





Executive Summary:

The workforce has changed dramatically since the emergence of the COVID-19 pandemic. Since the first lockdown in March 2020, where the UK Government imposed sanctions and restrictions on how people live their lives and how they should work safely. As a result of this, Organisations such as Park Dean Resorts temporarily closed and the hospitality industry faced unprecedented restrictions, such as full closure. Once reopening was permitted in June 2020, how organisations approached business was greatly modified and the paradigm of safety conscious work practices have continued to this day. 

Not only has the pandemic changed the way organisations work, but it has also changed employees’ expectations of work. The Chief executive of CIPD Peter Cheese (2021) believes that the workforce is facing a “Great Reset” alongside the term coined by Peter Cheese “The Great Resignation”. The premise of both terms is that the workforce has come to expect a work-life balance with a greater need for flexibility. 

The changing needs of society has led to record breaking employment but also excessive labour shortages across many industries. 
For Park Dean Resorts to be successful, Talent Management strategies will need to be adapted in line with the change of societal zeitgeist. A review of Company branding and the requirement for diversity amongst its employees is and future labour force is of great importance. Adaptations are required in the interviewing process as outlined in this report alongside the requirement to upskill and succession plan current and future recruits. Along with the aforementioned, Flexibility and providing employees with work life balance will ensure Park Dean Resorts attract talent as well as retain them. 
With the future uncertain and much of the UK still under some form of social restriction, inflation is at record levels, it is recommended that Park Dean continue with their enhanced wage package as the workforce looks to survive the current economic conditions. 
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                  Introduction:	

The purpose of this report is to analyse and to provide an extensive evaluation of the internal and external Talent Management issues faced by Park Dean Resorts in addition to the wider labour market during COVID-19 era. This report aims to give a detailed overview of how practices and provisions can be put into place within organisations, and specifically Park Dean Resorts to improve employee retention and recruit talent in a difficult climate, whilst providing a detailed critique of current systems and future workforce strategies. 
According to Park Dean Resorts (2021) They are the largest UK holiday park operator with 67 holiday parks in the UK, PDR has at its peak in excess of 6000 employees. (Phillips 2021) 
Due to the seasonal nature of the hospitality and tourism industry, its workforce is largely flexed throughout the year, offering largely seasonal fixed term contracts. In addition, some job roles are recruited through agencies with only managers and head office employees on established, full time contracts. 
This offers more challenges in a difficult labour market, where recruitment, training and retention is paramount to the success of an organisation. This report will specifically analyse seasonal worker contracts.

Despite challenges in the labour market and the seasonal nature of Park Dean Resorts, there are key strategies that can be implemented, and existing talent developed to fulfil key roles in the future. As referenced by Peter Cheese, CEO for CIPD (2021), if organisations are supportive and create positive cultures whilst embracing diversity then the current and future challenges can be met. 

The report intends to highlight and illuminate the difficulties faced in workforce planning during the COVID-19 era and highlight professional and academic references to manage the future of Talent management both within organisations and external factors that are present themselves to organisations as a result of the pandemic. 
As the CIPD report Resourcing and Talent management planning survey (2021) outlines that the COVID-19 has had an unprecedented effect on workforce planning, with two-fifths of businesses utilising the furlough scheme and one in five organisations making redundancies during 2020. Recruitment and Training has also been worsened by social distancing measures resulting in distanced recruitment via online platforms and challenges with effective onboarding for new recruits. However, in a surprising turn of events to the initial dismal projections for unemployment post lockdown the Office for National Statistics (ONS) (2021) reported an increase of 424,000 on employment levels up 0.2% on pre pandemic data. On the contrary of what was originally projected, the ONS concluded from their study that job vacancies rose to a record 1.2m which was in excess of half a million more than pre-coronavirus. This contrasted with initial fears of mass redundancies and unemployment post lockdown one. (CIPD,2020). 
Park Dean Resorts as referenced within the Introduction is situated within the hospitality industry, this industry has seen some of the largest challenges within recruitment and retention as outlined by CIPD CEO, Peter Cheese (2021):

“Significant concerns are showing up around hard-to-fill vacancies, which are at scale not seen for many years. In sectors such as hospitality… the recruitment challenges are so significant that the inability to meet demand is holding back recovery. We are also seeing many people reconsider their occupations and the organisations they have been working for- part of what has been termed the ‘Great Resignation’” (Dec 2021 ed. Pg. 5)

The outlook for coronavirus pandemic is still unstable with the emergence of new variants, the situation remains ever changing. Workforce planning, internal processes and HR systems and a re-evaluation of how Talent Management approaches need to change will be outlined within the rest of the report. 






Literature Review:
What is Talent Management?
In order to maximise the understanding of this report, it is important to firstly define what is meant by the term “Talent Management”. As outlined by Taylor (2019) the term was first coined at the start of the 21st century by HR specialists Mckinsey & Co. Since then, there have been more in-depth research and a balance of perspectives that the term Talent Management has adapted and has a variety of different definitions and there are theoretical disagreements with the philosophy underpinning talent management (Taylor,2019). 
For the purpose of the report and to ensure breadth of understanding, the definition from CIPD (2021) of Talent management interprets this as:

“The Systematic, identification, development, engagement, retention and deployment of individuals who are of particular value to an organisation. This may be through their high potential or because they fulfil critical roles.” (CIPD,2021) 

As detailed in CIPD Resourcing and Talent Management planning survey (2020& 2021) it is important that Talent Management is underpinned by an understanding of workforce planning and data to ensure that organisations can make informed decisions and increase focus on internal skills focus, flexible working arrangement and diverse recruitment strategies to optimise organisational capability for sustainability in the future. 

Flexibility?
Flexible working has become a priority for the workforce with more prevalence placed on it since the emergence of COVID-19. An ACAS study found that more than half of employers expected to receive flexible or hybrid working requests in 2022 (ACAS,2021) CEO Susan Clews states that:

“The pandemic has greatly impacted working life and it is unsurprising that many employers and staff have seen the benefits of flexible working during this difficult period”. (ACAS, 2021)

Taylor (2019) suggests that flexibility is paramount to an organisations ability to flexibly make use of talent efficiently and effectively and has a greater ability to respond to change. Taylor (2019) also notes that hours of work flexibility also facilitate an organisation’s ability to retain strong employees. 

Park Dean Resorts (PDR), as a seasonal recruiter with versatile roles give the options to candidates to choose their hours and days of work. This puts PDR at an advantage. A CIPD report in December edition of People Management Magazine found that 42% of respondents felt that flexibility was important, this was above increased salary at 29%. (CIPD, 2021 pg36) Flexibility was important to the workforce pre pandemic but more important now, however there are potential pitfalls such as legal rights of “workers” on short term, seasonal contracts, high employee turnover and loss of revenue due to a lack of commitment to temporary roles. 

Hospitality and Labour Turnover:
According to UkHospitality (2021), a YouGov poll found that the hospitality sector in which PDR operates in has an employee turnover rate double of that the UK average at 30%. It is stated that low retention is largely due to unsociable working hours, low pay and benefits and often with short term fixed contract, there are a lack of career prospects. The YouGov poll illustrates that only 3% of respondents chose to work in hospitality because of the career prospects offered with 54% admitting that Hospitality was regarded as a stopgap whilst looking for a more stable job. 
It is important to note that full time, permanent roles do not suit all job seekers such as those in education or with care giving responsibilities and these groups amongst others are often attracted to such roles in Hospitality. The UK government (2021) also regard flexibility as important to the labour force and have announced plans to strengthen “Day one” flexibility rights to employees and is currently under review. Business Secretary Kwasi Kwarteng (2021) is quoted:
“A more engaged and productive workforce, a higher calibre of applicants and better retention rates- the business case for flexible working is compelling”. 
Minister for Women and Equalities Liz Truss (2021) states that everyone regardless of background or location to have the same opportunities and regards the bill as the right thing to do for workers, their families and the wider economy. 

Pay and Benefits:
In addition to the strength of offering their workforce flexibility, PDR offers starting pay for low skilled workers at £9.20, regardless of age group. This is double the minimum amount required to pay under 18’s and 49p more than the national minimum wage according to (gov.uk 2021). 
PDR nearest competitor is regarded as Bourne Leisure and research on their corporate careers site indicates that they are offering National minimum wage for equivalent roles. (Bourne Leisure, 2021) This gives PDR a competitive edge and a strength in the market. An upcoming legislative threat to this benefit is the Planned rises for minimum wage and National Insurance contributions in April 2022. According to a report (Gov.uk, 2021) National Minimum Wage is increasing to £9.50 from April 2022. If PDR are to keep wage increase in line with current rates and have the edge on market competitor, starting wage for seasonal workers will need to be a minimum of £9.99 per hour. With uncertainty in the economy and with hospitality bearing most of the restrictions such as the rule of six and limited capacity, it is important that the rising wage and NI costs do not have a detrimental effect on Human resources budgets. As outlined by the Resourcing and Talent Management planning survey (2020),:
 “Supporting employees and retaining talent throughout and beyond this crisis will be key to ensuring organisations are in a good position to adapt and recover.”

Park Dean Resorts offer a wide range of employee benefits such as Bonus packages based on group performance, 25% discount for friends and family holidays and 30% discount on food and beverages on site. (ParkDeanResorts,2021) 
Contrary to pay and benefits being PDR strength, As Taylor (2016) notes:
“There is plenty of evidence to suggest that employers can enjoy high rates of retention among their staff without paying particularly well. Conversely, we know that high-paying employers can by no means guarantee long term commitment from their employees”.
On the Contrary, a survey by CIPD (2021, pg. 36) suggests that only 18% of respondents favour employee benefits and incentives over flexible working locations and schedules and training, skills and mentoring. 
However, as (Goldstein, 2016) notes: 
“As the Society for Human Resource Management found that 92% of employees feel that benefits package is important to their overall job satisfaction”.
As the report has noted above, Flexibility, Pay and employee benefits are a strength in favour of PDR and other organisations for robust Recruitment and retention strategies in Human resource management. 

Effective On Boarding:
This report will now examine the deficiencies in PDR Talent management strategies and analyse theoretical and professional reports in relation to attraction, recruitment and retention within Park Dean Resorts framework. According to the CIPD (2021), 

“The term “on-boarding” covers the whole process from an individual’s contact with the organisation before they join, through to understanding the business’ ways of working and getting up to speed in their role.”
As outlined by UK Hospitality (2021), not only does the hospitality industry need to fulfil the instruction of the CIPD, it needs to go beyond this in order to recruit the right talent but also retain individuals. Although PDR is primarily seasonal based, whereby employees typically work during peak holiday season (March-November), it is critical that the hiring process and the on boarding strategy align to minimise cost of re-hiring. A cost that is estimated to be around £3,000 per recruit according to UK Hospitality (2021).




The importance of company culture:
A study by Glassdoor (2020) reveals that a strong onboarding process can improve retention by 82%. According to Aguenza (2018), employee retention can be defined as:
 “The effort that makes a business towards maintaining an environment and procedure that supports current staff while encouraging them to remain as an employee of the company”. 
It is possible that with a great induction and onboarding that there would be an uptake in re-hire at the end of the seasonal contract for the consecutive year should these policies take effect. This would increase attraction and lower subsequent recruitment costs. 
According to Lawler (2017:69) Early turnover is a large problem for organisations which leads to over a quarter of new hires to leave within the first few months and more than half of resignations occurs within the first year. 
This is amplified with seasonal or short-term contracts as employees often continue seeking more “secure” employment with permanent benefits as noted above. 
As detailed above, effective on-boarding has a direct correlation to retention and an organisations success. Kumar (2017) believes that there are four stages to On-boarding coined as the four C’s. 

“1-Compliance – The new hire is provided with a basic set of policies and procedures to follow
2- Clarification – It is ensured that the new-hire understands responsibilities and expected goals.
3- Culture – This stage helps the new hire to adapt to the values, norms and culture of the organisation.
4- Connection- it refers to the new hire establishing relationships and information networks with their co-workers.”

Park Dean Resorts adopts a two-stage induction process, firstly new hires are given a booklet to fill out with the help or a “buddy” through their first week and online modules for policies and procedures are to be worked through during the first month. Glassdoor reviews (2022) for PDR are currently 3.6/5.0 stars. Whilst training is mentioned as a con on 34 of 156 responses, it is imperative to point out that “poor management” is used on several responses. According to Taylor (2019), employees are most likely to leave because of a poor line manager than pay. He states that there is considerable evidence and studies that have been conducted that show that poor line management in addition to ineffective leadership on the part of senior managers is a major factor in unwanted turnover of employees. A key recommendation of this report would be the implementation of line manager People management and practice training. This will benefit initial retention, employee satisfaction and as stated by Kumar (2017), happy employees lead to a better guest experience. 

The final topics to be discussed as part of this report are Recruitment systems, career progression and the importance of company branding.

Recruitment Software and strategies:
PDR utilise HRM recruitment software to attract candidates known as 2XB in addition to the usage of corporate website and a specific social media page. Each Park manager has autonomy in selection and recruitment of new season workers although senior management roles are screened by head office. 2XB is a basic interface that allows Park managers to populate information about specific roles which are then subsequently “uploaded” to a 3rd party recruitment site. In addition to this function, PDR advertise existing roles within the Parks venues and accept the traditional resume submission from potential new hires. 
Once application has been uploaded or “handed-in”, the hiring manager will decide based on experience and availability. The candidate, if successful at this stage is invited to attend a formal interview process. 
Taylor (2019) notes that research suggests that traditional interviews are often a poor indication of future employee performance or job matching ability due to several psychological presumptions are made by the hiring manager. Examples of such are referenced by Taylor (2019) such as the expectancy effect whereby the influence of the hiring manager is formed either positive or negative based on the presumptions made about the candidates CV. 
As noted by the CIPD (2021) Resourcing and Talent planning survey 2021:
“More than two-fifths of organisations say they take an ad hoc approach to recruitment and less than half have a workforce planning strategy based on a robust understanding of current and future workforce needs. Most organisations are also not taking a robust approach to collecting data to inform resourcing decisions. Just over a third collect data to identify skills gaps within their organisation and less than a third to identify future skill requirements”. 
The CIPD (2021) report counters that for organisations to make better informed decision on Talent Management, the use of data collection and Technology should be invested in and utilised. Following on from this recommendation and theoretical research that suggests PDR use of CV submission and the utilisation of an unstructured interview to select candidates, the introduction of advance methods of employee selections such as Ability Testing with scenarios based on verbal reasoning and organisation specific scenario reasoning. This method has been referred to by Wood and Payne (1998) as delivering the “biggest bang for your buck” and is relatively inexpensive to adopt. Considering the COVID-19 pandemic, organisations have adopted the use of video screening, web-based applications. The CIPD (2021) note that the considered use of technology in recruitment can help organisations process larger volumes of applications whilst improving candidate experience and candidate diversity which is pinnacle to the success of organisations. (Tipper, 2004). Taylor (2019) explains that there is not a method of recruitment that is perfect, current academic research shows that Ability testing is more effective than other methods. 
This final section of the report will analyse career prospects and the importance of company branding in the attraction of Talent at Park Dean Resorts. 

Government Employment Initiatives:
PDR utilise two Government initiatives to get people into work in, these are known as Kick Start Scheme and Apprenticeships. Both Government schemes are similar in that they are tailored towards a similar age group with the focus 16-24 years old however, The Kickstart scheme is focussed on short term employability training whist the apprenticeship scheme is skill specific (Gov.uk, 2020). Both schemes are funded via the UK Government and offer benefits for the employee as well as financial benefits to the employer. UKHospitality (2020) say that there are in excess of 230 employees that have entered the Hospitality sector via the Kickstart scheme and advises that it expects higher levels of uptake as the scheme progresses. Participating in Government initiatives helps organisations to diversify their workforce which enhances their branding proposition. Employer Branding can be defined as; “A targeted, long-term strategy to manage the awareness and perceptions of employees, potential employees, and related stakeholders with regards to a particular firm.” (Sullivan, 2004).
 Taylor (2004) states that although it is not unanimously agreed by academics that Employer Branding is necessary, it is stated that it can help to make the employer more attractive to potential recruits and has the additional benefit of improving the perception and retention of existing staff. Employer Branding can take place through advertising and by ensuring that the organisation lives up to “core values” though employee practices and engagement. (Sullivan, 2004)

Social Media and Corporate websites to attract talent:
Park Dean Resorts currently utilise social media platform Facebook and the use of their own corporate website to recruit. As outlined in the Resourcing and Talent Planning Survey CIPD (2021), the most effective way to attract recruits was using a corporate website with 54% of new hires recruited in this method. PDR corporate website is simple and easy to navigate with a search function that can be revised by geographical location. However, the application process is repetitive and time consuming, this could be effectively streamlined to avoid application fatigue. CIPD (2021) state that since the COVID-19 pandemic, three quarters of organisations have increased the use of technology in their recruitment process. This includes Remote interviewing and inductions. In summary, employer branding and the utilisation of digital recruitment practices will attract more candidates whilst retaining existing employee both which are important in the pandemic employment era and decreasing future labour market. 


Conclusion:
The aim of this report was to critically analyse the internal and external challenges faced in Talent Management within Park Dean Resorts during the COVID-19 pandemic. The report includes a critical overview of PDR HR systems in relation to attraction, recruitment, development and retention of employees and key recommendations for the adaption of current systems to resiliently adapt to the future of the labour market. The reflection in the data suggests that the pandemic has changed the landscape of Talent management with the critical obligation to adapt strategies and focusses. It is highlighted that throughout that the attitude to work as a society has changed and the desire for work- life balance and flexibility has increased inextricably. The use of technology to attract and recruit candidates has become more important than ever before with organisations increasing their investment in this area increasing significantly. The importance of on-boarding was discussed to retain new hires passed the initial 12-month period whilst integrating the employee into the brand. As stated, 46% of respondents in the Resourcing and Talent management planning survey (CIPD, 2021) stated that continual learning and career progression was the most important to them when deciding whether to stay within an organisation. 
Key changes to PDR protocols have been discussed such as the requirement for Line manager people management training, this will ensure maximum retention of staff and will enhance diversity within the organisation. 

Recommendations:

· Maintain wage increase post April 2022 for edge against competitors.
· Invest in Corporate rebranding that is shared across corporate website and social media platforms whilst integrating values consistently with existing talent pool. Identify needs for diversity amongst the workforce and examine whether current systems are inclusive enough. 
· Adapt Recruitment strategies to include Ability testing, video interviewing and provide structure to the interviewing process
· Train and mentor all line managers that share a function in employee life cycle to encourage adaptable, fair and compassionate leadership. 
· Collect and analyse data effectively on employee experience to provide evidence to support future Talent Management planning. 
· Strategize internal succession and development and give seasonal worker the ability to progress within the organisation on merit of their performance. 
· Review flexibility needs of the organisation and way in which a work life balance can be achieved by all employees.
· SWOT ANALYSIS: (See appendix 1 for summary)
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SWOT Analysis of Park Dean Resorts

Seasonal Flexibility - Low Commitment .
Entry Level pay above minimum wage and higher than

direct competitor. .
Employee Benefits such as discounts on family holidays,

food and beverages. .

Participant in Govt. scheme Kickstart and Apprenticeships.

Low retention of employees due to seasonal nature and
environment.

In sufficient Onboarding of new hires and development of
existing team members.

Centric Recruitment systems and processes with the
inability to adapt to post pandemic workforce.

Lack of diversity due to attraction systems.

Lack of career prospects .

Maintain wage increase post April 2022 for competitive .
edge. .
Invest in organizational culture branding. .
Introduce mentorships and digitalize on boarding software.

utilise social media platforms such as LinkedIn and .
improve user experience on Corporate website. .

Adapt recruitment strategy to include video interviewing and
invest inline manager leadership training.

Appendix 1

Societal attitudes to work and life balance.

Career attitudes to hospitality.

Imposition of future government restrictions due to new
variants of COVID-19 could affect revenue.

Legal issues with employment rights and flexible working.
Rural or coastal locations with recruitment challenges
Tight labour market with high competition for top talent

(Parkdean
Y Resorts









Strengths  Weaknesses 

• Seasonal Flexibility -Low Commitment

• Entry Level pay above minimum wage and higher than 

direct competitor.

• Employee Benefits such as discounts on family holidays, 

food and beverages.

• Participant in Govt. scheme Kickstart and Apprenticeships.

• Low retention of employees due to seasonal nature and 

environment.

• In sufficient Onboarding of new hires and development of 

existing team members.

• Centric Recruitment systems and processes with the 

inability to adapt to post pandemic workforce.

• Lack of diversity due to attraction systems.

• Lack of career prospects .

Opportunities Threats

• Maintain wage increase post April 2022 for competitive 

edge.

• Invest in organizational culture branding.

• Introduce mentorships and digitalize on boarding software.

• utilise social media platforms such as LinkedIn and 

improve user experience on Corporate website.

• Adapt recruitment strategy to include video interviewing and 

invest inline manager leadership training.

• Societal attitudes to work and life balance.

• Career attitudes to hospitality. 

• Imposition of future government restrictions due to new 

variants of COVID-19 could affect revenue.

• Legal issues with employment rights and flexible working.

• Rural or coastal locations with recruitment challenges

• Tight labour market with high competition for top talent

SWOT Analysis of Park Dean Resorts 
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