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Advisory operational plan for Talent Development with the proposed hotel in Swansea

Project context 
This report will evaluate talent development within a luxury hotel within Swansea. This hotel will target a mix of leisure and business travellers, with a service centred on consistency, efficiency and personalised guest experience. As a service-intensive organisation, the hotel will rely on employees to deliver a service that reflex value as customer views are solely shaped through the interpersonal interactions with staff. 
Customer service is vital. Customer intangible and solely relying on experience and emotions employees must set the standards. Talent development is therefore a strategic priority in ensuring the development of employee’s skills, knowledge and emotional competencies required when providing high quality guest service. Failing to ensure continuous development can result in service delivery to become inconsistent and may result in negative guest satisfaction and brand image. 
Talent Development is critical for the luxury hotel within Swansea to meet and success customer expectations and satisfaction. This is critical for the brand to grow and build a strong brand image and standard that is associated with luxurious living that motivated customer loyalty. 
Problem Identification
An operational challenge within the hotel industry is the absent structure and continuous talent development strategies. Currently training is limited to initial onboarding and minimal ongoing development opportunities. This has led to an uneven skill set across the department with little room to improve (Skillwell, 2026). 
This issue is significant within the hospitality industry, this is because customer service requires individuals to be authentic, reliable while maintain the brand standards and expectations while flourishing in their individuality. This can only be maintained with continuous training throughout their employment, this will reduce staff turnover and career growth that builds on confidence, belonging and commitment to the brand. By providing individuals with more training will ensure continuity and minimum standards. 
Another issue that may arise could potentially be a lack of guest satisfaction due to the incompetency among staff leading too customer needs and expectations not being met. To ensure that this hotel remains the most luxurious hotel within this location it is vital that the brand invests in the highest standards of training followed with routine and monitoring appraisals of staff ability and areas for progression. 
Academic Theory and Literature
Service profit chain theory (SPC)
The service profit chain theory directly impacts service quality customer loyalty and profitability, by maintaining employee satisfaction and maximising productivity (Stobierski, 2025). This theory underpins the ethos of this brand is striving towards. The theory has core principles and impacts all job roles within the hotel and management structure that need to embed the culture going forward (Mulder, 2024). This creates a vision held by all employees of all abilities and approaches, by investing within the employees will promote longevity and brand loyalty. This will reduce employee turnover and will ultimately increase productivity within the hotel where everyone is working towards a common goal and customer expectations. This can be measured by in staff retention and career growth, overall improving guest service and employee satisfaction. 
Human capital theory 
Human capital theory refers to the training and development of all staff across each area of the hotel from cleaners to senior management, everyone progressing in their own levels of expertise (Maringe, 2023). By improving their training will not only improve their skills for their current role but will also provide them with the confidence to progress within their career. The theory refers to the idea that education, training an heath are all investments that benefits an individuals skillset while also developing qualities that can be shared into higher roles (tutor2u, 2025). This theory is vital as it combines education and economic growth, which is why it is important to incorporate it within the talent development plan. By allowing individuals to understand that what they learn will eventually be a fanatical gain can help them to become more open to learning new skills and develop a stronger mindset. However, a negative to this theory in regard to the benefit of the hotel, will be the possibility of training being provided to enable the confidence and abilities to go further and individuals taking this strong skill set to other companies. This would be a loss for the hotel however, to overcome this the hotel might want to consider higher pay, friendly check ins, and paring new staff with mentors. By adding these small changes will create a nice working environment making staff want to stay and continue their employment with this hotel. 
Self-determination theory
Self-determination theory is the theory that individuals are driven by the need to grow and master a skill (Ryan and Deci, 2000). It suggests that individuals become more motivated to complete a task when three basic needs are met, 
· Autonomy (choice), feeling that the individual is in control in their own behaviours and goals 
· Competence (mastery), feeling capable to complete and master a task or skill
· Relatedness (connection), feeling a sense of belonging and connection to co-workers
(Apa.org, 2025)
By ensuring that each of these are met will enable the want and desire to master a set skill. This theory is vital for talent development, if an individual doesn’t meet these needs then the individual will not feel in the right mindset to develop and grow their skills. This can result in skill set gaps and can result in a divide within staff, individuals willing to develop and others who are less willing. Ultimately, by providing a space where individual are able to meet these needs can result in growth, not only for the individual but also for the hotel and it will project the image of a brand who thrive off staff talent and loyalty. By the staff feeling comfortable within their role and each able to bring their own talent through providing them with the right needs will gain greater customer satisfaction due to better service. Happy staff, happy customers. 

Aims and Objectives 
	Aims
	Objectives 
	Theory 

	Improve employee capability
	· By hosting monthly training sessions 
· By allowing extra reading materials that individuals can go back to at any time 
	· Self- determination theory 

	Improve employee engagement 
	· By creating training plans that reach the right age of staff. 
	· Human capital theory 

	Reduce staff turnover 
	· By allocating members of staff that are selected by the staff to talk about how they are feeling to be reported back to anonymously to managers for them to improve on.
	· Service profit chain theory 


 
Improve employee capability
Hosting monthly or fortnightly training sessions will provide staff with the freedom of joining training sessions to gain and develop their skills to allow staff to feel more capable within the team. This will allow the feeling of choice by making the individual feel that they are in control with their employment while also maintain the standards needed for this hotel chain. 
Improve employee engagement
If the majority of staff are young adults, they would most likely prefer a training plan that is light hearted and is vibrant, while receiving an email summarising what they have learnt. Where an individual who is middle aged would most likely prefer a m	ore structured training plan with follow up notes. This is vital that a hotel is reaching the right training plan to the right audience of staff. An example of this is shown in the video below, where a brand created a HR video that was sent to its employees to remind them of the importance of what work laptops should be used for. To keep it fun and light hearted while maintain the importance of their point they reworded the lyrics to a known song with information that the staff had to take not of. https://www.tiktok.com/@clickup/video/7402273176924785950 
Reduce staff turnover
By allowing the staff to allocate and elect a staff member that they are able to trust regardless of their role to be a recuperative is a fast and easy way of gaining trust and feedback. Staff may feel unsettled talking about issues for higher staff members to higher staff members due to them feeling worried that it may affect their employability stats, this overall affects the company as staff are more likely to leave then to settle any issues that may arise. However, if the hotel was to allocate a representative to feedback anonymous issues and worries this would allow the company to tackle these issues. This can help towards the issue of staff turnover, ultimately saving money on training more staff. It can also help the talent development and the talent performance of the team due to high team moral and feeling a part of a family and community. 
Advisory Operational Plan 
The hotel will need to implement a structured and continuous talent development course that is focused on improving the employees skills set on a regular basis. This will help to improve the engagement and service delivery, while maintaining the team moral, mentoring and performance monitoring. 
The plan below will help to ensure that each of team will be able see what is to come and ensure that they are aware of what they will be working on. It also clearly identifies a clear timeline, who it aims to target, what it will cover, the resources needs and the possible outcomes. By creating an advisory operational plan will increase efficiency and will help in encourage team alignment (Indeed Career Guide, 2024). Filing to have an advisory operational plan can result in a waste of resources, time and effectiveness.  
	Action
	Who
	Timeline 
	Resource
	Outcome 

	Conduct skills gap analysis
	HR Manager
	Month 1 
	HR data
	Identify training needs 

	Develop training programme 
	Department Heads 
	Month 2 
	Training budget
	Structured learning 

	Monthly training workshops 
	Trainers 
	Ongoing 
	Materials 
	Skills improvements

	Monitor performance 
	Managers
	Ongoing
	Performance systems 
	Service consistency 



Risks and Mitigation
When creating an advisory operational plan, it is vital to create a risk and mitigation table, this will help to work out what the potential threats to the plan is and how to overcome these issues with mitigations. 
	Risk
	Mitigation

	High cost 
	Implement programme in phases

	Staff resistance 
	Provide incentives and clear communication

	High turnover
	Combine development with retention strategies 



High cost 
By implementing this program in phases will allow both the company and the team members time to adjust to the new chances within the workplace. For the hotel this part will allow time in between training times to rebuild money to be able to pour more money into the next training package. It is import to understand that the training doesn’t have to be all at once and can be broken down into different sections making it more manageable financially for a new hotel within Swansea. 
Staff resistance 
By keeping and maintaining transparency and communication with staff through this period of chance can help to enhance the chances of staff being more open to change. By allowing staff to understand why they are participating within the training and talent development will help to motivate the individual as they have a greater understanding as to what they will benefit from the training and what aspects they will be able to put this training into practice. 
By having small incentives like paid training days will make more staff likely to want to take part as they can see an immediate motive. 
High turnover 
By understanding the core reasons employees are wanting to leave the hotel chain will help to understand the room for improvements. This can be done by creating a culture that promotes learning and thrives off a clear understanding of career growth. 
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