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Project Context 

Skyline Swansea represents a significant adventure tourism investment, valued at approximately £35–£40 million, located on Kilvey Hill in Swansea. Supported by New Zealand based Skyline Enterprises, the development is designed to reposition the area as a leading visitor destination. It will incorporate a range of attractions, including a cable car system, running tracks, zip lines, and a sky swing, alongside a hilltop restaurant and designated viewing points (Skyline, 2017).  Beyond Skyline’s recreational appeal, the overall project is expected to stimulate local employment and enhance infrastructure with strengthening Swansea’s tourism economy. However, it has also prompted debates around the environmental impact that the destination may have and its long term sustainability practices which generally highlights the need to carefully plan and engage with nearby residents and stakeholders as the progress toward completion is balanced over the coming years for balanced regional growth (Youle, 2026). 
The proposed target market for the new Skyline attraction is a general mix of local residents, visitors from different areas across south wales and the United Kingdom, along with inbound tourists; Skyline is aiming for a 450,000 visitor count per year once made operational, they are a company originating from New Zealand designing a family-friendly and all inclusive visitor attraction made accessible from all destinations (https://www.facebook.com/adventurebrits, 2025). 

Skyline Swansea’s service level recruitment would need to reflect a diverse visitor offering which would need to span the budget, mid-range, luxury and event-focused experiences. Entry level roles would support accessible and high-volume services such as food outlets and cable car operations whilst the mid-range positions would require stronger customer service and supervision skills across the hospitality and leisure working side of things (Evje, 2019). For an example, if Skyline were to provide a high end, luxury service roles, particularly in premium dining or VIP services would have demand for specialist training- However, as Skyline is aiming to be an inclusive experience they won’t require much high-end experience. Overall, hiring strategies must always align with the projected demand for around 100 permanent job roles which ensure a capable workforce that deliver consistent service across all tiers (Skyline, 2017a). Overall recruitment for Skyline Swansea is extremely critical for service quality and guest experience as it is the main source for both sectors. The people you will hire in a business will both shape how diverse your team is and how the customers are treated, service-based jobs are where staff members are they face and turn the companies ideas and aims into a reality; bringing people in who have genuine empathy for people and have advanced skill sets who also have aligned values will make sure customers experiences are always positive and meaningful (Lyon, 2024). 





Problem or Opportunity Identification 
The current challenges regarding recruitment in the UK reflect a combination of structural and short term pressures that are having an increasing impact across service led industries which includes labour shortages, reduced candidate availability and a clear difference between employer expectations and applicants expectations which is creating an extremely difficult environment for organisations to attract and keep suitably skilled staff (members who may or may not already have the skills for that particular job position). It is not just a hiring issue, it is also a broad operational consequence that directly affects service quality and businesses performance (Cameo Recruitment , 2025). From the perspective of service delivery, staffing gaps or businesses relying on under qualified or temporary contracted workers can lead to business inconsistency (James, 2023). When teams in a workplace are stretched, employees are often required to cover multiple roles or work more hours than they are contracted which can affect attention to detail and reduce the service standards that are expected of them. Over a period of time, this repetition of management can shift a business away from proactive and high quality service delivery which could push the focus more onto coping with a workload rather than excelling and serving customers (Cameo Recruitment , 2024). 

According to hrnews.co.uk, around 40% of UK business just tolerate poor staff performance in order to compensate for recruitment issues, in areas when an employee is not meeting expectations whether that’s a performance issue, misconduct or bad attendance rates, it is important for businesses to assess these situations and fix them in order to help those in search for a job and to also boost their own reputation (Team, 2022). Staff performance rates is evidently tied to recruitment pressures, employees working in understaffed environments are more likely to experience fatigue and have a reduced morale which can closely impact productivity as previously discussed. In addition to this, when organisations are forced to recruit quickly and from a very specific pool of applicants there may be less emphasis on cultural fit or long term potential; which can result in high turnover or further destabilising teams and creating a cycle that is difficult to break. Guest experience is easily affected by these challenges in front facing roles, interactions affect perception of a brand and staffing shortage issues, delays or inexperience can lower standards even when individuals are doing their best in difficult conditions (The Caterer, 2021). 










Academic Theory and Literature 
The Service Profit Chain is a business framework that explains how the quality of internal service within a company impacts employee satisfaction and engagement. When employees are more satisfied, they tend to be more productive and efficient, which ultimately leads to better customer satisfaction, stronger loyalty, and increased profits. Developed by leading Harvard professors, the model shows that profit is a direct result of customer loyalty, which comes from the value of the service they receive (Mahan , 2020). Human capital theory is the idea that people skills knowledge and experience of valuable assets that contribute to economic productivity. It suggest investing in education and training improves individual performance and organisational success. The theory is used to explain wage differences guide workforce development and support decisions in education and long term business growth (Wuttaphan, 2020). 

Psychological contract theory describes the unwritten expectations between employees and employers regarding mutual obligations, such as effort, loyalty, and rewards. It was developed by Denise Rousseau and earlier shaped by Chris Argyris. The theory is used to understand workplace relationships, manage expectations, improve engagement, and reduce conflict arising from perceived breaches of trust. Psychological contract theory describes the unwritten expectations between employees and employers regarding mutual obligations such as effort loyalty and rewards. It was developed by Denise Rousseau and earlier shaped by Chris Argyris. The theory is used to understand workplace relationships manage expectations, improving engagement and reduce conflict arising from perceived breaches of trust (Hansen, Rousseau and Tomprou, 2015). Frederick Hessberg’s motivation theory known as the two factor theory explains the job satisfaction and dissatisfaction and influence by different factors including hygiene factors, pay and working conditions prevent satisfaction while motivators such as achievement and recognition drive satisfaction. The theory is used to improve employee motivation, job design and workplace satisfaction helping organisations create more productive and engaged workforces (Sales Training International , 2026). 

High-performance work systems are integrated human resource practices designed to improve employee skills commitment and productivity, They combine recruitment and training with performance management and rewards to align workforce behaviours with organisational goals. These systems are used to enhance efficiency and support innovation whilst also making sure to maintain competitive advantages through more effective management of people within an organisation (Lee, 2015). The talent management theory focuses on how organisations attract and develop and utilise their employees with valuable skills and potential. It emphasises aligning workforce capabilities with strategic goals through recruitment and performance management with all succession planning the theory is used to build a suitable talent pipeline and improve organisational performance whilst also maintaining competitive advantage in changing business environments (Al Ariss, Cascio and Paauwe, 2014). 




Advisory Operational Plan 

	Objectives 
	Key Actions
	Who Is Responsible 
	Timeline
	Resources Required
	Expected Outcomes

	Establish an efficient recruitment process for Skyline Swansea to ensure all roles are filled before openings. 

	Identify staffing needs, create job descriptions, advertise vacancies, and carry out structured interviews and selection methods.

	HR team manages recruitment. Hiring managers conduct interviews. Senior management approves decisions.
HR leads campaigns.

	1-2 months before opening  

	Recruitment budget, job platforms, HR time, interview materials
	Key roles filled with suitable candidates ready for launch.


	Attract a high quality and diverse talent pool alined with Skyline’s values. 

	Promote employer brand through social media and local networks. Highlight development opportunities and company values.

	Marketing supports promotion. Managers engage with candidates.

	1-3 months during recruitment 
	Marketing tools, social media, advertising budget, local partnerships. 
	Strong applicant pool with candidates suited to organisational culture.


	Ensure a positive candidate experience to build Skyline’s reputation as a new employer.

	Maintain clear communication, provide timely feedback, and conduct professional, structured interviews.

	HR coordinates communication. Hiring managers conduct interviews. 

	After 2 months and continue after opening
	Communication tools, applicant tracking system, staff training. 
	Improved candidate satisfaction and higher offer acceptance rates. 








Impact On Service, Hospitality and Guest Experience 
This recruitment focused operational plan improves staff capability by ensuring Skyline Swansea recruits individuals with the appropriate skills, knowledge and potential from the beginning of business. Structured selection process helps place candidates in roles that match their abilities which lead to higher performance levels along with induction and training programmes further enhance employee competence by developing a job specific skills and building confidence in their role (CIPD, 2024). Employee engagement is strengthened through clear communication, professional recruitment experiences and early introduction to the organisations values. When employees feel supported and informed from the outset, they are more likely to feel motivated and committed (Gallup, 2025). In addition to this, opportunities for development and fair management practices contribute to increased job satisfaction and encouraging employees to engage more with their work and remain with the organisation for a longer period. 

This operational plan also enhances service consistency by ensuring that Skyline Swansea hires the employees who meet clear requirements and organisational standards from the outset. Structured recruitment and selection process help identify candidates with the right skills, behaviours and attitude which will lead to more reliable performances across all roles consistent on boarding and induction programs ensure that all employees receive the same training expectations and understanding of service standards (Kandola, 2025). Communication during recruitment and early employment stages help align employees with company values and procedures ongoing monitoring and feedback allow managers to address performance issues quickly and maintain standards and as a result of this employees deliver a more uniform level of service by improving customer experience and strengthen in the overall reliability and reputation of skyline (Gajdosikova, 2021). 

This plan supports Skyline Swansea’s philosophy by building a workforce that reflects its core values from the very start by focusing on recruiting individuals who align with the companies set standards and expectations. The plan will ensure employees naturally deliver the type of service that skyline is aiming to provide structured boarding and clear communication reinforce these values by helping the staff understand what is expected in terms of behaviour and performance by them. The emphasis on development and engagement also supports a culture where employees feel valued and motivated which is key to delivery and consistent and high-quality service. When this is impact this means the philosophy is not just stated but actively demonstrated through the employees actions.

The advisory operational plan also improves guest satisfaction and loyalty by ensuring that Skyline employ individuals who are well suited to the roles that they are looking for who are also capable of delivering a consistent service by selecting candidates with the right skills and attitudes. The employees are more likely to interact professionally and respond effectively to guest needs therefore boosting team morale, structured onboarding processes  also ensures the service standards. Ongoing support will also enable employees to perform confidently which will reduce errors and improve their overall service when guests receive consistent high-quality service ; They are most likely to feel satisfied and special with their experience overtime this consistency will help build trust and encourage repeat visits from guests this will also contribute to stronger guest loyalty and a positive reputation for skyline Swansea in the competitive market environment that they are stepping into (Sheehy, 2024). 
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