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Human Resource Management (HRM) plays a critical role in enabling organisations to achieve strategic objectives through the effective management of people (Moltke, 2025). In highly competitive and customer focused industries such as the UK leisure and gaming sector, organisations like Grosvenor Casinos face increasing pressure to adapt to rapid technological change, attract and retain skilled employees and foster inclusive workplaces. These challenges require HR departments to adopt a strategic and proactive approach to managing human capital.

According to John Storey (1995), Strategic Human Resource Management involves developing a committed and capable workforce to achieve sustained competitive advantage, emphasising the importance of aligning HR practises with organisational goals. In this context, HR is no longer limited to administrative functions but is central to organisational performance, employee development and long-term sustainability (Vulpen, 2020).

This report will examine three key challenges faced by HR within Grosvenor Casinos: adapting to technological advancements, managing talent acquisition and retention, promoting diversity, equity and inclusion (DEI). It will first explain the factors influencing each of these areas, before evaluating contemporary HR practises used to address them. Lastly, it will critically assess how departmental managers can ensure the effective and timely implementation of these practises.
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Technological advancement refers to the rapid evolution and integration of digital systems, automated processes and data‑driven technologies that fundamentally reshape how organisations function and manage their workforce. Within the field of HRM, these developments create a continuous requirement for organisations to update employee skills, revise work practices and ensure that training remains closely aligned with wider organisational strategy. As highlighted by Michael Armstrong (2009), training plays a central role in building the competencies employees need to perform effectively in technology‑driven environments (Armstrong, 2009). Alongside this, organisational learning, defined as the process through which organisations improve their actions by enhancing knowledge and understanding, supports the ability to adapt to external change. This shows that technological progress is not solely about acquiring new tools, it also requires improving a culture in which learning, development and adaptation are ongoing expectations.

For Grosvenor Casinos, technological advancement holds particular importance due to the increasing digitisation of both the gaming and hospitality sectors. The organisation must respond to the growth of online gaming platforms and the expansion of digital customer experience systems, alongside automated processes used for transactions, bookings and customer data management. The use of data analytics to track customer behaviour and performance has also become central. To keep pace with these developments, HR must ensure that employees possess strong digital literacy and the technical capabilities needed to work confidently with new systems. This reflects core workforce planning principles, which highlight the necessity of anticipating future skill demands based on technological trends and organisational objectives. Training initiatives therefore need to be strategically aligned. Kaplan and Norton (2004) suggest that frameworks such as the Balanced Scorecard enable organisations to connect learning and development activities directly to performance outcomes, ensuring that technology‑related change actively supports business success (Kaplan and Norton, 2004). Ultimately, technological advancement has both operational and strategic implications for Grosvenor Casinos. It improves efficiency and customer service yet simultaneously increases the need for continuous development to avoid skill gaps, declining performance or resistance to change.
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Talent Acquisition and Retention refer to the processes by which organisations attract, recruit, develop and retain employees with the necessary skills and capabilities to achieve organisational objectives (Westover, 2025). From a strategic perspective, employees are viewed as a key source of competitive advantage. This aligns with the resource-based view proposed by J Barney (1991), which argues that organisations gain sustained advantage through resources that are valuable and rare (Barney, 1991). In addition, the concept of the psychological contract, described by the CIPD (2025) as the unwritten expectations between employers and employees emphasises that retention is influenced by more than just financial rewards. Factors such as opportunities for development, perceptions of fairness and the level of organisational support also play a significant role in determining whether employees remain with an organisation (CIPD, 2025).

Effective talent acquisition and retention play a crucial role in shaping outcomes at Grosvenor Casinos. Attracting capable, customer‑focused employees strengthens service quality, which is vital in a highly competitive leisure sector. Equally, poor retention leads to increased recruitment expenses, loss of valuable organisational knowledge and interruptions to the customer experience. To reduce turnover and hiring costs, Grosvenor Casinos clearly outlines its benefits package within job advertisements, ensuring candidates understand what is available from the outset. The organisation also adopts strategic recruitment approaches, including group interviews, which allow hiring managers to efficiently identify applicants who possess the necessary skills and behavioural competencies.
Retention is also strongly influenced by the extent to which the psychological contract is upheld. When employees feel that expectations around career development, managerial support and fairness are not being met, they are more likely to leave. From a strategic standpoint, investing in talent management helps the organisation build a stable and capable workforce, reducing dependence on external hiring and supporting long‑term organisational performance.
A key example is Grosvenor Casinos’ dealer academy, delivered by experienced casino managers. This initiative demonstrates that employees are not simply resources but essential assets who must be continually developed and retained to sustain competitive advantage.
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Diversity, equity and inclusion (DEI) encompass organisational practices aimed at ensuring fair representation, equitable treatment and full participation for individuals from diverse backgrounds (Boyles, 2023). However, research by Farquharson, McNally and Tahir (2024) highlights that genuine equality of opportunity is still limited, as structural factors including social class, education, gender and ethnicity, continue to influence career outcomes. Those from more privileged backgrounds often retain advantages such as greater access to high‑quality education and influential networks, whereas individuals from disadvantaged environments face additional barriers. This demonstrates why DEI initiatives are essential for reducing workplace inequalities and promoting fairer outcomes.
For Grosvenor Casinos, DEI is particularly significant given the diversity of both its workforce and its customer base. The organisation has implemented a range of inclusive HR practices to promote fairness in recruitment, progression and day‑to‑day working life. Structured and group interviews help reduce bias by ensuring all candidates are assessed consistently on relevant skills. Regular equality and inclusion training further raises awareness of unconscious bias, while transparent promotion criteria and internal development programmes support equitable career progression. Grosvenor Casinos also encourages employee feedback to strengthen communication and foster an inclusive culture.
Failing to prioritise DEI risks reinforcing existing inequalities, undermining morale and damaging organisational reputation. Alternatively, strong DEI practices enhance long‑term sustainability by improving engagement, promoting fairness and supporting ethical organisational behaviour.
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To address the challenges of technological advancement, talent acquisition and retention, diversity, equity and inclusion (DEI), organisations such as Grosvenor Casinos must adopt a range of contemporary Human Resource (HR) practices. However, while these practices offer significant benefits, they also present limitations that must be critically evaluated.



Technological Advancement

A key HR practice for managing technological change is continuous training and development. Michael Armstrong (2009) emphasises that training is fundamental for building the competencies employees need to operate effectively in evolving environments (Hassan, 2006). At Grosvenor Casinos, initiatives such as internal training programmes help staff adjust to new technologies and systems. This approach strengthens organisational learning and reduces skill gaps, supporting the company’s competitiveness. However, training requires significant time and resources and there is no certainty that employees will consistently apply new skills in practice. This reinforces the need to align training with organisational objectives. The Balanced Scorecard developed by Kaplan and Norton (2004) helps achieve this by linking employee development with overall performance (Tawse and Tabesh, 2023). Performance management systems also support technological adaptation, as Armstrong and Baron (2004) note that they clarify expectations and guide development (Hassan, 2006). While continuous feedback encourages desired behaviours in line with Skinner’s reinforcement theory (Skinner, 1938), poorly executed systems risk being seen as overly controlling.





Talent Acquisition and Retention

To address talent related challenges, organisations increasingly rely on practices such as Employer Value Proposition (EVP) and talent management strategies. EVP outlines what employees receive in exchange for their contribution, including salary, development opportunities and organisational culture (Snowdon, 2025). For Grosvenor Casinos, communicating benefits and career progression clearly helps attract candidates who align with organisational needs. EVP enhances employer branding and supports retention, however, if expectations are not met, employees may perceive a breach of the psychological contract, as highlighted by the CIPD (2025), which can lead to dissatisfaction and increased turnover. Talent management and succession planning also play a crucial role in ensuring that the organisation places the right individuals in key roles at the right time. This aligns with the Resource‑Based View proposed by Jay Barney (1991), which stresses the importance of valuable and rare human resources (Mazzei, 2024). Despite its benefits, talent management may create perceptions of unfairness if only selected employees are identified as “high potential.”




Diversity, Equity and Inclusion (DEI)

To address DEI challenges, organisations implement inclusive recruitment practices and diversity training. Inclusive recruitment involves structured selection methods to reduce bias, aligning with the need to address structural inequalities highlighted by Andy Furlong (2013) (CIPD, 2024). The strength of this approach is that it promotes fairness and widens the talent pool. Diversity training is another commonly used practice, aimed at increasing awareness of inclusion and equality. While this can improve understanding and workplace culture, its effectiveness is often limited if not supported by long-term behavioural change. 


Overall, contemporary HR practices provide effective tools for addressing key organisational challenges. However, their success depends on strategic alignment, consistent implementation and the ability of managers to apply them effectively. 
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While HR departments design policies and strategies, the successful implementation of these practices depends largely on departmental managers. In organisations such as Grosvenor Casinos, managers are responsible for ensuring that initiatives related to technological advancement, talent management, and diversity, equity and inclusion (DEI) are effectively applied in everyday operations.


Technological Advancement

Managers play a crucial role in helping employees adapt to new technologies by providing training and continuous support. At Grosvenor Casinos, experienced managers contribute to development initiatives such as the dealer academy and Kallidus digital training, strengthening practical skills. They also reinforce learning through monthly Amber to Green evaluations and consistent feedback. While performance management aims to review progress and guide development, its effectiveness depends on the manager’s ability to deliver constructive, meaningful feedback. When applied superficially, it fails to encourage real learning, leaving employees without the skills or adaptability needed to respond to technological change and limiting organisational progress.


Talent Acquisition and Retention

Managers are directly involved in recruitment and employee retention. At Grosvenor Casinos, managers may participate in group interviews to identify candidates with the required skills and behaviours, ensuring alignment with organisational needs. They also play a role in retaining employees by offering support, recognising performance, and encouraging development opportunities such as internal training programmes.
However, inconsistent management practices across departments may lead to unequal employee experiences. If managers fail to meet employee expectations, this can result in dissatisfaction and increased turnover, highlighting the importance of consistent and effective managerial behaviour.


Diversity, Equity and Inclusion (DEI)

Managers are central to embedding DEI practices within the organisation. At Grosvenor Casinos, managers ensure fair recruitment and promotion decisions by applying objective criteria and reducing bias during selection processes. They also promote inclusive team environments by encouraging open communication and addressing inappropriate behaviour promptly. However, while policies may exist, their success depends on how seriously managers enforce them, therefore, managers must actively demonstrate inclusive behaviour rather than rely solely on organisational policies.

Overall, managers play a critical role in translating HR strategies into practice. While they could drive effective implementation, their success depends on their skills, consistency, and commitment.
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In conclusion, this report has identified the main HR challenges facing Grosvenor Casinos, particularly those linked to technological change, talent acquisition and retention, and the organisation’s focus on diversity, equity and inclusion (DEI). These areas are highly connected and require a strategic, coordinated response to enhance overall performance. Modern HR practices such as training and development, performance management, talent management and inclusive recruitment, provide effective ways to address these issues. However, their impact depends on consistent and high‑quality implementation. Departmental managers play a vital role, as their communication, support and day‑to‑day application of these practices are essential for embedding them across the organisation
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