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Executive Summary

This report examines key Human Resource (HR) challenges facing Four Seasons Hotel, focusing on technological advancement, talent acquisition and retention, and Diversity, Equity and Inclusion (DEI). These issues are increasingly significant in the hospitality sector due to digital transformation, labour shortages, and rising expectations for inclusive workplaces (CIPD, 2023). The report evaluates contemporary HR practices used to address these challenges and critically analyses the role of departmental managers in ensuring urgent and effective implementation. Recommendations are provided to strengthen HR strategy and support organisational performance.














Introduction

The hospitality industry is experiencing rapid transformation driven by technological innovation, workforce shortages, and increasing expectations for inclusive organisational cultures. Luxury hotels such as Four Seasons London must adapt to these pressures while maintaining exceptional service standards that define their brand identity (Banalis & Sinatra, 2019). Human Resource Management (HRM) plays a central role in enabling this adaptation by developing workforce capability, supporting digital change, and fostering an inclusive environment aligned with organisational values (Armstrong & Taylor, 2020).

This report examines three critical HR factors affecting Four Seasons London: technological advancement, talent acquisition and retention, and Diversity, Equity and Inclusion (DEI). These factors are particularly relevant in the UK hospitality sector, which faces acute labour shortages, increasing digitalisation, and legal obligations under the Equality Act 2010 (CIPD, 2022). The report evaluates contemporary HR practices used to address these challenges, drawing on academic literature, industry research, and real‑world examples from the hospitality sector.

Furthermore, the report critically analyses how departmental managers can ensure these HR practices are implemented urgently and effectively. Managers are essential in translating HR strategy into operational reality, shaping employee experience, and driving organisational performance (Ulrich, 2016). The report concludes with recommendations to strengthen HR‑manager collaboration, enhance workforce capability, and support long‑term organisational success.








1.Explanation of Key HR Factors Affecting Four Seasons Hotel London 
The UK hospitality industry is undergoing rapid transformation driven by technological innovation, labour market shortages, and increasing expectations for inclusive workplaces. As a luxury hotel brand, Four Seasons Hotel London must address these HR challenges while maintaining its reputation for exceptional guest service. Three key HR factors—technological advancement, talent acquisition and retention, and Diversity, Equity and Inclusion (DEI)—significantly influence the organisation’s workforce strategy.

1.1 Meeting Technological Advancement
Technological innovation is reshaping hospitality through digital check‑ins, mobile concierge services, AI‑driven personalisation, and automated back‑office systems (Bondar Ouk & Brewster, 2016). Four Seasons London must ensure employees possess the digital skills required to operate these systems while maintaining personalised service. Digital transformation also impacts internal HR processes such as recruitment, training, and performance management (Davis, 1989). The challenge lies in balancing high‑touch luxury service with high‑tech operational efficiency.

1.2 Talent Acquisition and Retention
The hospitality sector faces persistent labour shortages and high turnover, making talent acquisition and retention critical (Shaw, 2021). Four Seasons must attract employees who can deliver luxury service while retaining experienced staff through competitive rewards, career development, and strong organisational culture. The psychological contract plays a key role, as unmet expectations can lead to disengagement and turnover (Rousseau, 1995).
1.3 Diversity, Equity and Inclusion (DEI)
DEI is essential for global hospitality brands serving diverse guests. Four Seasons must ensure fair recruitment, equal progression opportunities, and an inclusive culture aligned with the Equality Act 2010 (CIPD, 2022). Inclusive leadership is particularly important, as leaders shape team climate and employee experience (Carmeli et al., 2010).
2.Evaluation of Contemporary HR Practices 
2.1 HR Practices for Technological Advancement
To address technological change, Four Seasons London can adopt several contemporary HR practices. Digital learning platforms are widely used in hospitality to deliver flexible, scalable training on new systems (Buhari’s & Sinatra, 2019). These platforms allow employees to learn at their own pace and revisit content as needed. However, digital learning alone may not be sufficient for employees with low digital confidence. Blended learning—combining online modules with face‑to‑face coaching—has been shown to improve skill acquisition and reduce resistance to change (CIPD, 2023).
Another effective practice is the use of HR analytics to identify skills gaps and forecast future workforce needs (Bondar Ouk & Brewster, 2016). By analysing performance data, HR can design targeted training programmes and allocate resources more efficiently. Change‑management frameworks, such as Kotter’s 8‑Step Model, can also support technological adoption by providing structured communication, employee involvement, and reinforcement mechanisms.


Contemporary HR practices include digital learning platforms, blended training, and structured change‑management programmes. Digital learning supports scalable upskilling but may disadvantage employees with low digital confidence (CIPD, 2023). Blended learning—combining online modules with face‑to‑face coaching—can improve adoption (Buhari’s & Sinatra, 2019). HR analytics also help identify skills gaps and forecast future workforce needs (Bondar Ouk & Brewster, 2016).

2.2 HR Practices for Talent Acquisition and Retention
Modern HR practices include employer branding, AI‑assisted recruitment, flexible working, wellbeing initiatives, and structured career pathways. Employer branding strengthens attraction by communicating organisational values (Backhaus & Tikoo, 2004). Flexible working improves retention but requires operational adjustments in hospitality (Shaw, 2021). High‑performance work systems, such as development opportunities and employee involvement, enhance engagement and reduce turnover (Huse lid, 1995).


To begin with, managers must act as change leaders in the adoption of new technologies. Research shows that technological initiatives often fail due to poor communication, lack of training, and employee resistance (Bondar Ouk & Brewster, 2016). Managers can accelerate adoption by modelling digital behaviours, providing hands‑on coaching, and ensuring employees understand the benefits of new systems. They must also identify digital skills gaps early and collaborate with HR to prioritise targeted training. Without managerial reinforcement, digital learning platforms and change‑management programmes risk becoming underutilised. Therefore, managers must integrate digital competencies into performance expectations and allocate protected time for staff to engage in training (CIPD, 2023). This creates urgency by linking technological adaptation directly to service quality and operational performance.

3. Critical Evaluation of How Departmental Managers Can Ensure Contemporary HR Practices Are Implemented Urgently 

To begin with, managers must act as change leaders in the adoption of new technologies. Research shows that technological initiatives often fail due to poor communication, lack of training, and employee resistance (Bondar Ouk & Brewster, 2016). Managers can accelerate adoption by modelling digital behaviours, providing hands‑on coaching, and ensuring employees understand the benefits of new systems. They must also identify digital skills gaps early and collaborate with HR to prioritise targeted training. Without managerial reinforcement, digital learning platforms and change‑management programmes risk becoming underutilised. Therefore, managers must integrate digital competencies into performance expectations and allocate protected time for staff to engage in training (CIPD, 2023). This creates urgency by linking technological adaptation directly to service quality and operational performance.
In relation to talent acquisition and retention, departmental managers influence implementation through workplace culture, job design, and employee experience. Contemporary HR practices such as flexible working, wellbeing initiatives, and career development frameworks require managerial ownership to be effective. For example, flexible working policies only create impact when managers redesign rotas, redistribute workloads, and avoid penalising employees who use flexible options (Shaw, 2021). Similarly, retention strategies depend on managers conducting meaningful performance conversations, identifying development opportunities, and recognising achievements. If managers fail to prioritise these practices, HR initiatives remain superficial. To ensure urgency, organisations must embed retention‑related KPIs into managerial performance metrics, such as turnover rates, internal promotions, and engagement scores (Hustled, 1995). This creates a direct incentive for managers to implement HR practices consistently and promptly.

Regarding DEI, departmental managers are the primary drivers of inclusive behaviour. While HR can provide training and policy frameworks, inclusion is enacted through everyday decisions—recruitment choices, task allocation, conflict resolution, and communication style. Managers must challenge bias, ensure fair access to opportunities, and create psychologically safe environments (Carmela et al., 2010). To ensure urgent implementation, Four Seasons should require managers to produce DEI action plans aligned with departmental needs, supported by regular reporting on diversity data, recruitment outcomes, and progression patterns. Mandatory DEI objectives within annual appraisals can further reinforce accountability. Managers must also engage with employee resource groups and encourage staff participation, signalling that DEI is not optional but integral to departmental success.

Ultimately, effective implementation requires strong collaboration between HR and departmental managers. Managers must escalate barriers quickly, provide feedback on policy effectiveness, and request additional support where needed. HR, in turn, must equip managers with practical tools, coaching, and real‑time data. Without this partnership, even well‑designed HR practices may fail to deliver meaningful impact. Therefore, managerial capability, accountability, and communication are essential for ensuring contemporary HR practices are implemented with urgency and consistency.



Recommendations 
To strengthen HR implementation and organisational performance, several recommendations are proposed. First, Four Seasons should enhance digital capability by providing blended learning programmes and allocating protected time for employees to complete training. This will support technological adoption and reduce resistance. Second, the organisation should strengthen employer branding through targeted recruitment campaigns, partnerships with hospitality schools, and showcasing career progression opportunities to attract high‑quality talent. Third, Four Seasons should implement inclusive leadership training to equip managers with the skills needed to foster diverse and psychologically safe teams. This training should be reinforced with DEI‑related KPIs to ensure accountability.

Fourth, the organisation should introduce managerial performance metrics linked to retention, digital adoption, and DEI outcomes. This will incentivise managers to prioritise HR initiatives and ensure consistent implementation. Fifth, HR and departmental managers should engage in regular collaboration, supported by shared dashboards, feedback loops, and joint problem‑solving sessions. Finally, Four Seasons should expand wellbeing initiatives, including mental health support and financial wellbeing programmes, to enhance employee engagement and reduce turnover. Collectively, these recommendations will strengthen HR‑manager alignment and support long‑term organisational success.





Conclusion 

Four Seasons Hotel London faces significant HR challenges driven by rapid technological change, persistent labour shortages, and increasing expectations surrounding Diversity, Equity and Inclusion (DEI). These pressures require the organisation to adopt agile and forward‑thinking HR strategies that support both operational efficiency and service excellence. Contemporary HR practices—such as digital learning platforms, employer branding initiatives, flexible working arrangements, wellbeing programmes, and inclusive leadership development—provide effective mechanisms for addressing these issues and enhancing workforce capability. However, the success of these practices is not guaranteed; it depends heavily on the commitment and competence of departmental managers, who serve as the critical link between HR strategy and employee experience.

Managers must champion organisational change, reinforce new behaviours, and ensure consistent application of HR policies across all departments. Their ability to communicate expectations, provide coaching, and model inclusive and digitally confident behaviours directly influences employee engagement and adoption of new practices. Without strong managerial leadership, even well‑designed HR initiatives risk becoming fragmented or symbolic rather than transformative.

Addressing these HR challenges with urgency is essential for Four Seasons to maintain its reputation for exceptional service, strengthen employee retention, and sustain competitive advantage within the luxury hospitality sector. A coordinated approach between HR and departmental managers will be vital in achieving long‑term organisational success.
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