and standards for the role which they will intel. Hiring the right people at the recruitment process enhances the organisational performance and better customer satisfaction (Armstrong and Taylor 2020). 

[bookmark: _Toc140089875]Problem and Opportunity Identification
It is fact that Recruitment has a direct impact on service quality as it demands the skill level of motivation of the employees and their interaction within their job role and dealing with customers. With the right process steps made with the recuirtment process it ensures that the right interpersonal skills and attitudes are rightly needed and met to meet the needs of the customer expectations (Alan et al. 2016). With seasonality recuritment it impacts the service quality with a direct impact on the effectiveness of speed and consistency which is required during the demanding periods. From this it gives risks of lower service quality, lack of motivation with staff (Smith 2023). At the Carmarthenshire Film Festival service quality directs on a professional, accessible and culturally diverse atmosphere. When recruiting looking for employees with local knowledge and industry ensures smooth effective operations and gives a greater promotion of the Welsh Culture (Welsh Government 2026). Problems faced with the HR area recruitment highlights issues with staff performance, with poor recruitment decisions made can result not meeting the expectations needed within the job role, effecting the overall team performance (Armstrong and Taylor 2020). Leading to the cause of poor hiring effecting inconsistent service with inexperienced staff not receiving the right effective training which impacts the event or company. With Structured recruitment methods and techniques, such as face-to-face interviewing, training and roleplay workshops and testing, directly focusing on the right fit and interpersonal skills (Battsetseg Dalkhjav et al. 2024). With events peaked at the summer months it results in a high staff turnover, due the job role seasonal, from this creates a cycle of constant recruitment each year resulting in lower guest satisfaction. To increase guest satisfaction and control the turnover period with recruitment, offering in depth face to face training is vital. It offers and gives immediate feedback and clarification allowing for mistakes to be fixed and develop the skills needed more effectively. Having the facilities to offer interactive training improves the knowledge retention and skills application compared to online learning approaches (Salas et al. 2012). Brand Reputation massively has an impact from the recruitment and hiring the right employee. Ensuring the customer experience is successful is vital, however can be often effective with around 70% of complaints regarding the experiences of how the customer feels they are being addressed and treated with a negative interaction (admin 2016). Overall, it is vital the right process steps are taking within this HR area, to ensure from this the service delivery is portrayed and gives a higher strength with brand reputation (Alan et al. 2016). 

[bookmark: _Toc1205399309]Academic Theory and Literature
The Service-Profit Chain is a theory was developed in the early 1990s by James L. Herskett, W. Earl Sasser Jr., and Leonard A. Schlesinger, researchers and professors from the Harvard University (Work Institute 2020). The theory explains how employee satisfaction affects the customer satisfaction, with when employees feel satisfied at their workplace, it indicates that they may produce higher quality goods and services (Malcom 2023). Employee satisfaction is a key factor of the service profit chain it has a high impact which results in customer loyalty enhancing profit and growth, loyalty as a key factor of customer satisfaction and employee satisfaction from high quality support services and policies (Louveau 2021).  The theory highlights the links with the area chosen recruitment, as it establishes that by hiring satisfied engaged employees, drives customer loyalty better productivity with increased profitability (Atcha 2023). The human capital theory was developed by Gary Becker and Theodore Schultz in the 1960’s. The theory forms on the basis for most work in economics of education. It is known to increase an individual skills, knowledge and productivity which leads to higher earing's and growth (Maringe 2023). This theory links to recruitment as it treats employees as economic assets for whose sales (CIPD 2017). High performance work systems is a theory which was developed through various individuals, however the core contributors to this theory are Mark Huselid, Jeffrey Pfeiffer and Eileen Appelbaum (Danayiyen and Bekaroglu 2020). A collection of integrated HR procedures known as High-Performance Work Systems (HPWS) are intended to improve worker productivity, performance, and organisational efficacy. To produce a staff that is competent, driven, and in line with company objectives, these systems integrate techniques including careful hiring, intensive training, performance management, employee involvement, and reward systems (Boxall and Purcell, 2003). With this theory they concentrate on fostering a positive workplace where employees feel appreciated and empowered, and a feel beneficial. HPWS Increased job satisfaction, decreased employee turnover, and enhanced organisational performance result from this. According to research, companies who use HPWS have improved financial results and higher production because of increased employee contribution (Jiang et al., 2012). High performance work system theory highly links with the recruitment area as it emphasizing on selecting the right employees which gives the foundation for achieving high performance which brings development within their career with this it often includes training mentoring which enables to being these performance goals (Lee et al. 2016).  Talent Management theory was developed by McKinsey and Company in 1997, this theory focuses on how organisations attract, develop, retain and utilise employees with high potential to achieve strategic objectives. This theory overlooks and highlights how crucial it is to find the essential individuals, from this to support their development in the order to keep a competitive edge. This theory follows a strategic approach by indicating acknowledging that specific jobs and individuals have a stronger impact on the organisational performance. Instead of an opposed to treating all employees equally. According to (Cappelli 2009), it is known that organisations that actively manage talent well are better positioned to respond to change and demands with to sustain long-term success.  Since attracting the proper people is the first step in creating a strong and long-lasting staff, talent management theory and recruitment are closely related. The approach places a strong emphasis on finding and hiring high-potential workers who can make a substantial contribution to the success of the company. Recruitment is a fundamental component of talent management theory, allowing organisations to draw in, nurture, and keep people who propel long-term performance and competitive advantage. 
[bookmark: _Toc1021726075]Advisory Operational Plan
This table below outlines the requirements needed for a recruitment plan for the Carmarthenshire Film Festival. It gives the effective of recruitment and how from following this advisory operational plan will support the success of the Carmarthenshire film festival. Identifying key objectives including the quality of staff, enhancing the guest satisfaction, reducing staff turnover and strengthening the branding of the overall event. Detailing specific actions and strategies for what will be achieved for these objectives, selecting the appropriate role allocation. The plan also includes a timeline period which demonstrates the importance of early planning for the objectives. Highlighting resources required to successful deliver the expected outcome.  
	Objectives (what this plan aims to achieve)
	Key actions/ strategies
	Who is responsible 
	Timeline period 
	What resources are required 
	The expected outcome 

	Improve the recruitment process
	Face to face interviews 
Role play tasks 
	The recruitment team
	2-4 months 
	Training centre, roleplay resources
	The right successful future employee 

	Enhance better employee performance 
	Introduce competency-based selection 
	Higher Management and event organisers 
	Ongoing 
	Training materials 
	Better employee satisfaction performance 

	Reduce the high number of staff turnover 
	Focus on staff morale, offer company benefits 
	Higher Management and event organisers 
	When the event takes place and the built up before it takes place
	Networking 
	Lower turnover rate

	Enhance service quality 
	Focus on reciting employs with customer service skills and offering customer service training and interaction 
	Higher Management and event organisers
	On going for the event 
	Top training course with high interactions, get feedback from employs old workplace for their skills and work on what they can improve.
	Less or no complaints and overall better guest experience for all attendees 

	Improve service across all job role areas required 
	Match employs with their top role which they thrive on based on training taken and experience 
	Operations Manager 
	Event planning phasing of staffing 
	An organised staffing system guide to follow
	Smother event 

	Strengthen the event branding and the aspects 
	Promote the event with the employs working for the event 
	Marketing Team
	2-4 months before the event 
	Social media channels that are on trend to promote content, handing posters out in the town centre to get the attendees from the area and surrounding 
	Increases higher attendees to attend the event over the 4 days 


[bookmark: _Toc1007631820]Impact on Service, Hospitality and Guest Experience
The plan will overall improve staff capability and engagement to be employed at the Carmarthenshire film festival, as ensuring that from the recruitment process individuals are selecting based on their skills, experience for the role. With better recruitment process it enables the recruitment team and future employers to understand each other, appropriate guidance and training given which enables the ability for a more swift and effective recruitment process (Armstrong and Taylor 2020). With an effective recruitment process employs are more well matched and suit for the role, engaging and motivated to thrive, gaining positive performance with the event or organisation (Boxall and Purcell 2003). Hiring the right individual to be employed at the Carmarthenshire film festival, enhancing better service quality with the right employs allocated to the suited role picked by onboard face to face training.
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