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[bookmark: _Toc643939635]Executive Summary

This Advisory plan will provide HR a plan for the recruitment process for employees on a newly opening Hotel being the Copper Works in Swansea. The hotel is entering a labor market were competitive jobs are at a high, turnover can be major and service expectations are creating significant challenges (Labour and skills market in the UK economy, n.d). 

An operational plan is explained, including workforce planning, employee branding, local talent partnerships and structured interviews. These practices are intended to ensure that this hotel opens fully staffed with capable and customer focused staff. The plan finds that recruitment should be considered as a strategic investment rather than a routine administrative duty. Effective implementation will boost service quality, employee engagement and visitor happiness which includes long term profitability for the Hotel (Heskett, Sasser and Schlesinger, 1997).
















Table of Contents

Executive Summary	1
1.	Context of Operational Plan	3
2.	Problem identification	4
2.1 Operational risks	4
2.2 Pressure on the Hospitality sector	5
3.	Academic theory Recruitment	5
3.1 Human Capital Theory	5
3.2 Herzberg Motivation Theory	6
4.	Recruitment operational Plan	6
4.1 Objective of plan	6
4.2 Actions and Approach	7
4.3 Resources required	8
4.4 Expected outcomes	8
5.	Impact on Service and Guest Experience	9
6.	Conclusion	10
7.	References	11









1. [bookmark: _Toc1355398546]Context of Operational Plan

This report has been composed for senior management of a newly opening mid range hotel situated on Swansea’s Waterfront. The hotel is expected to accommodate 100 rooms, targeting leisure tourists and business travelers visiting the area. Swansea is a suitable location for this Hotel due to it’s coastal target market, city regeneration within the town center and visitor demand in peak summer seasons reaching 251,300 visitors in June 2024 (Swansea, n.d.). These figures suggest visitors need a mid range hotel on Swansea’s Seafront which is value for money due to the location and accessibly,  whilst comforting to accommodate the segmentation of guests.  From this segmentation, service quality often differentiates one hotel from another within Swansea such as The Marriot which is high end spending comparing to the mid range hotel preparing to open (www.marriott.com, n.d.). 

Customer experiences are influenced by employee performance and attention towards the customer. A visitors experience can be shaped by Managers, housekeeping, restaurant employees and front desk staff. According to Heskett et al. (1994) argues employee capability from training and skills can satisfy customers journey and loyalty towards a business. Therefore, recruitment is a priority to tackle before opening a New Hotel in Swansea. 










2. [bookmark: _Toc982474033]Problem identification 

The main challenge facing the new Swansea hotel is recruiting enough skilled and serviced employees before opening day in a competitive market. According to UK Hospitality (2023), high turnover of staff and retention has become high with this issue creating problems for hotels that need to recruit staff to build a team for example the new Hotel in Swansea. Operational risks for the Newly Developed copper work Hotel can include poor customer response, reduced employee moral and even delay in room cleaning and availability. According to Backhaus and Tikoo (2004) these challenges can also create opportunities for the hotel to launch strategic recruitment which allows to build a strong employee brand and secure competitive advantage. Which can be beneficial for the hotel as employees may choose the Copper Work hotel over other hotels in Swansea to work at due to the strategic and well managed recruitment process.

[bookmark: _Toc935129818]2.1 Operational risks

The operational risks this can cause for hotels if vacancies are not filled can include negative online reviews due to slow check in process as limited staff at reception, delays in room service creating a loss in profit for the hotel as rooms are not clean for new customers and lastly, increased workload for existing staff which can cause long term issues such as sick leave and bad work morale between staff.  Herzberg’s Two- Factor theory (1959) argues that increased workload for existing staff can reduce motivation and cause stress and poor working conditions. If issues continue, staff may take leave and creates further problems in recruitment for the hotel.

[bookmark: _Toc1504595583]2.2 Pressure on the Hospitality sector 

Seasonal fluctuation, unsociable hours and Emotional labour expectations are key pressures in the industry. According to Visitswanseabay.com (2025) Swansea is a busy destination in summer months with tourist numbers reaching 251,300 in June 2024, these figures create jobs for residents but demand for the City can create challenges recruiting staff for peak seasons. Consequently, issues also provide opportunities. For example, putting strategic requirements into practice from the beginning at Swansea’s New Hotel opening can secure a competitive advantage and build a solid employee reputation (Backhaus and Tikoo, 2004). 



3. [bookmark: _Toc2012396901]Academic theory Recruitment
[bookmark: _Toc1462865635]3.1 Human Capital Theory 

Human Capital Theory illustrates that employees with correct skills create value for a business from capabilities, knowledge and skills (Becker, 1993). When recruiting for the Hotel investment into each individual is key to benefit the business long term through adequate training such as health and safety or operations. Identifying applicants with powerful hospitality and guest service skills can enhance the guest’s satisfaction. With over 29,000 students in the region, Swansea provides great recruitment opportunities. Additionally, the University of Wales Trinity Saint David offers courses in hospitality and hotel management, which can help hotels support sustainable hiring practices while giving individuals opportunities for advancement (University of Wales Trinity Saint David, 2025).

[bookmark: _Toc1202288271]3.2 Herzberg Motivation Theory

Herzberg Motivation theory is applicable to the opening of Swansea’s Hotel and the recruitment process of handling each recruitment. Herzberg (1968) illustrates the importance of employee satisfaction and how this is influenced from hygiene factors within the workplace. These include pay, working conditions such as toilets, clean room. These do not always motivate employees but can distract from progressing in work place. Recruitment process should clearly outline the fairness of shift patterns to attract candidates who may seek jobs elsewhere. 
Motivators emphasied include recognition when undertaken a task which can create job satisfaction for employees and reflect onto guest satisfaction due to happiness and satisfaction in the workplace. Therefore when undertaken recruitment future training opportunities for progression and promotion should be aligned with candidates for opportunities to progress (Lundberg, Gudmundson and Andersson, 2009). key factors can allow the candidate to become more drawn to the job role and personal growth and development can be taken into account.
A real world example can be shown by Hotel Group Marriot International. This chain promotes work life balance whilst offering continued training benefits to progress in the organisation from Receptionist  to Shift Manager. Marriot's Recruitment looks at advancement, inclusion and development over pay alone (Yingling, 2024). This explains the Herzberg motivation Theory, if an employee is allowed to grow and develop through opportunities this can entice them to join the organisation and become more satisfied in the job role. Similarly, Swansea’s hotel could market itself as employer of choice by advertising graduate jobs to allow students to grow into the industry, being nurtured into leadership training and employee recognition. 

4. [bookmark: _Toc573780208]Recruitment operational Plan
[bookmark: _Toc655144944]4.1 Objective of plan

The key objective for this advisory recruiting plan is to ensure the opening of your mid range hotel in Swansea Hires, chosen and retains skilled staff who can ensure excellent service is generated from day one of opening to the public. Through achieving skilled workers can reflect on meeting guests to their needs and smooth journey can be achieved (Navya M, 2025). A 100 room hotel such as competitors The Marriott Swansea has roughly 45 to 60 employees from front desk to housekeeping and food and beverage with tasks to ensure guests are satisfied and operations and running to standard (Jones and Lockwood, 1989). To guarantee the right amount of employees are hired within the necessary timeframe to the opening of the hotel is crucial.
Before opening ensuring a structured staff operation is key for the hotel to understand roles in operations and smooth operations for guests when visiting. If these procedures are not in place brand identity can become low and customers may stay elsewhere (Gupta, 2025).








[bookmark: _Toc1618280792]4.2 Actions and Approach

	Objective
	Action needed
	Responsibility 
	Approach
	Timeline

	Staffing Numbers
	Work force plan and job roles
	Manager of hotel and HR
	Ensuring enough staff to meet the needs of guest and refrains from poor working conditions.
	16 weeks prior to opening to allow time for networking and headhunting.

	Networking with Applicants
	Visiting events for students whom may seek jobs or local job recruitment events and meetings
	Manager and HR
	Maslows hierarchy of needs can allow for Management to speak with interested and motivated individuals in the industry.
	8 weeks to allow to attend events and conferences in the area.

	Selecting correct candidates 
	Structured interviews and scoring sheet to ensure fit for the job role
	Manager
	Training standards are met
	10 weeks to allow correct employee for job roles

	Preparing courses prior opening
	Introduction to the job and building and service training
	Shift manager
	Ensuring approach for opening is to standard and correct staff are in line.
	4 to 5 weeks to give employees time for training online or in person dependent on role






[bookmark: _Toc553805818]4.3 Resources required 

A newly opening hotel requires a range of resources including human, financial and technologial resources to ensure smooth journey and operations are running correctly. Workforce planning is key to ensure staff are on task from food and beverage to housekeeping aligning with demand for the hotel opening and shift patterns of staff (Riley, 2008). This meaning job roles and clear specifications need to be made clear in recruitment to ensure capabilities are a high for demand and shift change. HR managers and departmental managers when overseeing hiring process must have human resource experience, this is importance to select efficient staff for job roles at the hotel and be able to use recruitment apps such as indeed. In order to be competitive in a high turnover business with a lot of competition in Swansea, financial resources must cover salaries and advertising to ensure messages are arriving to potential employees (CIPD, 2024).

Pre opening a hotel training and onboarding programs are importance to establish standards of service and the organisation culture of the business. Created by The Ritz Carlton, three steps of service is a handy tool for the new hotel to illustrate with guests from the start and ensuring when recruited by management this is being mentioned in early stages for employees to understand the level of service to maintain (The Ritz-Carlton Leadership Center, 2025).

[bookmark: _Toc1816463254]4.4 Expected outcomes
	Outcome
	Measurement 

	Correct staffing level
	Roles filled before opening

	High standard of recruitment
	Employee feedback and reviews

	Service standards
	Guest reviews, word of mouth

	Successful opening
	Bookings when opening, guest feedback







5. [bookmark: _Toc680902776]Impact on Service and Guest Experience

Staff capability is key to create a welcoming environment for both guests and staff as if staff have interest within their job and feel valued it can increase improvement and engagement in the workplace. This can be increased from training prior to open day through intense theory to be able to apply to daily tasks. Which heavily links to SERVQUAL Model Parasuraman, Zeithaml and Berry (1988) argues the gap between customer expectation and actual service from employee comes down to training and passion for the hospitality industry. 

Stronger business performance is performed through the Service profit chain which understands how employees understanding and wellbeing improves quality of service to guests and profitability (Heskett et al., 1994). Well matched staff with correct job roles are more likely to be self assured and productive which for the Copper work hotel in Swansea can help service delivery become quicker with reduced mistakes due matched productivity. Examples include experienced front desk receptionist can efficiently handle complains which professional cleaners can clean to high quality and on time. This management lowers service delivery and improves brand image. 











6. [bookmark: _Toc227454447]Conclusion

To conclude, recruitment process for the newly developed hotel in Swansea represents many critical factors in the successful launch. Rising visitor expectations and ongoing labor shortages in the hospitality industry has operational risks when it comes to recruitment but these can be successful when organisiton and strategic management align with operational plans on opening (Employment Hero UK, 2025). 

Adapting to workforce planning when developing the hotel helps in the long run for structured shift planning, targeted retention strategies and management team can introduce a strong performant workforce whilst also supporting service excellence through correct training from day one. This is empashised by the Human Capital Theory, which evaluates how investing in employees through training and regular feedback sessions can improve services to guests (Becker, 1964). The Service profit chain is a huge highlight for the hotel to invest when recruiting as it creates relationships between employees performance and the service given to guest as of the satisfaction from the business (Heskett, Sasser and Schlesinger, 1997). 

To maintain long term service quality, competitive advantage, and business success for the hotel, recruitment should be viewed as a strategic investment rather than a transactional operation. 
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