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Introduction

This report will aim to cover the effects of training used in CPD at Sandals Resort Hotel Montego Bay, in continuously developing the progression of their employees towards gaining qualifications. The comparison between Sandals and Riu Hotels was analysed to evaluate training use to enhance the employees, with recommendations made for improvements. 


[bookmark: _Toc45777966]Task 1
Background of Sandals Resort
Tourism in Jamaica slightly differs from tourism in other countries, mainly represented and dominated by all-inclusive resorts along the island’s beaches (Kondo, 2008). Jamaican born Gordon Butch Stewart opened his first hotel, Sandals Montego Bay in 1981, in what would become a chain (currently known as Sandals Resort International). This new opening was five years after his major competitor during that era, John Issa, opened the Negril Beach Village Hotel in Negril in 1976 (Eversley, 2003). With the birth of these two all-inclusive hotels, many hospitality entrepreneurs were attracted from overseas to invest on the island, starting a fierce competition. For example, these included hotel brands such as the Riu Hotels, Swept Away and Couples. To date, Sandals have continuously fought off competitions, being the only hotel to be awarded twenty-two [22] consecutive times, for The World Travel Award’s Leading Luxury All-Inclusive Company (Sandals, 2020). Sandals have twenty-four [24] properties in seven [7] countries across the Caribbean. Sandals Montego Bay, the flagship of the brand, has developed into twenty-seven [27] rooms to include over-water villas with personalised services (Sandals, 2020). 

Workforce Development

With the fast growth in hoteliers on the island, Sandals thoughts turned to how they could develop their workforce, which resulted in the adaptation of the Gray and Paryono conceptual model of workforce education and development systems (Paryono and Gray, 2004). Sandals turned to the concept of continuous professional development (CPD), engaging employees through training programmes.


Enhancement through CPD
CPD is the ongoing process of developing talents in the workforce in order to maintain and document professional skills (Brown, Hassan and Teare, 2011). However, effective techniques must be used for the process to work and enhance growth in the skills of employees. Kennedy (2005) explains that with most books covering specific parts of CPD, there is a shortfall in the coverage of materials specifically covering the range of CPD models. 

Firstly, the correct use of each model should be clarified, and a framework structured upon which each set of employees will be develop using those models. However, there are different ways in which CPD can be organised.  Although, CPD is assumed as a way of furthering knowledge or gaining skills, seldom objected (Mullins, 2013). 
Conversely, the type of knowledge or skills gained is not the only importance. The method through which CPD is used over time, helps individuals to fully comprehend the concept of those skills or knowledge through continuing practices (Eraut,1994). This report outlines a framework of four (4) main models of CPD used to enhance employees’ experience, shown in table 1.1 below. Adaptations of these models are implemented to develop knowledge throughout the hotel.


	                      Model of CPD
	                   Purpose of Model

	Training
	Transmission

	Coaching and Mentoring
	Transitional

	Transformative
	Transformative

	Award-bearing 
	Transmission


Table 1.1


Attraction of CPD
Potential employees are always searching for organisations offering progression routes. Sandals incorporated the first adult educational training facility, offering study pathways for over ten thousand (10,000) employees, known as Sandals Corporate University [SCU] (Brown, Hassam and Teare, 2011). Individuals who seek continuous personal development or continuous professional development, will endeavour to gain employment within the organisation (McArdle, 2004).  The award-bearing model referred to in table 1.1above, is used and validated by international universities’ affiliates.  Progression route up to doctoral level can be achieved (Mastrangelo, Benitez and Cruz-Ros, 2017). However, employees’ loyalty has to be taken into account after CPD, as some employees migrate soon after receiving qualifications that are recognised internationally.

Engaging and developing using CPD training
Sandals can engage and develop employees by using appropriate continuity development programs. Annual round table discussions held in the Caribbean, highlight themes essential for organisations to use in raising low morale within the workforce, with key strategies on development and training (Sandals, 2020). The realisation by employees that training is the pathway leading onto promotion within the organisation, has been evident with the change in employees’ approach and engagement (Singh et al. 2019). 

Employees have become more knowledgeable. Management recruitment and selection strategy of employing from within the hotel to fill specific roles, requires staff to be adequately trained to fill these roles. Also, employees know that in order for these roles to be filled internally, they need training in doing these jobs. The realisation has led employees to be more engaged with the training aspect of the organisation. This training is based on the transformative model in table 1.1, supporting educational changes (Kennedy, 2005). Arguably, with the combination of practices involved in CPD, the transformative model is interdependent on other models.


Enhancing Workplace Talents
Talents are enhanced through training with the use of coaching and mentorship. Nevertheless, the CPD model of coaching should be differentiated from mentoring.
Wenger’s (1998) social theory of learning combined with Lave & Wenger (1991), substantiate learning as located in specific contexts, that should be taught to the individual within communities of practice. The framework for Wenger’s theory comprises of four [4] components:
 
· learning as experience; 
· learning as doing [practice];
· learning as belonging [self-worth];
· learning as becoming [progression]. 

Employees’ strength and weaknesses are identified using a skills auditing process in order to develop suitable plans and carry out development activities (Morley, 2016). Skills audit clearly defines skills already present along with skill levels. Formal training courses to enhance the development of staff are conducted, resulting in certified qualifications. Informal training is conducted through mentoring, usually done by an employee at a senior level, or through various video training sessions (Bartlett et al. 2011). 

With the use of previous skills and experience, employees can become a coach to other peers continuously developing personally, unlocking the potential to maximise their own performance (Whitmore, 2017).  In adopting John Whitemore’s GROW model shown below in table 1.2, employees are coached and mentored across different regions and departments, enhancing their talents and progression routes throughout Sandals. Higher levels of training are designated leading to international qualifications, intended for managers to progress to general managers, using the transformative model outlined in table 1.1above. SCU partners with international universities enabling talents to be enhanced and accredited (Anderson and Teare, 2011).


Continuous Growth through CPD
CPD can be used for the continuous growth of the Sandals Hotel, by ensuring that employees’ development is continuously considered and enhanced. This approach is also essential as the organisation grows when the employees grow (Whitmore, 2017).  In ensuring and committing to this approach, a plan of action must be in place in the form of regular audits. Employees are encouraged to keep records of training courses and certificates achieved, which are updated and added onto personal files held by the human resource department. 
	Goal
	Target to be attained

	Reality
	Concrete examples of performance

	Options
	Possible course of action

	Will
	Willpower to commit to decisions made


Table 1.2
With the increased knowledge gained through CPD, employees become more motivated developing confidence in the organisation, leading to promotion and salary increase. In return, this investment for both employees and employers lead to job retention for the hotel (Ongori, 2007). Sikora et al. (2016) agreed that increase knowledge gained by employees, aids consequent improvement in the retention rates, enabling the hotel to gain competitive advantage within the hospitality market. 

Although agreeing that a high level of training is employed in the regular management route for secondary educational level employees, the same cannot be said for employees below that level. Training and motivation should be given to all levels of the department and not a selected few. Opportunities are often missed for ground staff [gardeners] working at the bottom level; management often overlook their psychological needs (Acevedo, 2015). Maslow (1943) hierarchy of needs theory shown in figure 1.1 below, should be used to motivate and develop employees psychologically, believing that all employees can potentially reach the fifth [5th] level of self- actualisation, through coaching, mentoring and training using CPD.

[image: maslow's hierarchy of needs five stage pyramid]
Figure 1.1 (Maslow, 1943)



TASK 2
[bookmark: _Toc45777969]Comparison between Sandals and Riu Hotels

The assistant CEO Adam Stewart (son of the CEO and founder, Gordon Butch Stewart) is an alumnus of the prestigious Chaplain School of Hospitality and Tourism Management, at Florida International University. Therefore, education and training are continuously at the forefront of all his policies (Sandals, 2020). This training goes far beyond developing employees within the organisation and extends to the training and development of schools and teachers in the local area. The Sandals Foundation adopts one school for each hotel or sometimes an entire community which includes multiple schools (Sandals, 2020). 

Sandals’ competitor, the Riu Hotel of European foundation (Spain), competes by adding more hotels to their portfolio with minimal interest in the progression or welfare of their employees, or the surrounding communities. Riu hotel seeks to employ individuals with talents already in place, compared to Sandals developing talents through schools and within their organisation (Banerjee, Farooq and Upadhyaya 2018). 

The absence of CPD in insuring employees are continuously trained to be more knowledgeable and advanced in their field, has tragically led to an employee’s death in 2017 at the Riu Hotel in Montego Bay (Frater, 2017).  RIU hotel has been portrayed in Jamaica, as a hotel that prefers to transport allegedly talented workers from Spanish regions where the hotel originated, rather than developing skills within the region of Jamaica. Minimal respect has been shown to staff in ensuring that skills are developed and enhanced. Instead, there is a high rate of Spanish employees filling various managerial roles. This type of recruitment has led to a high turnover rate and less loyalty to the organisation, resulting in crime, for example, rape and robbery within the hotel complex committed by employees. Furthermore, this was the case at the Hotel Riu Reggae in Montego Bay Jamaica in 2019 (Trip Advisor, 2019). Moreover, this exemplifies the absence of CPD, resulting in the lack of motivation, potential promotion and salary increase, although not an excuse for criminal behaviour.

Conversely, Sandals Hotel has invested heavily in the training of employees, being the first and only hotel on the island to have its educational progression programme in the form of SCU (Anderson and Teare, 2011). Employees are motivated and encouraged to work hard, rewarded with different incentives, including progression onto an academic route resulting in internationally recognised qualifications (Friedman, 2013). Within the recent global epidemic of COVID-19, Sandals carried out the excellent practice of career development aimed at developing skills as in figure 1.2 below, taking CPD online in the continuity of the value of CPD for employees. In comparison, the Riu Hotel did not offer CPD or make contact with employees during the lockdown.

[image: A close up of a map
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Figure 1.2 (Clayton County Library System, 2020)




TASK 3
Corporate Ethics Strategy

With businesses operating more globally in today’s economy, the levels of competitiveness keep rising. More onus is on organisations to implement better ethical practices which drive employee retention. Additionally, this determines the push and pull strategies used to push the brand to guests and pull guest to the brand, creating a continuous relationship (Baumgartner and Ebner 2010). The ethical intelligence used by Sandals is aligned with the moral code of the environment in which it operates.

Sandals’ corporate ethics strategy is built on the value as a family orientated hotel, to respect staff and guests alike, with great love and emphasis on the environment. Sandals’ ethics are to encourage dreams through education; empower lives throughout communities; cultivate tomorrow by engaging with people and improving lives generally (Kingsbury, 2006). Sandals pull people towards their organisation through their ethical conduct on education, training and the environment, with a high level of respect for staff members. In doing so, equal pay to all genders is standard protocol, with diversity included at all levels. 

Contracted workers are given permanent staff status within a year of being employed. However, during COVID-19 lockdown, contract workers were given this status before reaching the end of temporary contracts, in order to receive a percentage of wages and care-packages. The ethical decision was taken instead of laying off temporary workers because they would be in isolation with no source of income. Besides, CPD training was provided for these staff online during the lockdown. This action helps in sustaining lifelong employment. Additionally, the corporate social responsibility of the hotel in adopting schools is highly admired and respected, enhancing the lives of some employees’ family members (Jameson-Charles, 2017).



Conversely, employees at different levels have mixed reactions to the unfair difference in wages. The fair exchange of wages is alleged to be felt by those holding higher managerial positions, helping to maximise profits (Singh et al. 2019). The top-down approach tends to focus on macroeconomics, adroitly monitoring unemployment rates, hence making pay decision based on this to give the lower levels. Although not illegal as the minimum wage is adhered to, there is acrimony amongst groups (Mullins, 2013). 



TASK 4
Conclusion 

In concluding, Sandals need to implement a bottom-up approach, allowing lower-level employees to feel more valued, therefore increasing self-worth. This approach will encourage staff to seek promotion leading to better wages. Arguably, the SCU is outstanding, being the only hotel in the Caribbean to have constructed such a facility. However, lower level of educational training needs to be provided for employees who have dropped out of primary school, not attaining a primary level of education, that meets the requirements to study at a higher level in SCU. 

Secondly, a legal and binding contract tying employees to the organisation when they have received an undergraduate level of study should be implemented. With the high cost involved in earning degrees, employees should prepare to give a reasonable level of service to their employer who has funded the cost, rather than migrating and being an asset to other organisations that are not prepared to invest so heavily in their employees. Subsequent use of this method within various militaries across the world has produced effective results for both the individual and organisation (CPD, 2020). 
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