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[bookmark: _Toc321820742]Executive summary
The proposed Swansea aquarium will rely quite heavily on talent development to deliver high-quality visitor experiences. This report outlines how training and staff development can improve employee's overall performance., service consistency, overall customer satisfaction, supporting the aquariums long-term success in Swansea growing tourism industry thanks to the new regeneration waterfront project.

[bookmark: _Toc340482772]1.0 Project context 
The newly proposed Swansea aquarium forms a part of Swansea councils regenerative plan for the waterfront. The regenerative plan has been created to improve visitor numbers and bring in more tourism to the city. Developments in the city can be crucial for binging in tourists overall, all while in increasing the economic spending add in reference. The proposed aquarium will have a target market of families, schools and potential out of country visitors. An aquarium is an experience development, that will be run in a professional manner with excellent service and out of this world equipment. In those types of environments, employees play an essential role in the visitor experience. It has been shown that the employee behaviour can affect the customers satisfaction levels (PDW, 2024). This then adds on to the need for constant employee development within their jobs. Further improvement can increase customer satisfaction and making them a priority. 
The process of improving employee skills, knowledge, and talents to improve service quality and business performance is known as talent and development in the UK tourism and businesses. Because tourism industry depends so heavily on customer facing connection, having employees who are motivated and well trained is essential to deliver an excellent visitor experiences. Staff training., job growth opportunities., in house guidance, and professional development for all examples of talent development. Because of issues, including high employee turnover., staff seasonal demand, and skills shortages, talent development is especially crucial in the UK tourism sector. Roasting customer satisfaction employee retention., talent development may help tourist businesses such as the aquarium remain competitive and successful long-term.

[bookmark: _Toc2022712951]2.0 opportunities
The aquarium will be faced with many different challenges during running times. The need for this business to run with efficiency all while providing a high-quality service. The tourism and hospitality industry faces high turnover annually; this is because of different demands during busier times of year, along with the different skills sets. With different skill sets this can make it difficult to maintain good service and standards throughout the business. ADD IN REFRENCE. 
Adding, the industry requires its employees to have and demonstrate those skill sets, for the aquarium to run smoothly. In line with the aquarium the skills needed would be marine wildlife knowledge, all while being able to engage and educate the visitors. This dual skill set is essential to facilitate meaningful visitor experiences that promote learning and conservation awareness ZEPPEL, H. and MULOIN, S. (2025). 
The employees are expected to manage their behaviour to meet the standards of the aquarium. As stated by Arlie Hochschild, (2017), this can also lead to the job becoming high stress and lower the overall job satisfaction, then leading to high staff turnover. Further research shows that without staff training and high demands the employee quality of service would lower (Manfreda et al., 2024). 
Although as a new development, the aquarium can present itself as an opportunity for the development of Swansea. By coming across as an opportunity the aquarium can build a strong foundation for the workforce to work efficiently. 

[bookmark: _Toc1501223946]3.0 academic theory and literature
Talent development is supported by a various type of framework. 
The service profit chain (Heskett, Sasser and Schlesinger, 1997) shows that a direct relationship between employees, service and customer satisfaction. This shows that invest in the employees training and overall knowledge of the business will help the customer satisfaction in the long term. The human capital theory (Becker, 1993) also adds to this by emphasising the value of the employees' skills and knowledge, as they are assets. In industries such as the tourism and events, this is important as they directly have an influence on the customer satisfaction. 
Effective people management is also critical for performance of the business. As stated by (Armstrong, 2011), having structured learning development incentives can entice employees to perform more effectively. Likewise, Johnson, Carlson and Kavanagh, (2025) also highlights the need for continuously train your staff to maintain staff knowledge. 
As most like most employers, they expect their staff to have development progression. When expectations of the employee are met, the employees remain in the business and keep their engagement up (Sciencedirect.com, 2015). This is supported by (Collings and Mellahi, 2009), who also emphasise the importance of the importance of talent management in employees. 
[bookmark: _Toc734048884]4.0 operational plan 
The proposed talent development plan aims to create a work group that is skilled in their own specific areas, this is done because higher knowledge in areas equals a high customer engagement overall. Further, prior to the aquarium opening the business should have a training day or week. The training should include basic customer service and overall knowledge of the business; this is recommended to be completed in a role play set up. Role plays help the staff see and feel what it would be like in such a situation, along with the pressure of having to act on the questions or problems. According to salas et al (2012) to improve employee performance and customer service quality, structured training is necessary for a business to run successfully. 
Increase in staff training and development continuously should be implemented into organisation. With regular training sessions both online and in person to be completed every three months, this then keeps the staff's knowledge and skills up to date. These training sessions should be role plays, workshops, and updates on the business. Continuous training is a necessary element of talent development, as it gives business the opportunity to adapt to the dynamic demands of the knowledge economy and evolving business environments. Having training supports the staff in such a skilled work environment, giving the staff chances to progress (Shan and Wang, 2024) (Paudel, 2025).
By encouraging organisational engagement and lowering staff's intentions on leaving, the need for clear progression in the organisation is there as it will increase staff motivation. Opportunities for career progression opportunities are some of the main motivators that keep employees in the business. (Al Balushi et al., 2022)
According to research, there is a gap with regards to skills that employers may require and those the job training offers. Also, when it comes to communication problem-solving and computer literacy, it highlights the need for digital development of skills to learning in the training systems that can be offered which is supported through online training platforms (BUSELIC, M. and BANKO, D., 2021). 
The recognition of green and sustainable people management in remote and sustainability within the travel and tourism of industry is growing every day. By encouraging sustainable organisational culture improves outcomes in the tourist and hospitality industry all while improving the green sustainable performance of the aquarium (Sultan Mohammed Alkhozaim et al., 2024).
This then demonstrates that building human resources as dynamic for environmental considerations within talent management techniques can support sustainable tourism performance (Al-Romeedy and Alharethi, 2024). 
It is expected that successful completion of this talent development plan will improve visitor satisfaction and employee performance. Employees will be prepared to provide interest in educational visits and be confident in their interactions with guests., by increasing staff skills to organise training and outgoing development. This training is crucial in the setting of an aquarium we're learning and interaction our main part of the experience for all visitors and guests because of their staff a vital for providing the businesses service services and creating the best possible visitor experience.
The consistency of providing services will also be helped by training programs regularly. This means that every guest has a reliable and outstanding experience at the aquarium. customer satisfaction is heavily impacted by interaction to staff in experienced based tourism, where services are invisible like the aquarium (page 2019). Keeping a good reputation and meaningful visitor experiences and expectations massively depend on staff interactions.
Adding on, offering constant training development opportunities can increase employee motivation. Therefore, employees are more likely to feel appreciated and committed to their jobs when they feel that the business is contributing for their career development (Parsons, 2022). This then supports the idea the better individual results are the outcome of good people management techniques with regards to training. Further, motivated workers are more likely to put more effort into the job which can improve experiences for guests and visitors.
Improvements and service quality can be achieved through training and development. Employees are more prepared to respond to the needs of visitors and adapt to various situations as they become more knowledgeable and confident. According to research by (Riquelme, 2024) training programs can improve efficiency in organisations and service quality in hospitality settings. 
The long-term advantages of training staff will be costly; however, they will become a minor cost as staff skills improve. Staff training means customer happiness, decreased employee turnover, and increased efficiency are all main outcomes of investing in the staff talent development. From a management standpoint, this shows and demonstrates how resources are effectively allocated to support businesses aims and objectives (Townsend, 2025). 
Overall, placing this talent development plan into the aquarium will support the consistent and high-quality experience for visitors, increase staff knowledge and skills contribute to increased satisfaction, repeat visitation and overall positive word of mouth. 
[bookmark: _Toc1677579465]Conclusion 
In conclusion, this research has shown that talent development is key to the proposed Swansea Aquarium's successful operation.  The aquarium has the potential to draw a large crowd as part of Swansea's overall reintegration plan, boosting the city's tourism sector and economic growth. However, the business's ability to develop and maintain skilled and motivated workforce will be vital for its continued success. 
[bookmark: _Int_huYRyPCK]This report identified a range of problems that can be often related to the travel and hospitality industry, such as high staff turnover seasonal demand, and the demand regarding physical work. When these problems are not properly dealt with, they turn into the negative effect that happens with regards to visitor satisfaction and overall service quality. Additionally, in order to deliver engaging and educational visitor experiences, the staff must have great communication skills and professional knowledge of the sector that they're in. The sector is the aquarium. 
So many different applications of the theories such as the human capital theory and service profit chain, their report highlighted the need for investing in training for employees as well as their development within the business. The proposed plan recommended preopening training., regular development session sessions for the staff, mentioning career progression, and digital learning systems to improve staff and business performance. 
The report suggests that talent development can improve employee's confidence, motivation, and lower turnover or while maintaining constant service. In doing so this will have a positive impact on the visitor satisfaction, increase potential return visit visitors, and create a positive reputation of the Swansea aquarium. The long-term benefits that come with providing the staff with training can reduce stuff turnover, therefore the cost of the training would be worth in the long-term. 
Overall, the need and practicality of talent development training was supporting the staff in the delivery of quality visitor experience and contribute to long-term sustainability for the aquarium in the Swansea economy. 
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