[bookmark: _Hlk156327803]




Date – 17th January 2024
Author: Charlotte Joyner  (1650411)
Supervisor: Robyn Griffiths
Talent Management strategies and the impacts on Employee Retention on hospitality establishments within Bristol and the South West.

A case study of Coffee #1

Declarations 
Declaration 
This work has not previously been accepted in substance for any degree and is not being concurrently submitted in candidature for any degree.

Signed: ……………………………………………………
Date: ………………………………………………………

Statement 1
This dissertation is a result of my own investigations and independent work. except were stated acknowledged by footnotes giving explicit references. Bibliography is appended.

Signed: ……………………………………………………
Date: ………………………………………………………

Statement 2
This dissertation is being submitted in partial fulfilment of University of Wales Trinity St Davids or the MBA degree to meet all requirements.

Signed: ……………………………………………………
Date: ………………………………………………………

Statement 3
I hereby give consent for my dissertation, if accepted, to be available for photocopying and for interlibrary loan, and for the title and summary to be made available to outside organisation.

Signed:……………………………………………………
Date:………………………………………………………        


[bookmark: _Toc156326842]Acknowledgements

I would like to start by thanking my colleagues who have constantly been around to answer by questions, but most specifically my dissertation supervision Robyn who has provided me with little nuggets of wisdom that have supported me through this process. 
Secondly, I would like to sincerely thank my parents for the countless support in everything that I do and always encouraging me to explore the next opportunity. Your unwavering support and honesty has got me to where I am today!
This study would not have been possible without the co-operation of Coffee #1 and allowing me an ‘open all access’ approach to this assignment. You showed such great generosity with your time, knowledge and resources which made this study a pleasure to conduct. 
Finally, I would like to dedicate this study to my late Grandma who has also been my rock and biggest supporter on any journey I have decided to take. Although she is not around to see the outcome of this particular journey, I know she is still proud and providing her unconditional love.



[bookmark: _Toc156326843]Abstract

The aim of this dissertation is to investigate Talent Management strategies and their impacts on Employee Retention on hospitality establishment within Bristol and the South West. This will be done by using Coffee #1 as a case study. 
Chapter 1 starts the study by examining the background of the hospitality industry, current labour shortages and an overview of talent management. This overview is used to then set the aims and objectives for the research, whilst identifying the rationale of this study. 
Chapter 2 includes a review of the current literature available on the concept of talent management and employee retention. The chapter discusses a variety of theories and models that can be applied to idea of talent management and provides the study with a holistic view of the subject matter. 
The study then moves on to chapter 3 and 4 which outlines the primary research conducted in this study and the outcome of the data. The research methodology is discussed, with link to different research philosophies and the reliability and validity of different methods of the chosen data collection. Chapter 4 then provides an analysis of the survey and interview specifically used in this study to support the research objectives of this dissertation. 
Chapter 5 concludes the study with overall discussion of the results in relation to the specific objectives of the dissertation and offers recommendations to the hospitality industry on the concept of talent management based upon the data outcomes. This chapter also addresses the potential limitations with the research collected and poses opportunities for further research. 
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This dissertation will look at the current talent management models that are evident in the workplace. It will consider the effectiveness of these practices and analyse the extent to which they are successful in retaining staff to remain within the organisation. The dissertation will look to determine through its aims and objectives if there is evidence of talent development strategies actively being implemented and provide recommendations to the hospitality industry of implementing effective talent management approaches. 
[bookmark: _Toc156326846]Background:
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Description automatically generated]The hospitality industry has continually battled with labour shortage and high employee turnover, but this became even more prevalent during the pandemic as many employees found alternative employment or took the time to retrain in other industries (Groh, 2023).  The Government statistic below demonstrates the drastic increase in vacancies seen in the hospitality sector between 2016 and 2022. 
Figure 1 – Vacancy rates 2016-2022
(Source – Gov.uk, 2023)


Although staffing numbers have showed signs of improvement post pandemic, the issue is still prevalent, with many hospitality businesses questioning if they are going to be able to cope with increased consumer demand or operate at full capacity (Arnold, 2022). 
These labour shortages are not only impacting the organisations, but will also be of significant interest to the government due to a predicted £21bn lost in revenue from the hospitality industry as a result of hospitality establishments not operating at full capacity (McAllister, 2022). 
In the short term there has been much discussion as to how the industry will recover from a huge loss of employees. The number of vacancies is beginning to reduce and financial incentives were given to prospective staff to get them back into hospitality employment (Hardman, 2021). However, the bigger question surrounds the challenges the industry will now be facing with retaining staff within the industry. As labour turnover begins to steady, management teams are going to need to shift their focus to ensure strategies are considered to keep staff in employment and not lose them to other competitors or other industries. As a result, strategies need to be recognised that encourage and aid retention within the industry. 
The hospitality industry is now turning to different retention strategies at a time when staff turnover is so high as this can not only reduce costs but also creates a competitive advantage in a very dynamic industry (Ghani et al, 2022). These strategies are centred around talent attraction, career development and training. 
A study by Ghani et al (2022) addresses that there has been little attention paid to retention strategies in the hospitality industry and aims to discover how organisations tried to keep the talented employees for a longer duration. Although the study does highlight talent management as a strategy to aid retention, it predominantly focuses on reviewing recruitment and selection practices as a tool for increasing retention (Ghani et al, 2022). This presents an opportunity to focus upon the importance of training, mentoring and other development as a tool for increasing retention. However, Ghani et al (2022) does discover the positive correlation between employee satisfaction and employee retention, which is knowledge that can be used as secondary research and then evaluated in relation to talent development.  
According to Lewis and Heckman (2006) talent management incorporates elements of recruitment, selection, career development and training. This would suggest that Ghani  et al (2022) has reviewed key elements of talent development and its links to retention. However, Hughes and Rog (2008) proposes that an organisations’ talent development strategy should comprise of recruitment, engagement and employee development. Therefore, this in turn gives the research scope to focus on the impacts of internal employee development as a tool for aiding retention and investigate the link to engagement. 
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The aim of this research is to investigate how effective training and development strategies are on increasing employee retention within the hospitality industry. The research gathered will aim to enhance the knowledge for the hospitality industry of successful talent management strategies and the potential implications of effective implementation on the workforce. This will be broken down into more specific objectives to provide a focused approach to the research and ensure the overall aim is achieved.
Objectives:
1. To comprehend the extent to which talent management strategies are implemented within the hospitality industry within Bristol and the South West.
2. To analyse whether the talent management strategies within Coffee #1 are enhancing the workforce or have little effect.
3. To assess the potential correlation between talent management and employee retention through conducting both primary and secondary research.
4. To provide recommendations for the hospitality industry on talent management strategies based upon data findings.

[bookmark: _Toc156326848]Rational for the study

The researcher of this study has previous experience working within the hospitality industry, as well as a passion for employee well-being and development. The exposure to different organisations in different sectors of the industry, alongside the researcher’s education, has highlighted the importance of development and retention. Whilst the researcher has experienced different methods of talent development and seen the impact through a narrow scope, the research conducted in this study provides the opportunity to uncover a deeper understanding of talent development approaches within the industry and their importance or effects on retention. The research will look at the different methods of talent development within the hospitality industry and evaluate the level of importance the organisation places on its value to the employee and the wider business aims. Hospitality establishments from Bristol and the South West will be used as the basis of this study. A case study approach will also be adopted in the study and will delve into the talent management strategies implemented by Coffee #1 as this will provide the study with a true insight as to what is already happening in an operating hospitality establishment. 
The researcher understands that talent management is not considered a new concept, however there is a gap to be explored regarding whether approaches are actively implemented within the workplace and to what extent they affect the employees. Primary data will be gathered for further evidence in the form of an online survey and also a semi structured interview. The respondents to the data will be from the Bristol area as they are currently working within hospitality therefore directly involved with the process of talent management so can offer an insight into the ongoing situation. 
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In this section the researcher will review a variety of talent development theories and the concepts of employee retention. In order to do so, the researcher will analyse many credible peer reviewed journals and other scholarly materials to support a deeper discussion around important factors influencing talent development and provide the opportunity to compare and contrast different theories.
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In order to understand the concept of talent development, it is firstly important to understand the term ‘talent’. According to Afolabi (2023) to describe a talented person is to describe someone with the skill to do something well. This is not too dissimilar to past definitions of talent in the workforce, that can be defined as an individual who possesses the skills to contribute to the organisation (Silzer and Dowell, 2010). This is further supported by Bethke-Langenegee (2012) who understands that someone with talent is an employee who can support the future competitiveness of the company through their specific competencies and attributes. 
Talent development refers to the process of identifying the individual’s skills, recognising their potential and supporting them in their growth (Karacay, 2017). The concept is not limited to any particular demographic and profession, but more importantly to a continuous process that should occur to enable the individual to thrive and discover their many capabilities (Sparrow, Hird and Cooper, 2015). 
According to the CIPD (2023) talent management:
“means putting in place processes to: attract, identify, develop, engage, keep and deploy individuals valuable to an organisation”
Whereas, McKinsey & Company (2023) define the concept of talent management as:
“all the ways that organisations bring employees on board, keep them happy and productive, and help them continue to develop their skills over time”
These two definitions suggest that the concept of talent management can pose slight differences depending on the author and their given perception. Nevertheless, the underlying message in both definitions is that it should encompass both attracting the right individuals, nurturing them in their role and supporting a long-term view of continual development. They do not suggest that talent management is only at an initial stage of an employee’s journey, rather a continuous progress throughout. 
However, Schreiber-Shearer (2022) highlights that although the terms talent development and talent management are often used interchangeably, there are actually key differences in the two concepts. For example, talent development should provide more of a focus on individualised learning and growth, whereas talent management is often more of an organisational strategy that considers the hiring and retention of top talent (Schreiber-Shearer, 2022). 
This process of thought is further supported by Bartram (2023) who suggests that talent management encompasses the whole employee lifecycle, from attraction, recruitment, development and then retention. However, talent development is realised once the employee is a part of the organisation as it more specifically focuses on the enhancement of individual skills and potentials. Therefore, this research study plans to explore the concept of talent management but also to take into consideration the dimensions of development and retention. 
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Sir Richard Branson is famous for stating “A company’s employees are its greatest assets” (Mautone, 2023). This statement is frequently supported by many organisations, business leaders and philosophers who have recognised that employees are the backbone of any organisation and so business success can be attributed to a positive work environment and engaged employees (Hobson, 2019). It could be argued this led to a shift in focus and the increasing pressures have motivated a change in strategic perspective from human resource departments. 
According to Acar and Yener (2016) there are two perspectives when reviewing talent management methods. These include the egalitarian or the elitist approach. Firstly, the principle of an egalitarian talent management approach put emphasis on ensuring all individuals are provided with equal opportunities to develop their skills (Sparrow, Hird and Cooper, 2015). This is further supported by McMullen (2023) who states that all employees within a given organisation have the potential to become ‘talent’ and are given access to the required resource and training for development. On the other hand, the elitist approach focuses purely on the highest performing employees and those deemed to have the highest potential (Sparrow, Hird and Cooper, 2015). Those that adopt this mentality will concentrate resources, development opportunities and succession plans on a smaller pool of employees that show great capability (Bonneton et al, 2020). 
Whilst adopting an egalitarian approach to talent management gives more freedom to employees and promotes a culture of shared recognition, it also results in a lack of clear leadership or structure (Hartman, 2023). Although there is scope for all to access opportunities of developing skills, this may not be cost effective for the organisation or lead to a clear succession plan as and when the company expands or new positions become available (Hartman, 2023). On an opposing note, implementing an elitist approach to talent management sets a clear path for the ‘chosen few’ and from the business perspective is a focus approach that can support the business growth (Bolander et al, 2017). This process often begins at the point of recruitment, to ensure they get the very best talent into the company from the start and then allow this talent to progress more quickly throughout the company. However, this elitist approach can have a detrimental effect on the motivation of other employees within the organisation that receive a reduced amount of support, which in turn can contribute to less retention (Acar and Yener, 2016). Despite this, these organisations that adopt the elitist approach recognise that naturally not all employees have the desire for development and so it seems nonsensical to put time and money into all employees, when in reality it is more cost effective and efficient to just work with the ‘talent.’ (Bolander et al, 2017). Overall, it will be important to consider expectation of the workforce and the long-term business goals when deciding which approach to talent management an organisation chooses to adopt. 
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The sociologist George Homans wrote the article ‘Social Behaviour as Exchange’ which includes a framework that looks at the combination of behaviourism and basic economics (Cook et al, 2013). The theory suggests that when developing social relationships, people weigh up the risks and rewards to determine whether there should be a continuation of social associations (Trevino and Tilly, 2016). Therefore, if the risks are greater than the rewards, it will lead to a person abandoning their relationship (Cherry, 2023). This theory is often suggested to differ from other psychological theories because there is less consideration of emotional metrics and more reliance on logic to determine the relationship status (Trevino and Tilly, 2016). 
The cost-benefit analysis conducted by an individual to evaluate the relationship status can not only be applied to friends and family but also to work colleagues (Alnajim, 2021). An employee will aim to seek positive connections and relationships at work, otherwise this can result in dissatisfaction and an increased likelihood of leaving the role (Indeed, 2023). Therefore, the social exchange theory can be applied in the workplace to encourage a supportive and friendly company culture, where individuals feel the relationships are worthwhile and that there is a personal connection to the organisation (Alnajim, 2021). 
One key assumption with the social exchange theory is the notion that ‘one size does not fit all’ (Visser, 2022).  This is essential to understand in the workplace because it is important for the organisation to understand what each employee’s values and expectations are (Visser, 2022). In terms of talent development, for many organisations this approach will involve a performance review or training programme and so provides a key opportunity to assess the individual expectations, tailor the support accordingly and in turn build a positive relationship (Vieria et al, 2021). Furthermore, Turner (2018) suggests that social exchange theory explains the correlation between talent development and employee engagement. Talent development strategies provide the opportunities for growth and recognition, which can result in a sense of value or importance within the organisation (Vieria et al, 2021). Therefore, these factors can encourage a more positive relationship between employee and organisation and result in higher engagement and longer retention (Turner, 2018). 
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According to the CIPD (2017) many organisations have begun to place more strategic importance on ‘human capital’ and find ways of supporting the culture of creation and sharing of knowledge amongst employees.  It is considered a modern-day concept that organisations understand the importance of employees being an intangible asset, due to their skills and knowledge, rather than previously being viewed as a workplace cost (Turner, 2020).  An early definition by Schultz (1961) considered human capital to consist of ‘knowledge, skill and abilities of people employed in an organisation.’ This was later developed by Becker (1993) who coined a somewhat similar definition of human capital but included the ‘health of individuals’ which was the first examples of health and well-being becoming an important factor of human capital. Then, more recently, definitions of human capital have started to include ‘performance and potential’ of individuals which indicates that employees can enhance abilities or skills over a period of time and all add their new learnt knowledge to the organisation (Thomas et al, 2013).
The human capital theory suggests that education, training and health can contribute to an individual’s productivity and positivity (CIPD, 2017). Therefore, it can be highlighted that by investing in employee development it can result in increased performance and furthermore enhance the overall organisational objectives (Boudreau and Ramstad, 2007). This theory aligns closely with the concept of talent development as it encompasses the aim to nurture employees, foster a positive learning environment and enable progression (Ariss et al, 2014). According to Dewey (2020), companies that prioritise talent development can experience increased overall organisational effectiveness due to the improvement with employee performance and satisfaction. Employees experience a sense of value and worth as they are being encouraged to exploit and develop their own individual potentials which can fulfil a level of self-achievement and meet self-expectations (Dewey, 2020). However, it is still important to consider that not all employees are the same and so the challenges arise when trying to align the talent management strategies with the organisational goals (Ort, 2023). Furthermore, employee expectations can change and industries are constantly rapidly evolving, so it poses an importance of showing the ability to adapt in line with inevitable changes (McKinsey and Company, 2023). Nevertheless, the positives experienced for both the organisation and employee of effectively aligning human capital theory and talent development far outweigh the potential challenges as it can result in higher levels of satisfaction, engagement and retention (McKinsey and Company, 2023). 
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Maslow’s hierarchy of needs is an early example of a theory linked to people management (Crawley, 2023). The theory proposes that individuals are motivated by different needs in a hierarchical order, for example the basic needs of fair pay and job security to the higher level needs of growth opportunities and challenge to aspire to self-actualisation (Acar and Yener, 2016).It is important for human resources departments to ensure that more basic needs are fulfilled, before progressing up the ‘pyramid’ otherwise employees with revert back to a lower level, before finding satisfaction in other areas (Acar and Yener, 2016). This is important when considering a talent development strategy because if you have enrolled staff on training courses in the past or offered rewards for recognition, these will not satisfy needs and expectations of employees forever, and thus lead to employees seeking ways to learn new skills that are relevant in their present role and satisfy their safety or esteem needs (Pluxee, 2023). 
It was previously mentioned by Visser (2022) that ‘one size does not fit all’ which is also a concept that can be applied when trying to integrate Maslow’s Hierarchy of needs to talent management strategies. For example, due to the diverse needs of the workforce, it is important to make employee development plans personalised, that recognise specific skills the individual wants to enhance and give an autonomy to the employee to take ownership of the future development plans (Dolan, 2022). This can not only create a workplace culture where employees feel supported and empowered but also encourages the employees to attempt to fulfil their ‘self-actualisation’ need (Dolan, 2022). Additionally, this can further have a significant impact on employee retention as employees will foster a level of loyalty due to the support they are receiving in achieving their own vision (Reddy, 2023). 
For a talent management approach to be considered effective, it should not only be focusing on employee development but also on employee retention. There is no secret that during and after the Covid 19 pandemic, labour shortages across many industries have been evident and so an increased focus on employee retention has come to fruition for many organisations and higher management teams (Morse, 2021). According to Smet et al (2022), 41% of people referred to the lack of development and growth opportunities as the reason for leaving a job. Additionally, since the pandemic, there has been a shift in employee mindset and workplace expectations that has resulted in many individuals having a different view as to what they require from ‘working life’ (Morse, 2021). Therefore, this rapidly evolving environment has led to business leaders realising that upskilling and providing opportunities for employees is an important factor that contributes to employee satisfaction and increases retention level, which has never been so vital (Smet et al, 2022).  
Another theory that can be linked to talent development and retention is Herzberg’s two factor theory (or Motivation-Hygiene Theory). The theory suggests that there are certain factors in the workplace that contribute towards satisfaction or dissatisfaction and so the theory can be used to gain a better understanding of employee attitudes (Indeed, 2023). 
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Source – Nickerson, C. (2023)

Firstly, motivating factors are those that are intrinsic to the job and therefore directly contribute towards job satisfaction, whereas hygiene factors are extrinsic and will often cause job dissatisfaction if not met (Nickerson, 2023). Talent development approaches, such as performance reviews or workplace surveys, can help identify areas of dissatisfaction and provide an opportunity to assess the discrepancies before disruptions occur (Indeed, 2023). Ensuring hygiene factors are met can allow the employee to focus on the intrinsic factors which can include advancement and growth within the organisation, whilst also setting a positive tone that any feedback will be listened too (Alshmemri et al, 2017). Additionally, this can also provide an opportunity for the organisation to make motivating factors more prevalent, in order to boost satisfaction and show the company is committed to employee growth with development opportunities (Alshmemri et al, 2017). Consequently, motivators can therefore be included within talent management strategies in order to support a strong level of job satisfaction and an increased level of retention. 
On the other hand, Daniel Pink considers a more modern approach to motivation and employee satisfaction as he argues theories posed by both Maslow and Herzberg are becoming outdated (Rustaggi, 2020). In 2009, Pink published the book ‘Drive-the surprising truth about what motivates us,’ which highlights the effectiveness of three intrinsic elements to motivation: autonomy, mastery and purpose (Pink, 2018). Autonomy links to the aspiration to have control and give direction to our own lives, whilst mastery looks at the desire to continually improve at something significant to the individual (Rustaggi, 2020). Purpose then involves doing something that matters and trying to make a difference, which can often show links to an entrepreneurial mindset (Exon, 2023). Pink argues that to encourage true motivation from an individual, they need to foster an environment that values autonomy, embraces challenges and works towards a higher purpose (Kure et al, 2018). A higher and more genuine level of motivation in the workplace can in turn support a better employee culture, which should lead to higher level of engagement and greater employee retention (Sharma, 2023). Organisations can therefore be encouraged to align their talent development plans with this more modern approach to motivation. For example, allow employees the opportunity to select their own learning paths, continually provide coaching and feedback to facilitate learning and continued development and also highlight how an employee’s growth contributes to the company’s overall vision (Choi, 2017). Therefore, by putting more ownership on the intrinsic motivation factors and collectively working alongside the employee with the talent development plan can result in a stronger level of connection with the organisation and higher level of engagement. 
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Talent management is a continuous process and involves managing the workforce so people stay engaged and meet the business goals more productively (Holliday, 2020). In this study, definition of talent management has been discussed and supports John Bersin’s view that the process must involve steps for recruitment, training, supporting and rewarding people who create value through their work (Bersin, 2019). 
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Source - Schreiber-Shearer (2021)


For Bersin, the talent management process is circular and starts with workforce planning as he highlights the importance of knowing what talent would look like in each organisation (Bersin, 2019). He also highlighted the importance of integrating talent management with the employee lifecycle as leaders will understand what is required or what needs to be prioritised at each stage (Holliday, 2020). By implementing an integrated talent management model it relies not only on the HR function but more importantly on the process of managing people as individuals (Schreiber-Shearer, 2021). For example, area managers might be conducting succession plans for a particular department or location and so by adopting this approach it allows for consideration of who is the right candidate to attract that will match the culture or which internal employee is on the right path to be on the next development plan (Bersin, 2010). The model allows for a more individualised approach, rather than too much focus and responsibility coming from the HR function of an organisation. 
There are a variety of different talent management models, but each one poses a similar message. Most researchers categories talent management into four steps, attract, deploy, develop and assess (Holliday, 2020). These steps are also evident in research by Bersin as he makes links between talent management and the employee lifecycle. Thomas (2022) states that it is important for talent management to begin right at the start of an employee’s journey and so setting a clear aim as to ‘what talent is to us’ is important when attracting the right calibre of people. Once this process is imbedded, the development and management of talent can take place to ensure the employee is supported to thrive within the organisation and ultimately support the business goals (Holliday, 2020). 
However, Thomas (2022) alternatively argues that the process is no longer this straightforward as there has been a huge shift since the pandemic in the amount of talent available, and so it becomes increasingly important to still focus on attraction, without letting the business suffer at the same time. Additionally, due to a cultural change in workplace expectations and individuals re-evaluating the concept of work-life balance, it has resulted in many organisations looking at adapted employment models, with more part-time or temporary employees (Juneja, 2023). This poses another challenge in the development or management stage of many talent management models because goals for these individuals might be different and leaders might need to consider cost implications of supporting such a diverse workforce (Juneja, 2023). Therefore, this can further highlight the importance of the previously discussed social-exchange theory, because it will be essential for employers to align values with individual expectations, and find ways of maximising the opportunities to build positive working relationships (Sopiars, 2022). 
Overall, it can be said that talent management should incorporate many stages throughout the employee lifecycle as it must begin with attracting the right people from the start. Some differences have been highlighted between models, with the common theme occurring when it comes to developing the ‘talent’ and treating each as an individual (Thomas, 2022). This view is also more supported in the modern workplace as expectations have changed, and so personalisation and autonomy within the talent development process is vital to its success and can lead to positive outcomes, such as increased satisfaction, engagement and higher levels of retention.  



[bookmark: _Toc156326857]Chapter Three – Research Methodology 

[bookmark: _Toc156326858]Methodology

This chapter on methodology looks at the research process that has been used in this dissertation and highlights the actions taken to achieve each research objective. The research aims to analyse the extent to which talent management approaches are evident within the hospitality industry and the impact this has on retention. The research will be focusing upon data gathered from Bristol and the South West and will be using Coffee #1 as a case study. This section will particularly look at the design of research and methods use to conduct the relevant research. Additionally, data collection and data analysis will be examined, alongside an investigation in their reliability, validity and any ethical considerations that may need to be addressed throughout the process of conducting research. 
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There are many definitions to support the understanding of the term research, each slightly different, which could be due to the fact there are so many different types of research. An early definition of research comes from Stephenson and Slesinger (1930) who defined research as ‘an organised and systematic way of finding answers to a question.’ However, some definitions of research now include reference to needing to collect an element of data. For example, Cresswell (2008) states that there are three steps to research, which include posing a question, collecting data to support answering the question and then presenting the answer. 
In order to achieve the aims of this study, the researcher will have clear objectives set from the beginning, whilst also establishing a research strategy. Fleetwood (2023) states that when planning the research progress, it is important to have a clear strategy to provide order and direction to conducting the research. This should also highlight any problems the research aims to tackle and involve the writing of clear objectives (Wilczek, 2011). Additionally, Suri (2020) emphasises the importance of considering other aspects when conducting research such as the time and availability of resources, plus any potential unforeseen external factors that could impact the overall research progress. Therefore, the researcher of this study will have a clear research plan set out when collecting data to support the findings on talent development strategies and employee retention. 
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The overall aim of this dissertation is to critically analyse the extent to which talent management strategies are implemented within the hospitality industry and the impacts this has on employee retention. The aim will be to uncover if there is a link between effective talent development approaches and employee retention. It will also aim to investigate whether talent management strategies are evident and actively implemented within hospitality establishments from Bristol and the South West. These objectives influenced the need to conduct empirical research which allowed for the collection of quantitative and qualitive data. This led to the researcher establishing an argument about the importance of talent development strategies within a variety of hospitality establishing from Bristol and using a case study as a means of collecting qualitative data to provide an insight and evidence of potentially implemented strategies.  
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According to Pandey (2014), when conducting any level of research it is important for the individual to remain objective when it comes to the analysis of the results. It is imperative for researchers not to let their values or bias impact their research or influence their analysis (Gandhi and Mittal, 2023).
The researcher has decided to use a variety of different approaches to research, such as a survey and semi structured interview. There will be evidence of both quantitative and qualitative methods that will provide a basis for the researcher when it comes to analysing the different talent management strategies and their impacts on employee retention. In this study, the researcher began with conducting some secondary research to provide an initial understanding of the specific subject. This consists of looking into theories and concepts around the topic of talent management and employee retention to provide a strong foundation of knowledge, before then using this to inform which areas require more depth to support the overall aim of this study. 
In order to inform the reasoning behind the researcher’s choice of methods or processes, they will make use of the ‘research onion’ posed by Saunders et al (2023). This will result in a more systematic approach to collecting research and support with a more sufficient data collection. 
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Source – Saunders et al (2016)
The model above is often used when developing a research methodology to determine the different decisions that a researcher will make. For example, the first layer is the ‘research philosophy’ and highlights the set of beliefs the research is based upon – often described ontological or epistemological (Phair and Warren, 2021). The second layer looks at the research approach and the third looks at the research strategy. Layer four is known as the choices which can be linked to the type of data the researcher chooses to collect (Phair and Warren, 2021). In this particular study, the researcher has chosen to go for a mixed approach, rather than a mono approach, as they aim to provide a deeper insight into the impact of employee retention from different talent management strategies. The researcher believes this insight into talent management could not be achieved by one method alone. Finally, layer five looks at the time horizon and layer six guides the researcher to consider specific techniques and procedures required when collecting data (Sahay, 2016).  These considerations will both be taken by the researcher and discussed later in this study. 
As previously stated, research philosophy informs the first layer of the research onion and the diagram above highlights just a few different philosophies the researcher could choose to consider when commencing research. To discuss just a few, epistemology considers the nature and scope of knowledge, with a focus upon how knowledge is acquired and understood (Vanson, 2014). This understanding can dictate the way in which a researcher perceives and acquires knowledge of the topic they wish to investigate (Moon and Blackman, 2017). It could lead to the researcher choosing methods that prioritise empirical evidence and logical reasoning to ensure the legitimacy of the source of knowledge (Vanson, 2014). On one hand, Tomlinson (2023) argues that epistemological research provides a more structured approach to gaining knowledge and encourages the researcher to deploy a more robust method of gathering information. It also can lead to a deeper level of critical thinking as it will prompt the researcher to question and assess evidence before accepting it as knowledge (Bracken, 2010). However, it could be suggested that due to each researcher having a different epistemological perspective, it can lead to a subjective interpretation as to what constitutes valid knowledge (Lyons, 2016). This could further result in potential bias when analysing quantitative data and cause the researcher to neglect other experimental forms of knowledge (Dieronitou, 2014). 
Alternatively, ontology focuses more upon the existence of entities and the relationship between each issue (Bryman, 2001). When a researcher is delving into a topic, they might look more into the fundamental nature of the reality being studied, as opposed to how knowledge is acquired (Vanson, 2014). This can benefit the researcher because it can create a deeper understanding of reality and provide a more holistic view of the knowledge (Moon and Blackman, 2017). Additionally, Tomlinson (2023) believes an ontological approach to research will benefit a study because it creates a more fulfilled understanding that leads to new theories or perspectives being uncovered. However, the potential drawback to this approach is again linked to potential bias from the researcher as different people will view topics differently, depending on their value, background or prior beliefs (Bracken, 2010). This in turn could influence the outcome of knowledge gained and researched analysed. Nevertheless, it is important to have an understanding of different philosophical research positions because that will enrich the methodologies and practices applied to the research area (Tomlinson, 2023).
[bookmark: _Toc156326862]Different research methods

The term research method incorporates a variety of systematic approaches and techniques that can be used to conduct research (Clark and Ivankova, 2015). Each individual research method allows the individual researcher to gather data, interpret the information and then draw relevant conclusions, ultimately with the aim of achieving the aims and objectives of the study (Cresswell, 2019). Most commonly, research methods could be divided into two key categories know as quantitative and qualitative. The method of collecting quantitative data is more structured as it involves the collection of numerical data which can be used to highlight trends or patterns (Aspers and Corte, 2019). Alternatively, qualitative data aims to explore the meaning and understanding of certain behaviours due to often asking ‘why’ or ‘how’ questions throughout the different methods of collection (Graue, 2015).
As previously stated, in this particular study, both quantitative and qualitative research will be conducted to gather primary data. This is known as mixed method or ‘methodological triangulation’ (Timan et al, 2019). This approach to gathering research is becoming increasingly more popular amongst researchers as it is considered an effective way of acquiring a more in-depth understanding of an issue or posed topic (Clark and Ivankova, 2015). It is suggested by Almalki (2016) that mixed method research allows the researcher to explore an issue in a comprehensive way, that might not have been achievable through one method alone. This is important for this particular study as it allows the researcher to gain a perspective from employer and employee on the subject of talent development.  However, Hafsa (2019) would argue that this approach requires more time, resource and expertise than just considering one approach, otherwise the data collection may be ineffective and pose a question to its validity. Nevertheless, adopting a mixed method approach to collecting research data can no doubt provide a deeper insight into an issue, providing that careful planning and consideration has been thought about before the data analysis (Almalki, 2016). 
 The quantitative data is in the form of an online survey and a semi structured joint interview for the qualitative data. The online survey link (see Appendix 1) was sent to a variety of hospitality organisations in the Bristol and South West area where the researcher already knew someone working, who then distributed it through email to their respective teams. This was deemed the quickest and most efficient way of reaching a large audience of employee within a small timeframe. 
Secondly, the semi structured joint interview will involve two senior managers from Coffee #1 head office in Bristol. These participants have been specifically selected by the researcher due to their willingness to contribute and their role within the organisation as they have a direct involvement with the talent development strategies and processes used. Throughout the joint interview process a deeper understanding will be uncovered about the impact of talent development approaches, its links to employee retention and in turn form a more rounded view of this research study. 
[bookmark: _Toc156326863]Advantages vs Disadvantages of research methods

An online survey poses many benefits as a method of data collection. Due to the nature of quantitative data being easier for the researcher to collate, it is also more time efficient to distribute in comparison to a traditional paper questionnaire which can reduce logistical difficulties and increase the rate of collection (Ball, 2019). Additionally, online platforms used to conduct surveys often have built in data analysis tools, which helps the researcher generate reports to interpret results and again supports the time efficiency for the data collection (Nayak and Narayan, 2019). However, it could be suggested that by only offering an online survey it could unintentionally result in a result bias as it would potentially only be available and appeal to a specific demographic (Mahmutovic, 2021). Furthermore, Ball (2019) highlights the lack of control the researcher has over how much time or attention respondents take when answering questions. This could affect the validity of the data collected and a factor the researcher should take into consideration when analysing the results.
The researcher also chose to collect qualitative data through a semi structured interview. A semi structured interview was chosen over a fully structured interview because it allowed the researcher to pose a few pre-determined questions and then ask unplanned questions depending upon the route of the interview (Pollock, 2019). This provides more flexibility for a researcher because they can delve deeper into specific areas based upon the respondent’s answers, which enables a more natural and comprehensive understanding of a topic (Houlis, 2022). This was also important as the interview took place with two participants who shared different views on the topic; an element of flexibility was allowed for and a more in-depth discussion. However, Kakilla (2021) would argue that this method of data collection can be more time consuming as the interviewer will need to navigate the open-ended discussion and control it when it is time to move on. There could also be questions raised to the level of consistency with this process as it would not be the same for each respondent. However, in this particular case only one semi-structured interview was conducted so consistency is not an impacting factor. 
A focus group was one method that was considered as a tool of data collection by the researcher, but then rejected due to the complexity of getting all participants available at a convenient time.  According to Writing (2019) focus groups take a lot of planning to ensure all the relevant people required for the focus group are available otherwise it can be an unworthy exercise for collecting information. Also, in some focus groups there can be a dominant participant that overhauls the conversation and may result in others being reluctant to share information or even leading to information getting missed (Lawless, 2023). This could reduce the validity of the data and so the researcher decided to conduct a semi structured interview instead as there could be more controlled collection of responses from participants and ensure for more reliable data to be gathered in the short timeframe the research had. The researcher also decided that the two respondents within the interview were the best placed to answer questions on talent management and by including more participants would not have increased the quality of information gained.
[bookmark: _Toc156326864]Reliability vs Validity 

It is important to consider both reliability and validity when conducting any level of research as this will ensure there is credibility and accuracy within the research findings (Bryman and Bell, 2015). The term reliability refers to the consistency and stability of data collection. However, Dudovskiy (2022) provides a more specific definition of research reliability that encompasses the degree to which a chosen research method produces stable results. For example, to increase the reliability of a survey, the researcher can use standardised questions and a consistent method of distribution to minimise the chance of variations occurring from respondents (Reno, 2023). 
Validity in research relates to how well a piece of research actually measures what it is set out to or how well it reflects it claim.  It is vital to address validity to ensure that investigations are conducted accurately and results are dependable (Heath, 2023).  Additionally, according to Singh (2014) validity is important because it increases transparency and reduces the chance to create researcher bias when conducting qualitative research. In order to increase the credibility of evidence and ensure an effective study is conducted, the researcher needs to take into account methods of ensuring validity and reliability within all methods of data collection. For example, specifically in this study, the researcher endeavoured to commit to face validity by making sure that questions posed in the interview covered the appropriate topic uncovered from the literature review. This consideration, along with others, shows measures have been taken to reduce any inaccuracies and ensure the researched maintained its reliability and validity. 
[bookmark: _Toc156326865]Research Timeframe

After taking into consideration the chosen research methodology, the researcher has chosen to use a cross sectional study. This refers to a study where data is collected at just one point in time, rather than at multiple different points of time (Jansen, 2020). This method is also directly applicable to this study as it allows the researcher to look at the current trends and perceptions, specifically in this case around talent management and the influence on retention. This therefore shows that a time factor was not needed in this particular project and the method still allowed the researcher to conduct empirical research (Bryman and Bell, 2015). Additionally, in this study the researcher was working to a strict timeframe and so by adopting the use of a cross sectional study data could be gathered in the most efficient manner. 
[bookmark: _Toc156326866]Limitations

All academic studies must take into consideration any limitations due to them effectively being unavoidable. This specific study has its own limitations, which firstly started with the semi structure interview only have two senior managers. It would have been preferable to conduct a variety of different interviews from different hospitality establishments, however time constraints and lack of resources limited this from happening. Additionally, the researcher narrowed down the focus of the study to uncover an understanding of talent management and its impact on retention. However, talent management is a large topic which could have also been linked to recruitment, performance, and productivity. Nevertheless, this study chose to limit the data to collect to incorporate talent management strategies but link to retention at a primary focus. Given a longer timeframe and great scope of data collection, the researcher could have focused on more dimensions within the ‘umbrella’ of talent management. 

















[bookmark: _Toc156326867]Chapter Four – Data Analysis and Findings 

[bookmark: _Toc156326868]Data Analysis

The purpose of this section is to present the results of data collected from primary research and address the objectives previously set out in this study. The researcher will show the outcome of results from both the survey and semi structured interview and interpret the findings. The survey aims to understand the view on talent management from employees working within hospitality. The survey was answered by employees working within hospitality establishing from Bristol and the South West.  It will also aim to uncover the current situation or experiences employee are exposed to in terms of talent management and if this impacts on satisfaction or retention. 
Additionally, the interview conducted was to investigate the approaches taken to talent development within a specific hospitality organisation and its impact on employee retention. Therefore, the findings in this section will be split into two parts. First, the analysis of the quantitative data and then the qualitative data. 
[bookmark: _Toc156326869]Survey results and data analysis

The researcher used many contacts they already possessed to distribute and collect primary data from a survey. The online survey link was sent to a variety of hospitality organisations in the Bristol and South West area where the researcher already knew someone working, and then they distributed it through email to their respective teams. In total, six different hospitality organisations were used and their teams provided with the opportunity to complete the survey online. Due to time restrictions and many hospitality organisations being extremely busy over the Christmas period, the data collection period was just under one month and the survey managed to receive a total of 81 responses. Therefore, it could be suggested that the 81 responses are not truly reflective of the hospitality industry within Bristol and given the opportunity to conduct the survey again, the researcher could allow for a longer time frame and provide more structure as to how the survey was distributed. Nevertheless, the survey data can still show a snapshot of how talent management is viewed within a selection of different hospitality organisation and the impact this can have on retention.   
[bookmark: _Toc156326870]Demographic of respondents

The survey commenced with five questions to determine the demographic of respondents. The whole survey can be found in Appendix 1. Si (2023) states that it is important to have some demographic questions in a survey as it allows the researcher to know who the target market is and what their views are.  Additionally, the outcome of demographic questions can impact decision making in the long term and potential show a shift of trends in behaviours (Ziegenfuss et al, 2021). 


















As previously mentioned, the above results present a total sample of 81 respondents, of which 49 are female, 30 male and two prefer not to say. There was also a variety of age groups involved within this online survey. However, the largest amount of responses came from 25-34 categories which includes 31 respondents, closely followed by the 16-24 category that had 22 responses. There are only 12 respondents that fall between the three age categories 45 – 65+ and so those under 44 are the main representation of this data collection. Although the total sample is only of 81 respondents, the data show a correlation with a study conducted by the UK Government in 2019 as this highlighted that 44% of their respondents were younger than 35 and only 2% over 65 (Economic Insight, 2019). The government report aimed to look at the hospitality and tourism workforce landscape and assess any skill deficits or barriers posed to the industry but the demographic evidenced in this report shows a strong correlation to the demographic results of this study. 
The next three questions involved the respondent’s position and time spent within the hospitality industry. Question 3 included how many years the respondent had worked within hospitality and 36 respondents came from those who had worked in industry between 1-2 years. There were 12 respondents new to hospitality that had only worked for up to 1 year and 19 people who had worked 2-3 years. Only 14 respondents fell into the last two categories of 3 year and more in industry. However, this data does show strong correlation with the age of respondents because many respondents are mid 20s or younger and so understandably have less years of experience within the workplace. 
Furthermore, the results show that 48 of the respondents are considered to be ‘employees’ within their hospitality organisation. The term employee was used by the researcher as it incorporated a variety of roles, from Barista to Waitress. The next largest percentage of respondents fall within the senior/supervisor category as 25 respondents possess this title and then the remaining respondents are those with a higher degree of responsibility, either middle manager or upper manager. For example, in this context these will be coffee shop store managers or restaurant general managers. 
Finally, the graph above shows that just over half (45 respondents) are employed within their hospitality organisation on a full time basis. The remaining respondents were either part time (25 respondents) or casual staff on zero hours contracts (11 respondents). It was important to include a category for casual staff within this survey due to many hospitality organisations using this method of employment to cope with fluctuations in demand (Witts, 2021). The data is slightly different and under representative of that collected by UK Government because the researcher’s data shows just over 50% of respondents on full time contracts, whereas the data collected by the Government showed 81% of respondents were employees working full time (Economic Insight, 2019). However, it is important to consider this data did not take into account casual workers, whereas the researcher of this study found it necessary to show the representation in their survey results.  Additionally, these discrepancies could also be attained to the amount of respondents within each data collection as the Government report was based on a collection of 268 and representative of larger amount of the population, whereas the survey in this study was only within the Bristol and South West area and so received a smaller number of responses. Given the opportunity to collect more data, this could have changed the percentage difference of those on each contract type, however it is still positive to see a correlation in both surveys that full time employees are of the higher percentage.  
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Figure 1 show a list of statements that aims to investigate the level of employee satisfaction and employee development opportunities available for staff within their organisation. The survey clearly stated that respondents should read each statement and select the degree to which they agree based upon their current employment. 
Overall Results (Figure 2)

Figure 2 shows the overall results of how each participant responded to the survey, answering each statement that was show in Figure 1. The researcher was satisfied with the response rate from participants as all 81 respondents spent time to answer each statement. As the graph shows, there is a wide range of responses from each statement, with only some having a bigger incline than others. Statement 4 shows the most positive outcome with a total of 54 respondents (34+20) answering positively in favour of knowing the requirements of their role. Whilst this statement might not directly link to development and retention, the researcher included some questions to get an understanding of satisfaction and belonging within the participating hospitality organisations. Similarly, statement 1 was linked to employee satisfaction and showed a great level of discrepancy from respondents as 34 total answered negatively and 41 positively. The consideration of satisfaction was important for the researcher to address after uncovering an understanding of social exchange theory and the importance of relationships in the workplace (Alnajim, 2021). Although the researcher is looking into the impacts of talent development and retention, there is still correlation between these elements and satisfaction, hence the need to gather a basis understanding of satisfaction, before predominantly focusing upon employee development. 
Figure 2.1 – Questions focused upon development 

Figure 2.1 highlights the statements that had a specific focus on employee development. Although there is still a mixed variety of responses to each statement, it is evident within the graph that a larger overall percentage of responses fall within the disagree option (Orange category). 
Statement 8 and 11 highlight that progression opportunities are ambiguous and absent from their organisations, with approximately 50% of respondents voting negatively. This data shows strong correlation to statement 12 which asks about employee development programmes and shows a total of 47 respondents disagreeing. Therefore, the lack of direction and development within these organisations could be attributed to the unavailability of programmes for internal employees to enrol upon and be provided with the opportunity for progression. The absence of clear support and development could reduce satisfaction and retention as it relates to Daniel Pink’s theory of needing a purpose to make a difference and be truly motivated (Exon, 2023). Purpose could come from clear training and development opportunities as it sets a path for the employees, with seems to be missing from many organisations involved within this survey. 
Finally, statement 13 showed the overwhelming majority of respondents select either strongly disagree or disagree with a total of 66. The statement aimed to address who development opportunities were available to within their organisation and the resounding answer was that they are not ‘open to all.’ This suggests that most organisations are following an elitist approach to talent development as opposed to an egalitarian approach (Acar and Yener, 2016). 
In conclusion, the outcome from each statement shows a varied view upon employee satisfaction and development opportunities within their hospitality establishment. However, it is noticeable that there is a lack clarity from the perspective of employees as to what opportunities for development are available within their workplace. This could be attributed to statement 12 showing that most company’s do not seem to have their own employee development programmes or it could be linked to statement 9 whereby many respondents do not feel they are supported by their managers and so are not aware of the opportunities for progression. Although there is a disparity between the level of satisfaction in the workplace for recipients, there is still a majority that appear to receive a lack of communication and support from managers. Nevertheless, there is absence of clear focus from the hospitality establishments on employee development and something that will be uncovered further by the researchers when conducting qualitative data and using a hospitality case study to unpick specific talent management strategies. 
[bookmark: _Toc156326872]Interview 

The researcher decided to conduct an interview after the survey results to gain a more in-depth understanding as to what talent management looks like within the hospitality industry and the approaches that are actively implemented. Although the researcher would have liked to obtain interviews from more than one organisation to get a bigger overview as to talent management approaches within industry, they have chosen a case study approached and using Coffee #1 as the focus of their qualitative data. The inability to gain qualitative data from other hospitality establishments with Bristol was often due to time restraints and availability of senior managers in other organisations. However, the joint interview conducted at the Head Office of Coffee #1 involved two senior managers, Head of People and the People Development Manager. Therefore, these respondents were well placed within their role to offer a full insight into the talent management approaches specifically implemented within their organisation and provide their view on how important or successful they have been throughout their workforce. The researcher understands the limitations of only being able to collect qualitative data from one hospitality organisation but has still been able to gain valuable information about specific talent development approaches. This knowledge can then be used alongside the quantitative survey data to gain an understanding of talent development within the hospitality industry and its effects on employee retention.
The interview was semi structured as the researcher came prepared with purposeful questions to ask recipients, however, there were other decisions that took place as the interview was conducted. The prepared questions can be found in Appendix 2. 
[bookmark: _Toc156326873]Interview results and findings

The interview was conducted at Coffee #1 Head Office in Bristol and the company is known across the United Kingdom for its number of Coffee shops. In total, the company has 118 stores, with approximately 1000 staff and 25 ‘support centre or senior’ staff that work within Head Office. The two senior managers involved within the joint interview were able to give the researcher an insight into what the whole company vision has been on talent management but also provide a specific insight into the approaches implemented within the Bristol stores to ensure the data is representative of the rest of the study. 
The first question posed by the researcher was chosen as they hoped to build upon some data collected within the survey and asked the senior managers about the supervision or ‘performance management’ process used at Coffee #1. The People Development manager took the lead here as she has been involved with implementing a newly centralised progress that all stores should now be following. All employees will be on a 12 week probationary period when starting at the company and then be subject to two performance reviews throughout the year. The new process has been digitalised which means every line manager can follow the same process and can also use the system to ensure employees are not missed and receive their two reviews each year. Before implementing the new supervision process, area managers were gathered in a focus group to discuss what these sessions with employees should include and it was a high priority that the meetings included an ‘action plan’ element. This is because in the past employees have expressed concerns that there had been not action taken between each meeting or progress made for the employee. Therefore, goals are set, not only by the line manager, but also the individual employee to state what they want to work towards over the next 6 months to make sure it is personalised to each member of staff. This then forms the start of the conversation at the next review meeting to see what goals have been achieved and where support might still need to be provided.
The Head of People advised that this supervision progress is relatively new within the organisation and was only implemented towards the end of 2021. She stated the shift in focus came as a result of Covid pandemic when labour turnover was at an all-time high and the HR teams began to analyse the key reasons employees were leaving the organisation. It was highlighted in over 90% of exit interviews that lack of supervision or development fell in the top three reasons for people to leave the organisation. This stressed a real importance to change the process and show more commitment to employee support and development. 
During the interview, the researcher asked if there has been evidence yet of the new performance management process positively impacting retention or satisfaction in the workplace. The Head of People shared some data to reveal the rate of retention has dramatically increased and there are fewer employees leaving since the pandemic. However, it was agreed this cannot be solely attributed to the new process as the pandemic caused huge fluctuation in data. Although, it was highlighted by the People Development manager that since the new performance management process has been implemented, supervision or development is no longer in the top three reasons why employees have left the organisation. This could imply positive correlation between the procedures and employee satisfaction since there is evidence that fewer employees are leaving Coffee #1 due to lack of employee development, and potentially leaving for reasons outside of the organisations control. 
The researcher then used another pre planned question to uncover any specific talent development strategies within Coffee #1. There was an immediate response to this question as both interviewees had been working cohesively on the internal programme known as ‘SMIT’ (Store Manager in Training). This programme is to support senior baristas and assistant managers into becoming strong store managers and support them with remaining within the company. The researcher asked both interviewees how the ‘talent’ was identified for this programme or if all employees with a certain title would just be enrolled. The interviewees were clear in their approach to this programme and it was not an automatic enrolment, but rather there were two ways of getting onto the programme. Firstly, the employee could express an interest at their performance management meeting that this is one of their individual goals and bring it to the attention of their line manager. Alternatively, area managers meet with each store manager each quarter and conduct what is known as a ‘succession planning meeting.’ This involves discussing the current situation of staff in each store and provides an opportunity for store managers to highlight those employees with the potential to complete the programme. The employees in discussion for the programme are those with senior or assistant manager titles. Those with a barista title could express an interest in their performance management meeting, could display an interest or objective to become a senior barista, and in turn one day progress onto the SMIT programme. 
Succession planning meetings also provide an opportunity for area managers to discuss the current situation of each store manager, because the aim of the SMIT programme is to support progression to this role. However, this might not be viable if the store manager is very secure in the post and not planning to leave, or potentially if the store with a vacancy is too large for a new manager. Therefore, both the SMIT programme and succession meeting allow for the senior managers to look at the best fit not just for each store but for each individual employee graduating the programme, to ensure they can achieve a well-deserved promotion. The People Development manager highlighted that, in the past, assistant managers have left the organisation because there was not clear route of development or they knew it would be a long while until the store manager position would become available. Therefore, to reduce the chance of this happening, opportunities elsewhere within the company can be provided to these talented employees within the organisation to support their development and progression, and reduce the chance of them leaving. 
There was a positive statistic from the Head of People who looked specifically at the Bristol area which showed that all those on the SMIT programme in 2022 were able to obtain a store manager role within the organisation and are still within their post to date. In turn, this has had a positive impact on Coffee #1 retention figures and shows strong commitment to the new found strategic focus on employee development. Additionally, this success is important for the overall statistics set by Coffee #1 Head Office as they strive towards a 70% rate of internal promotion, which has become even more of a strategic focus for each area manager since the pandemic. 
The researcher also wanted to uncover the interviewees view and stance on employee retention, so prepared a question to address this matter (See Appendix 2). Whilst both participants highlighted that employee retention has always been important at Coffee #1, they noted it has become more of a strategic focus post pandemic and something they are now closely monitoring and actively trying to improve. The Head of People noted that since 2020, vacancies have been much harder to fill and it has become a lot harder to find candidates with the ‘right talent’ and fit for the organisation. She stated there is a fine balance between just filling a role and actually filling with an employee who is the right fit for that store and fits within the organisational culture. These difficulties with recruitment enhanced the importance of nurturing and keeping the talent within the organisation and was the catalyst to a new strategic direction that puts importance on development and retention. The outcome of this also led to the  new position of People Development manager who was appointed late 2020 and a part of the interview. Additionally, the Head of People also noted that previous to this, team meetings in Head Office would be focused on business metrics, figures, and process, and only dedicating approximately 5% of the time to talk about talent development. Whereas, now she believes that although the predominant discussion is still around business metrics, there is closer to 20% of the discussion on talent, process, and internal development plans with each area manager. They are noticing great improvements with their retention figures and would like to attribute it to their clearer strategic direction on employee development and more rigorous supervision procedures, but again reiterate that all processes are still quite new and so would like to gather more data to support this fully. 
Finally, the researcher asked both participants about any future plans Coffee #1 has for talent management. The People Development manager took the lead here as this is a part of her role, and she highlighted that the company plan on two new approaches within the talent management processes. Firstly, they are uncovering the importance of putting more focus on behaviour metrics rather than always looking at business metrics. By this they mean allowing time for employee reflection, opportunities for feedback and uncovering the personal qualities of staff. Previously, they have often rated performance on monetary statistics rather than looking at the individuals working within that store. Therefore, the aim will be to look to readjust the framework for the ‘SMIT’ programme to incorporate more time for reflection and feedback. 
Secondly, they are looking at the logistics of introducing a mentoring scheme for employee on the ‘SMIT’ programme. This would include the opportunity to talk to other employees from other areas or stores to discuss how things are going and to also gain a deeper understanding of the whole operation as each store will do things slightly differently. The hope is that the mentoring programme will give trainee managers a wider insight into the whole organisation but also provide an opportunity for a level of ‘emotional coaching’ as it can sometimes be easier to talk to someone outside of your team. Nevertheless, both interviewees recognise that the future changes to talent development need to include a deeper level of ‘mental’ support, and then, coupled with providing them with the business acumen required for the job, will provide them with the chance of relishing their skills and talent. 
In conclusion, the interviews supported the researcher with uncovering a more in-depth understanding of employee development within a specific hospitality organisation. It was clear that Coffee #1’s focus on talent development is a relatively new concept to the company and something that was not considered as important prior to the pandemic. However, they highlighted a definite shift in strategic focus on talent development and retention as they are recognising the importance of keeping ‘the talent.’ There seems to be much positivity around the introduction of a centralised performance management process and internal development programme, with early statistics showing strong gains in retention and satisfaction. However, the researcher would have been interested, given the timeframe, to re-approach the organisation in the future to see if statistics are still on the incline. Nevertheless, Coffee #1 seemed encouraged by their new strategic focus on employee development, pleased by the benefits of retention and showed a willingness to continually enhance the process in the future. 
[bookmark: _Toc156326874]Chapter Five – Conclusion and Recommendations
 
This aim of this chapter is to summarise the data analysis presented in chapter 4 and review the findings of both the quantitative and qualitative research conducted.  The researcher will specifically discuss the findings of the survey and the semi structured interview based on the existing literature. The results presented in this study will be related to the objectives previously posed, that aim to understand the presence of talent management strategies within the hospitality industry and their links to employee retention. 
The objectives of this study were:
1. To comprehend the extent to which talent management strategies are implemented within the hospitality industry within Bristol and the South West.
2. To analyse whether the talent management strategies within Coffee #1 are enhancing the workforce or have little effect.
3. To assess the potential correlation between talent management and employee retention through conducting both primary and secondary research.
4. To provide recommendations for the hospitality industry on talent management strategies based upon data findings.

[bookmark: _Toc156326875]Are talent management strategies evident within the hospitality industry 

The first objective of this study was to understand the extent to which talent management strategies are implemented within the hospitality industry. The researcher aimed to discover this from the survey results, as respondents from hospitality organisations within the Bristol and South West area were asked a series of statements that would uncover if there was evidence of talent management within their workplace. It was evidence from the survey results that the vast majority of respondents highlighted that there workplace did not have a recognised employee development programme and there was an overwhelming sense of a lack of training opportunities provided to these employees. These results were also supported by the outcome of other statements from the survey which showed many respondents did not see clear paths of progression or receive support from managers with their development goals. However, the data shows that some respondents did vote positively for there being evidence of employee development programmes and opportunities within the workplace. Therefore, although these candidates were within the minority, it still shows that there is evidence of talent management approaches being implemented within the hospitality industry. The current data collated by the researcher is showing that evidence of talent management is rare within hospitality establishment in Bristol, but nevertheless still apparent and being recognised by their employees. 
Additionally, Figure 2.1 shows an overview of results from the statements that directly linked to the employees’ views on support and development within their hospitality establishment. Statement 13 highlights that the vast majority of the employees believe their organisations do not have development opportunities open to everyone within the workforce. This implies that the approach to talent development within the hospitality industry in Bristol is elitist. According to Bonneton et al (2020), one approach many organisations  take to talent development is to focus on those with the most potential and portraying the ‘right talent.’ This approach is often adopted as it allows companies to target their time and resources effectively on those employees that are deemed to be possessing the right skills for the company (Acar and Yener (2016).This is opposed to an egalitarian approach which is where talent development is open to all employees, with everyone receiving an equal opportunity to progress (McMullen, 2023). However, the survey results appear to show that an elitist approach to employee development is more prevalent within the industry and may also link to why many respondents also showed a negativity towards receiving ample training and development within their organisation. Therefore, this elitist approach, coupled with the absence of employee development programmes within the participating hospitality establishments shows little evidence for the implementation and focus on talent management strategies in the industry. 
[bookmark: _Toc156326876]Talent Management approaches within Coffee #1 and their impacts on the workforce.

The researcher chose to use Coffee #1 as a case study when conducting qualitative research to gain a deep insight into specific talent management strategies evident within a hospitality establishment and how they affect the workforce. This is something that could not have been achieved from quantitative data alone, and so the researcher deemed it imperative for the study, to allow time for this qualitative data collection through the means of a semi structured interview. 
The results of the qualitative data suggests that talent management in Coffee #1 is a key strategic focus and has recently begun to positively impact on their employee retention levels. When assessing the outcome of the interview, there was clear evidence of an employee development programme at Coffee #1, which provided a clear route of progression for internal employees. Employees that are currently senior barista or assistant managers are presented with the opportunity to enrol on their Store Manager in Training (SMIT) to provide them with the skills and expertise to progress to a store manager within the organisation. The recognition of talent for this programme could come from the individual showing an interest in progression, but also from the outcome of succession planning meetings where the area manager meets with store manager to understand who they have within their current teams. This approach to talent development is reflective of Bersin (2019) who highlights that talent development strategies should be evident throughout the employee life cycle. The literature shows that some talent development strategies focus on talent at the recruitment and selection stage, but then fail to continue this progress once they have the ‘talented’ employee. However, for Bersin (2019) talent management should be a circular and integrated progress to ensure companies not only attract the right talent but also support them throughout their employment journey. This circular approach is evident within Coffee #1 as they display a clear approach and strategy to support internal employees with their progression throughout the organisation. 
The researcher also concluded from these research findings that Coffee #1’s talent development strategies are positively impacting on the workplace. Although the data provided by Coffee #1 is relatively new due to this new development programme only being implemented post covid, the initial view is that employees are becoming better placed within the organisation due to the exposure they are getting to new skills and learning they receive from other colleagues on the programme. The interview participants highlight that in the Bristol area, all employees that completed the SMIT programme are now placed within store manager roles throughout Coffee #1. This is not only positive for their employee retention statistics, but shows these employees were provided with the support and opportunity to achieve a new position in the organisation successfully. The survey results highlighted to the researcher an absence of focus on talent development within the majority of hospitality establishments, however, Coffee #1 seems to be ahead of the industry in this regard as they are displaying a true strategic focus on employees and their development. 
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When looking to understand if there is a correlation between talent management approaches and employee retention, the researcher used the opportunity to ask Coffee #1 about the data they have to support this matter. The findings indicate that there is a positive correlation between the two and the managers at Coffee #1 attribute much of their current success to the more recent focus on employee support and development. The interview results from Coffee #1 highlights that prior to their new strategy, lack of development and training were within the top 3 reasons  why employees were leaving the organisation when asked in their exit interviews. The lack of perceived support from employees could be linked to the literature on human capital theory as it suggests that education, training and health can contribute to an individual’s productivity and positivity (CIPD, 2017). Talent development should encourage a positive learning environment and lead to the nurturing of employees, which can improve the level of employee satisfaction (Dewey, 2020). Therefore, this lack of focus on human capital theory was contributing to employees seeking alternative employment and experiencing dissatisfaction in the workplace. 
This sparked a concern and need for change from the relevant managers at Coffee #1 and provided part of the driving force for the strategic shift. The introduction of the SMIT programme and a review on the performance management process has believed to have positively benefitted the level of retention at Coffee #1. Supervision or development is no longer in the top 3 reasons why employee have left the organisation which displays positivity in the effectiveness of their talent management strategies. Additionally, all employees within Bristol that completed the SMIT programme are still employed within the business and have been awarded store manager roles which is positively impacting their employee retention levels. The researcher understands that this data is limited to one organisation and so cannot fully attribute a correlation between talent management and employee retention, however is encouraged by the current data available that some level of correlation cannot be ignored. 
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The researcher appreciates the understanding achieved on the topic of talent management through the data collection and believes this has provided a strong insight into fulfilling the objectives of this study. However, the researcher is aware there are limitations to the findings of the results. 
For example, the qualitative data collected is only representative of one hospitality establishment which is due to wanting to take a case study approach to this study. However, upon collating the results, the researcher believes it could have been beneficial to conduct further qualitative data and interview other hospitality establishments within Bristol and the South West to allow a comparison to take place between talent management strategies. This would have provided an even deeper insight into the implementation of talent management strategies within the industry and provided more support to the view that a correlation between talent management and employee retention exists. 
Additionally, the survey results were imperative to the study to understand an employees view of talent development within a variety of different hospitality organisations. The researcher wanted to gather a perspective from not just managers but also employees that will be exposed to these strategies. However, the researcher has identified that given the opportunity to delve deeper into these results, it could have been beneficial to link each result to their specific hospitality establishment. For example, the data shows the majority of respondents highlight there is a lack of clear employee development, but there is a minority that show some positivity to the matter. Therefore, given a longer time frame or the opportunity to re do the structure of the survey, the researcher would have not kept the organisations anonymous as then they could have looked at the correlation between the statement results and the associated organisations. The anonymity was chosen by the researcher and they believe it could lead to more honesty when answering each statement. Nevertheless, including a question to specifically unpick each hospitality establishment could have provided the researcher with further opportunities to conduct more qualitative data. 
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The findings from the data collection show that although some hospitality establishments within Bristol and the South West display evidence of employee development, they are in the minority and it is not an approach that is consistent throughout the industry. This presents an opportunity for other hospitality businesses to get ahead of their competitors and introduce an effective talent management strategy that is encompassing of employee expectations. Government statistics from 2016 to 2022 highlight the industry is still experiencing labour shortages and so finding ways of making one hospitality organisation stand out from its director competitor will be an important objective in order to both fill the vacancies and attract the right talent. 
Additionally, the concept of talent management is not a new approach for businesses but what seems to be prevalent from the literature is that some organisations only consider strategies to be required at the attraction and selection stage of an employee’s journey. Given the increased understanding of labour shortages within  hospitality, employee retention has become more of a focus for many businesses. This has led to the suggestion that talent management strategies should be considered and implemented throughout the whole employee lifecycle. Talent management should be integrated into areas of learning, development and succession planning. Human capital theory brings an increased focus to the importance of providing education and training to employee. This will not only benefit the employee through their ability to develop a new skillset, but will also increase the output and productivity for the business due to the value staff now possess. Hospitality establishments need to recognise that human capital is not homogeneous and realise the intangible enhancements a clear and focused talent management strategy can have on the overall organisation. 
The study has also shown some correlation between talent management approaches and an improved level of employee retention. Whilst the researcher can only attribute this correlation to the data of one hospitality establishment, it is clear that improvements were made to the retention statistics within Coffee #1. This consequently leads to the recommendation for hospitality establishments within Bristol and the South West to review their current strategies surrounding this topic. The researcher recognises that the majority of strategic discussion from an organisations senior leadership team will be focused upon financial objectives, but there should be some allocated time and focus on the people within the organisation and their value as an asset to the company. The strategic shift from Coffee #1 has positively impacted their workforce, retention figures and in the long run this will all have a benefit on their bottom line. Therefore, other hospitality organisations need to have this realisation and start to unpick what changes they need to make regarding their talent management approaches. 
It is also important to highlight that providing more of a focus on employee development and retention strategies involve no immediate monetary investment from the company but in turn can lead to improve employee morale and a more skilled workforce. There is a consideration of how much time and resource can be allocated to the new strategy, but many current approaches to talent development involve resources the organisations will already have, such as coaching and mentoring from senior employees. The management teams within the hospitality industry can look at the most efficient ways to allocate time and effort to supporting employees, rather than needing to rely on expensive monetary rewards that could only provide extrinsic motivation for a short time. Whilst the researcher recognises that management teams should not discard monetary rewards or other employee recognitions to enhance morale and aid retention, it is recommended that these organisations take a more holistic approach to implementing effective talent management practices and ways of improving employee retention. 
Overall, the current study offers various insights into talent management within the hospitality industry in Bristol and the South West. This detailed awareness and proposed recommendations from the researcher can enable relevant organisations to enhance their talent management practices and improve their employee retention levels. However, it is important to take into account that due to the case study nature of this project, the investigation does have some limitations that have been previously discussed and must be considered before applying results to the whole hospitality industry. 
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Age	16-24	25-34	35-44	45-54	55-64	65+	22	31	16	6	5	1	

Gender

Sales	Female	Male	Prefer not to say	49	30	2	

Years of experience in Hospitality 

Years in Hospitality 	1 year or less	1-2 years	2-3 years	3- 4 years	4 years and more	12	36	19	9	5	

Role within your organisation

Role within their organisation	Employee	Senior/Supervisor 	Middle Management 	Upper Management	Director/Owner	48	25	5	3	0	


Type of employment 	Full Time 	Part Time	Casual (0hours)	45	25	11	

Employee view of support and development 

S. Disagree	Statement 1	Statement 2	Statement 3	Statement 4	Statement 5	Statement 6	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	14	9	9	5	25	25	22	10	22	22	10	10	25	Disagree	Statement 1	Statement 2	Statement 3	Statement 4	Statement 5	Statement 6	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	20	32	32	10	32	32	31	37	32	32	30	35	41	Neither	Statement 1	Statement 2	Statement 3	Statement 4	Statement 5	Statement 6	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	6	2	2	12	2	2	1	8	1	1	8	8	2	Agree	Statement 1	Statement 2	Statement 3	Statement 4	Statement 5	Statement 6	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	23	26	26	34	16	16	15	18	15	15	20	15	8	S. Agree	Statement 1	Statement 2	Statement 3	Statement 4	Statement 5	Statement 6	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	18	12	12	20	6	6	12	8	11	11	13	13	5	



Employee view of support and development 

S. Disagree	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	22	10	22	22	10	10	25	Disagree	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	31	37	32	32	30	35	41	Neither	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	1	8	1	1	8	8	2	Agree	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	15	18	15	15	20	15	8	S. Agree	Statement 7	Statement 8	Statement 9	Statement 10	Statement 11	Statement 12	Statement 13	12	8	11	11	13	13	5	
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Figure 3.5: Vacancy rates in construction and hospitality, 2016-2022
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