                    [image: ]
                                                                                                                                                              
Operations Management for Tourism, Leisure & Events
(BMTP5019)
Susie-May James
2404489
Deborah Jenkins
Word Count: 1904

HR Advisory Operational Plan for Recruitment



1. Project Context

According to Swansea Council (2024), there is an increasing demand for high-quality hotel accommodation in Swansea, with a projected need for additional premium hotel rooms by 2026, in order to support growth in tourism, business travel and large-scale events within the city. This presents a significant opportunity for investment in the luxury hospitality sector. 

In response to this, the following operational advisory plan is based upon the proposed development of a new luxury five-star hotel in Swansea, designed to address this growing demand for high-end accommodation. The hotel aims to position itself within the premium hospitality market, offering exceptional service standards, modern facilities and a personalised guest experience. The main target market includes corporate individuals, leisure tourists or international visitors seeking high-quality accommodation and services.

The service level of this luxury hotel resort is expected to be exceptionally high, with a strong emphasis on attention to detail, efficiency and personalisation for total customer satisfaction (Hotel Labs, 2025). Not only does this include the physical environment but more importantly the professionalism and performance of staff across all departments (Pavlenko, 2025). As a result, HR procedures and practices are essential to ensure employees are well-prepared to deliver these standards.

The chosen HR focus for this operational plan is the recruitment process. Recruitment refers to identifying, attracting, interviewing, selecting, hiring and onboarding employees (Smart Recruiters, 2018). In the context of this luxury hotel in Swansea, guest experience is a key differentiator compared to standard hotels, meaning the effectiveness of the recruitment process directly impacts service delivery, staff performance and overall guest satisfaction (Caruana, 2025). Conversely, poor recruitment choices can result in inconsistencies in service delivery & quality, while well thought out recruitment, builds employee confidence and long-term success of the hotel (Now Edge, 2025).



2. Problem or Opportunity Identification
The hospitality industry experiences frequent staff movement, seasonal fluctuations and demand, making effective recruitment a crucial consideration to master for many hospitality businesses (Jackson, 2026). In the context of this specific project, one of the major HR challenges is the recruitment and retention of employees, who have all the skills needed to deliver the role successfully and confidently (Xpert Resourcing, 2025). Many current hospitality organisations often focus on filling vacancies quickly due to operational pressure, rather than selecting candidates who align with the organisation’s service culture and long-term goals (Dodd, 2026).
These quick decisions are often based upon seasonal demand pressures to fill these short-term staffing needs rather than prioritising candidate suitability (Noorani, 2026). This technique can lead to a variety of consequences. One being the high levels of staff turnover. Seasonal peaks and tourism demand can intensify the recruitment pressure for many businesses, often leaving managers to make rational decisions by opting speed over quality in the selection process (Graf, 2025). These poor decisions can also have a direct impact on the individuals hired as they may not feel aligned or matched for the role, resulting in early resignation, ultimately causing further operational disruption and recruitment costs (People Management Insight, 2025). 
Delving deeper into these ripple effects caused by poor hiring decisions, if an unsuitable candidate was chosen, this underperformance within the individual will most likely have a negative impact on the rest of the team, affecting staff morale and reducing general productivity (StaffLex, 2026). To further support this point “a bad hire can reduce team productivity by up to 40%” (Bailey and Sherwood, 2025). This highlights the direct impact that one poor hiring choice can make to an entire workforce.
Arguably, the most impactful consequence is reduced guest satisfaction and service delivery. Inexperienced or unmotivated employees may struggle to meet guest expectations, respond effectively to service challenges or maintain the company standards (Melnyk, 2024). Over time, this can really damage the hotel’s reputation, reduce guest loyalty, negatively affect online reviews and repeat business. 
According to (Dodd, 2026), “over 80% of hospitality employers identify recruitment as one of their biggest challenge”. In response to this statement, it is important to acknowledge these struggles that businesses across the industry are facing and ultimately find solutions to help alleviate this problem and stress on HR recruiters. A suggestion to tackle this issue is effective recruitment planning in order to plan ahead of the busy periods so that sufficient staffing levels are secured before these peak times hit (MacDonald & Company, 2024).
Overall, improving this recruitment process opens up the opportunity to hire employees who fit both the role and company culture, while improving staff retention, service consistency and guest satisfaction. This will eventually show up in the businesses performance and also be a competitive advantage for the hotel. 




3. Academic Theory & Literature 

Effective recruitment in the hospitality industry requires organisations to attract and select employees who not only possess the necessary skills, but who also have the interpersonal skills and are also capable of delivering high levels of customer service in demanding service environments (High Performance Consultancy, 2021). Many of these can be supported through various HR and service theories. 

Human Capital Theory
Human Capital Theory (HCT) in hospitality recruitment views employees not as costs but instead as valuable assets as they bring knowledge, skills, emotional intelligence and experience that ultimately drives organisational performance and guest satisfaction (Ullah et al., 2022). The journal goes onto say that investing in hiring and training amongst employees will support the organisation through enhanced staff performance, meaning better service quality and guest satisfaction.

Person-Job Fit Theory
The Person-Job Fit Theory can be defined as the match between an individual’s knowledge, skills, experience and personality, with the requirements of a specific job role (Afsar, Badir and Khan, 2015). If employees are recruited into roles that do not align with their abilities or expectations, this can lead to poor performance, low job satisfaction and early resignation. Applying this theory within the hotel recruitment process allows managers to identify candidates who are better suited to customer facing roles, helping improve productivity and service consistency. 

Person-Organisation Fit Theory
Closely relating to the previous theory is Person-Organisation Fit Theory; where this examines the compatibility between individuals and organisations, in which whether they share similar core beliefs, values and cultures (Questionmark, 2021). Recruiting individuals who’s values align wiht the hotel’s brand culture can only enhance employee engagement, commitment and long-term retention (Cheng, 2014). This is particularly important in hospitality, where employees' attitudes and behaviours directly influence guest experience.

Overall, these theories demonstrate that effective recruitment should focus not only on filling vacancies quickly, but on selecting employees based upon their skills, personality and values to support long-term organisational success of the hotel.


4. Advisory Operational Plan for Recruitment


4.1 Objectives of the Recruitment Plan

“A recruitment plan serves as a structured roadmap for acquiring top talent efficiently” (Oliver, 2025) (See Appendix A). It offers a guideline to follow when considering key aspects such as specific roles, skills as well as timelines needed, helping businesses take actionable steps within the hiring process that improve the quality of hire. This plan aims to enhance workforce quality by suggesting recruitment practices that prioritise finding candidates with the right skills, experience and suitability for the organisation’s working environment.

4.2 Recruitment Operational Plan

	Recruitment Stage
	Key Action
	Responsibility
	Timeline
	Resources Required
	Expected Outcome

	Workforce Planning
	Forecasting staffing needs based on occupancy & seasonal demand (Amit Saproo, 2024)
	HR Managers & Department Managers
	Monthly review
	Staffing reports, turnover data
	Reduced staffing shortages, more prepared & less rational hiring decisions.

	Job Analysis
	Update job descriptions & required competencies
	HR team
	Before recruitment begins
	Job specifications, manager input
	Better candidate-role match & organisational-Person Fit

	Candidate Attraction
	Advertise job roles through social media, job advertisements 
	Recruitment Team
	Ongoing
	Recruitment Budget, digital presence & platform
	Reach a larger audience, also gain more interest

	Selection Process
	Conduct structured interviews and service based assessments
	HR & Hiring Managers
	1-2 weeks
	Interview guides & assessment tools
	Higher quality hires 

	Job Offer
	Provide clear contracts and role expectations
	HR Team
	Immediately after selection
	Offer letters, onboarding documents
	Improved offer acceptance



4.3 Explanation and Justification of Key Actions

The first stage of the recruitment plan focuses on workforce planning. Due to seasonal demand pressures and fluctuations or increases within occupancy levels, hospitality organisations often face staff shortages (Dodd, 2026a). By reviewing workforce requirements in advance, management can reduce the need for rushed hiring decisions and improve recruitment quality! 
The second stage involves reviewing job descriptions and identifying these key competencies required for each role. This supports the Person-Job Fit Theory, which suggests employees perform better and are more engaged in their role when their skills and experience align with job requirements (Huang, Yuan and Li, 2019). Showcasing clearly defined roles allow managers to attract candidates who are better suited towards the job role. 
Moreover, candidate attraction is crucial. By using a variety of recruitment channels, increases the potential audience that the job can reach. Attracting these skilled applicants improves the organisation’s ability to recruit individuals who can deliver high service standards.
Finally, structured interviews and scenario-based assessments help managers assess communication skills, teamwork and customer service. It also supports the Person-Organisation Fit Theory by assessing these individuals' attitudes and personal values prior to hire, helping to ensure that new employees align with the organisations core values, brand and culture (Afsar, Badir and Khan, 2015). This can help improve employee commitment, reduce staff turnover and strengthen service consistency across the organisation. 

5. Impact on Service, Hospitality & Guest Experience
This advisory operational plan is designed to benefit the new proposed hotel’s recruitment structure by suggesting ways to improve with achievable actionable steps that can be taken to reach the desired outcomes. This ultimately will benefit the hotel long term as a strong workforce will be formed, meaning service delivery is consistent, guest satisfaction is exceeded and the brand reputation is positive.
One of the main impacts of improved recruitment is increased staff capability and engagement. Recruiting candidates with the appropriate skills, experience and customer service qualities allows employees to perform their roles more effectively and confidently (Stand Together, 2024). Employees who are better suited to their positions are more likely to adapt successfully to the working environment, contribute positively to team performance and remain committed to the organisation. This reduces employee turnover rates and strives towards creating a more stable workforce. 
Similarly, effective recruitment can also improve service consistency throughout the organisation. Hospitality businesses depend on employees to deliver professional and personalised experiences to guests on a daily basis, especially with a new 5-star luxury hotel in Swansea. By selecting candidates who are capable of meeting the organisations service expectations, management can improve communication, reduce service errors and maintain consistent standards across all departments. This helps to support the organisations service standards, as well as strengthening operational efficiency. 
The recruitment plan can also enhance guest satisfaction and customer loyalty. Guests are more likely to have a better experience when employees are approachable, knowledgeable and responsive to their needs (Irene, 2024). Consistent and high quality service can increase customer satisfaction, encourage repeat visits and generate positive online reviews and feedback. This is particularly important within the hospitality industry where reputation and customer perception strongly influence business success.
Finally, another significant factor regarding recruitment is reducing staff turnover though this operational plan and these improved recruitment practices can lower operational costs associated with repeated hiring and training (Dicks, 2025). Planning ahead & taking the time to make these fundamental hiring decisions can directly impact the business itself, workforce dynamics and overall customer experience. 


Appendix A – Recruitment Plan Visual 
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