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1.  The Carmarthen Bay Film Festival is an annual independent film festival held in Llanelli, at the Ffwrnes Theatre. This festival was “Established in 2011 and rated the top 100 film festivals on Film Freeway’’ (Carmarthenbayfilmfestival.co.uk, 2023), which has grown from a small local event into one of Wales’ leading film festivals, as ‘’Since the first festival, CBFF has gone from 35 submissions to over 1000 in 2020 from 74 different countries around the globe.’’ (Internationalmediafestivalofwales.com, 2020), with the festival still rising as 2026 is aiming for even higher figures, attracting entries and visitors from dozens of countries worldwide, when CBFF “have gone from 35 submissions to well over 800 from 74 different countries. With filmmakers flying in from the US, China, Japan, Australia, New Zealand, Europe and the rest of the world.” (Carmarthenbayfilmfestival.co.uk, 2026). Carmarthen Bay Film Festival is a “highly successful BAFTA Cymru and now BAFTA British Short Film Competition Qualifying Festival” (Film Hub Wales | Canolfan Ffilm Cymru, 2024), which gives it overall prestige and helps promote independent filmmakers internationally.
When recruiting at CBFF, our preferred target market we look on recruiting are individuals from the local community within Llanelli and the wider Carmarthenshire area to provide a reliable and cost-effective workforce. Local individuals are more likely to have fewer logistical barriers, such as travel and accommodation, which is particularly advantageous for a short-term event-based organisation, as the festival holds from the “18TH - 21ST MAY 2026.” (Carmarthenbayfilmfestival.co.uk, 2023b). From an HR perspective, this reduces recruitment and onboarding costs while improving retention rates, as local hires may demonstrate stronger commitment to supporting a regional cultural initiative. Additionally, engaging the local population strengthens community ownership of the festival, contributing to its sustainability, as “by hiring locally, companies can create job opportunities, boost the local economy, reduce their carbon footprint, and strengthen relationships” (Jobs for Sustainability, 2023) and reinforcing its role as a driver of local cultural and economic development. Secondly, another target group we are targeting for the best of our festival are students and graduates in disciplines such as film production, media, marketing, and event management to offer strategic value in terms of skills and innovation. This group typically seeks practical experience to enhance employability, making them highly motivated to participate in festival operations. Their up-to-date knowledge of digital tools, social media, and creative practices aligns well with the operational demands of a contemporary film festival. From a human resource development perspective, this approach supports talent pipeline creation, as the festival can identify and nurture emerging professionals for future roles, while simultaneously benefiting from their enthusiasm and adaptability in a dynamic event environment. The recruitment service level for the CBFF should be defined through clear Service Level Agreements (SLAs), which are “written are agreements outlining the service to be provided by one party (often referred to as the provider or supplier)” (NHS England, 2024), that emphasise timeliness, quality, and effective communication. Recruitment processes should operate within strict timelines to ensure all roles are filled several weeks prior to the event, enabling adequate onboarding and training. Additionally, selection procedures must maintain consistent standards to ensure candidates meet role requirements, particularly in customer-facing and technical positions, as from a human capital perspective, “effective recruitment enables organisations to secure individuals with the necessary skills, attitudes, and values to deliver consistent and high-quality service” (Michael Armstrong, 2020). In festival contexts, this is particularly critical due to the reliance on temporary and volunteer workforces, where variability in performance can significantly impact service encounters. Furthermore, research in event management highlights that “staff professionalism, responsiveness, and interpersonal skills are key determinants of visitor satisfaction and overall event experience’’ (Donald Getz, 2012).

2. A key issue within recruitment is the lack of diversity and inclusivity in hiring practices, which can limit the organisation’s ability to effectively meet the needs of a diverse festival audience. This challenge is particularly pronounced within the tourism and hospitality sector, where structural characteristics such as seasonality, high labour turnover, and reliance on temporary or volunteer staff can restrict the development of inclusive and representative workforces. Furthermore, the sector is characterised by high levels of emotional labour- where “employees are required to manage emotions and present positive behaviours in guest interactions”, a concept developed by (Arlie Hochschild, 1983), with a lack of workforce diversity can limit the organisation’s ability to authentically engage with a broad range of attendees, particularly in multicultural festival environments, as CBFF has a diverse number of “315 visitors overall to their website” (Similarweb, 2025) . Similarly, the service-intensive nature of festivals means that staff performance is highly visible and directly impacts customer perceptions in real time, which means the implications of limited diversity extends across several organisational outcomes. First, in terms of service quality, a more diverse workforce “enhances cultural awareness, communication, and adaptability, thereby reducing service gaps and improving customer interactions” (Parasuraman et al., 1988), supported as “The 2022 Department for Work and Pensions employer survey shows that 80% of UK employers already see the benefits of having a diverse workforce.” (Shaw Trust, 2024), which is why at CBFF we will be recruiting individuals from all diverse backgrounds to maintain this high level of service quality for all attendees. Secondly, diversity has been positively associated with improved staff performance, as “varied perspectives and experiences can enhance problem-solving, creativity, and team effectiveness” (Roberson Q.M., 2006). Hiring diversity within gender supports this approach as research from consultants McKinsey shows that companies with gender diverse boards are “25% more likely to be more profitable than average, while those in the top quartile for ethnically diverse boards are 36% more likely to outperform when it comes to profitability” (McKinsey, 2026). A theory that can be used to support this is ‘The Service-Profit Chain’ (Heskett et al., 1994), which explains how internal organisational factors, particularly HR practices such as recruitment, influence profitability through a chain of outcomes: employee satisfaction, service quality, customer satisfaction, and financial performance. Diverse and inclusive recruitment strengthens this chain by creating a workforce with broader perspectives, cultural awareness, and higher engagement, which enhances service delivery, as statistically shown above.  Thirdly, guest satisfaction is closely linked to the ability of staff to relate to and understand diverse customer needs, expectations, and cultural norms. A homogenous workforce may struggle to deliver personalised and inclusive experiences, potentially reducing satisfaction levels, which is why it is important at CBFF to hire the diverse of individuals as in 2020 we had “70 plus countries for our 2020 festival” (Melkweg, 2022). Finally, brand reputation is increasingly shaped by perceptions of inclusivity and social responsibility, as in a competitive festival and tourism market, organisations that demonstrate a commitment to diversity are more likely to attract wider audiences, foster loyalty, and maintain a positive public image.
3.  The Talent Management perspective emphasises the strategic importance of attracting, selecting, and retaining individuals who can create organisational value. Within this framework, diversity-focused recruitment at CBFF is essential to expanding the available talent pool and ensuring access to a wider range of skills, perspectives, and cultural competencies. As highlighted by (Kamel Mellahi,2009), effective talent management involves “identifying and developing talent that aligns with organisational goals, particularly in dynamic and customer-facing environments”. For CBFF, recruiting a diverse workforce supports this objective by enhancing adaptability, creativity, and service capability—key attributes in a festival context characterised by high customer interaction and variability. A more inclusive talent strategy not only improves staff performance but also enables the organisation to better meet the needs of a diverse audience, thereby strengthening service quality, guest satisfaction, and overall event success.
When linking the recruitment process at CBFF embedding diversity, we can link the ‘Human Capital Theory’ (Becker, 1964), as this study posits that individuals’ skills, knowledge, and experiences are key assets that contribute to organisational productivity and performance. When applied to recruitment at CBFF, embedding diversity within hiring practices enhances the organisation’s human capital by incorporating a wider range of perspectives, cultural competencies, and interpersonal skills as it ignores any limitations towards individuals such as “age, sex, gender, race, religion and more” (Lancashire, 2024) and excludes these factors about an individual and only focusing on characteristics individuals bring to the ‘team’ at CBFF and how they personally value your business as an asset of a person. In a festival context characterised by high customer interaction and diverse audiences, this breadth of human capital is particularly valuable. A diverse workforce is better equipped to understand and respond to varying customer needs, improving service quality and guest experience. Therefore, diversity-focused recruitment at CBFF is not only an inclusion initiative but a strategic approach to strengthening human capital, ultimately supporting improved staff performance, customer satisfaction, and overall event success.

4. 
	Component 
	Details 

	Objectives 
	To develop an inclusive recruitment process that increases workforce diversity at CBFF. This aims to enhance service quality, improve staff performance, and deliver a more inclusive guest experience. It also supports organisational performance in line with Talent Management and Human Capital Theory.

	Key Actions/ Strategies 
	• Expand recruitment channels to target underrepresented groups (e.g., community partnerships, universities, diverse job platforms) 
• Implement structured interviews and clear selection criteria to reduce bias 
• Provide unconscious bias training for hiring managers 
• Develop talent pipelines (returning staff and volunteer programmes) to address seasonality and turnover

	Responsibility
	• HR Department: Lead strategy design and implementation 
• Hiring Managers: Apply fair and structured selection processes 
• Senior Leadership: Provide oversight and ensure alignment with organisational values 
• External Partners: Support outreach and attraction of diverse candidates

	Timeline
	• Short-term (0–3 months): Review current practices and deliver bias training 
• Medium-term (3–6 months): Implement new recruitment channels and structured processes 
• Long-term (6–12 months): Evaluate effectiveness and establish ongoing diverse talent pipelines

	Resources Required 
	• HR personnel and recruitment teams 
• Training materials and programmes for inclusive hiring 
• Budget for advertising on diverse platforms 
• Partnerships with community organisations and educational institutions 
• Time allocation for planning and coordination

	Expected Outcomes 
	• Increased workforce diversity and inclusivity 
• Improved staff performance and service quality 
• Enhanced guest satisfaction and experience



 
5. The implementation of a diversity-focused recruitment strategy at CBFF is expected to generate significant improvements in service delivery and overall guest experience by strengthening internal human resource capabilities and aligning workforce composition with organisational service goals. Firstly, the plan will enhance staff capability and engagement by broadening the range of skills, perspectives, and cultural competencies within the workforce. In line with Human Capital Theory, recruiting a more diverse workforce increases the stock of knowledge and interpersonal abilities available to the organisation. In a festival environment, where employees are required to manage high levels of interaction and emotional labour, a diverse workforce is better equipped to respond effectively to varied customer needs. This inclusivity also fosters stronger employee engagement, as individuals are more likely to feel valued and represented within the organisation, improving motivation and performance. Secondly, the strategy supports enhanced service consistency by standardising recruitment processes and reducing subjective bias in selection. Structured interviews, clear competency frameworks, and inclusive hiring practices ensure that staff are selected based on capability and alignment with service expectations rather than informal or inconsistent criteria as an “increasing structure in interviews reduces ‘racial similarity bias’ – the tendency for interviewers to favour candidates who resemble themselves or share similar backgrounds.” with “studies by Boston Consulting Group, shows that companies with above-average diversity generate significantly more revenue from innovation than those with lower diversity.” (Gaubert and Gaubert, 2026). This contributes to more reliable service delivery across different festival touchpoints, reducing variability in guest experiences. Thirdly, the plan reinforces CBFF’s service philosophy by embedding inclusivity and equality into core HR practices, in line with the Service-Profit Chain, internal service quality is a key driver of external customer satisfaction. A diverse and well-managed workforce reflects organisational values of accessibility, cultural awareness, and inclusivity, which are essential in contemporary tourism and hospitality environments as “a result, 96% of business leaders agree that workforce education programs centering on diversity and inclusion can help drive business growth and deliver a long-term competitive advantage.” (Watts, 2023), which will overall make a positive fallback on CBFF reputation. This alignment ensures that employees not only deliver services effectively but also embody the festival’s brand values in their interactions with guests. Finally, improved staff capability, consistency, and alignment with service values directly contribute to higher guest satisfaction and loyalty. A diverse workforce enhances the ability to relate to and understand a broad audience, improving communication, responsiveness, and personalisation of service. This leads to more positive and memorable guest experiences, which are critical in festival contexts where emotional engagement strongly influences satisfaction. Over time, these improvements support repeat attendance, positive word-of-mouth, and stronger brand reputation, reinforcing CBFF’s long-term success within a competitive hospitality and events market.
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