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[bookmark: _Toc2136377794]1.0 Introduction 
The Carmarthenshire Bay film Festival is a cultural event held annually in Llanelli, Wales. The event celebrates filmmaking, diversity and an inclusive space for filmmaking enthusiasts, industry professionals and populations from across the world. In addition to giving established and up-and-coming filmmakers a stage on which to present their work, this expanding festival in Wales offers chances for industry involvement, networking, and education. Film screenings, award ceremonies, panel discussions, and workshops are all part of the festival, which supports the local creative economy and culture (CBFF, 2026). 
The Carmarthenshire Bay Film Festival functions as an events-based service organization in terms of service quality, and the calibre of event coordination, planning, and customer engagement shapes the overall experience (TheatreSirGar, 2026). Therefore, the satisfaction of the audience is influenced by every touchpoint, including ticketing, venue management, hospitality, and guest services.
As a result, hiring is essential to providing excellent service and a satisfying visitor experience. From front-of-house operations to technical assistances, hiring the appropriate personnel and volunteers guarantees the festival's seamless functionality. Employees that are motivated and well-trained and knowing of the brands integrity and morals can improve visitor engagement, deliver effective service (Suhartanta, 2018, pp. 130-137), and effectively represent the festival. On the other hand, bad hiring choices may result in poor service, which would harm the event's success and reputation. Therefore, recruitment for the festival is a crucial factor for the successfulness of Carmarthenshire Bay film festival
[bookmark: _Toc1025206928]2.0 Problem and opportunity identification
A key recruitment issue facing Carmarthenshire film festival is the reliance on temporary staff and volunteers (no.15, 2026). While this type of staffing is flexible for workers and cost effective overall for the company, this type of staffing is inconsistent for service quality. Due to temporary staffing, this creates the impression that the different verity of staff has different levels of experience, commitment issues, lack of onboarding training and the overall festivals service standards and brand values. This impact effects the overall service quality and satisfaction for guests (Michopoulou, 2020).
These hiring difficulties are intimately related to important aspects of the hospitality and events sector. Events like film festivals operate over brief periods of time due to their seasonal nature, necessitating the use of temporary workers rather than permanent labour (Vogel, 2022). Because volunteer work and short-term contracts lead to frequent personnel changes, which impede consistency and the retention of skills and expertise, this adds to high labour turnover. Additionally, the position requires a great deal of emotional labour because employees must always maintain their professionalism, friendliness, and approachability event through strains can be challenging in the absence of proper training and assistance (De, St. Croix, 2013).
According to (Hall, 2016), festival experience is largely dependent on direct human interaction due to the industry's high service-intensive nature, where staff attitude is crucial. This implies that face-to-face contact plays a major part in the overall festival experiences and staff behaviour is a crucial aspect in determine how guests perceive and are satisfied.
An improvement for the Carmarthenshire Bay Film Festival is its hiring and selection procedures despite these obstacles. The festival may achieve more consistent service delivery by implementing more structured hiring procedures, enhancing training, and concentrating on choosing applicants with the appropriate abilities and attitudes (Ogunsola, 2023). In addition to increasing employee productivity, strengthening recruitment tactics would boost visitor satisfaction and safeguard the festival's reputation throughout time.
[bookmark: _Toc479438739]3.0 Academic theory and literature
According to (Hogreve, 2017) the service-profit chain is a framework in determine how internal service quality drives high performance through customer satisfaction, employee satisfaction and service quality. In the context of the Carmarthenshire film festival, Inconsistent hiring and poor training for temporary employees can lower employee engagement and service capacity, which eventually results in worse visitor experiences and decreased loyalty. This illustrates how making investments in hiring and training employees may have a favourable effect on organisational results and service quality.
The human capital theory focuses on employee's knowledge, skills and abilities and ensures that employees are treated as valuable assets. This creates a positive model with emphasis on training and productivity for staff as well as company's investments in employees that drives performance (CIPD, 2017). Regarding the festival, the reliance on temporary staff and volunteers limits the focus on the human capital theory, as the festival is a seasonal contract with little opportunity for development for staff and skill development. This can create a poor effect on service delivery for customers and reduce efficiency for operations. A recommendation for this is the Carmarthenshire Bay Film festival creating an events team to train staff on-hand prior and during the festival. This creates an ongoing pattern and retention for staff after recruitment as they have received training for the festival. 
Maslow’s hierarchy of needs (Rojas, 2023) effectively relates to the Carmarthenshire Bay Film Festival as the model focuses on 5 levels, physiological, safety, social, esteem and self-actualisation needs. This model ensures that staff and volunteers are motivated to work with a positive work environment and are retained. The first level is the physiological needs, therefore in recruitment, fair pay for ages, breaks and working conditions for all staff. In the context of the festival, being provided clean water, hot meals, rest time and accessible working environments can make recruitment more appealing for applicants and recurring staff and volunteers (McCarthy, 2026). 
The second level of the triangle is the safety needs for companies. This model relates to the specific jobs and their descriptions for each role, schedules for all staff and volunteers as well as the proper training to ensure all individuals are confident and able to succeed in their roles (Thomas, 2019). For the festival, ensuring all roles for staff are explained and showed, this creates a sense of reliance and ableness for staff and volunteers as they have been explained in detail prior to the festival day.
The social needs are an important factor in the recruitment stage for the Carmarthenshire film festival. Through recruitment strategies such as networking, teamwork and community, this creates a sense of involvement for staff and workers throughout the festival (Benson, Suzanne and Stephen, 2003). An example of this regarding the social factor overall, is through the promotion of the festival, it gives individuals opportunity to meet industry professionals, filmmakers and speakers.
Accomplishments through work as well as achievements are factors within the esteem needs. Through the hard-working hours throughout festival season, recruitment can acknowledge staff and volunteers through awards and public recognition. This implies that these benefits in recruitment can attract applicants who value acknowledgement and recognition and career-building opportunities (Valvano, 2016).
That last model of Maslow’s Hierarchy of needs is that self-actualisation needs. This need focuses on personal growth and fulfilment within a role. The festival provides staff, volunteers and individuals opportunities such as new skills, contributing to a cultural event and gaining new experiences within the film and festival industry. Through highlighting these gains through recruitment, it can attract new driven individuals who are seeking new experiences. 
[bookmark: _Toc792225206]4.0 Advisory operational plan
[bookmark: _Toc2038164206]4.1 Objectives
The key objectives for the festival to achieve are increasing the attendance for the festival. According to (Melkweg, 2022), in 2015 carmarthenshire bay film festival received over 200 submissions for the event. This grew to over 1,00 submissions in 2022 from 70+ countries. This shows a significant growth in attendees and filmmakers. On the other hand, this can be improved further through gaining a larger and more diverse audiences in years to come. This can be implemented through marketing strategies such as promotions online to attract more audiences.
A key objective that the festival needs to acheive is the improvement of the recruitment. Through gaining strong and skilled staff and volunteers beforehand, this can improve the guests' experiences, service standard as well as the overall budgeting for staff during the festival season. T	hrough achieveing effective recruitment, it ensures that that staff are tailored to the needs of guests through matching their skills to their roles. This reduces inefficiency, training costs and enhances the operational performances across the site (Ekwoaba, Joy, 2015). Moreover, by attracting staff that are motivated with the relevant skills and who has interest fir the film industry, this creates a more engaging workplace for all staff, volunteers and will create higher levels of satisfactory guests throughout the festival (Tsai, Amber, 2023). In the long term, the improved recruitment incentives can support the retention of staff and volunteers, as well as building a reliable talent pool for the future, contributing to the sustainability, brand visibility and growth of the event. 
Financial sustainability is another relevant objective to sustain for the festival. Ensuring that costs are covered consistently for operational needs are essential in ensuring the long-term viability and gain for the festival. This can be achieved through an upscale in ticket sales, partnerships, vendors, merchandising, marketing alongside effective cost control measures (Pathirage, 2025). Ensuring that there is a planned financial budget allows the festival to locate resources while minimising unneeded expenditure. Moreover, maintaining this is essential to ensure the reinvestment into the future festivals to come. This through improving and expanding offerings in which strengthens the festivals reputation overall.
[bookmark: _Toc655551765]4.2 Key actions and strategies
	Strategy Area
	Key Actions
	Approach

	Recruitment
	Focus on recruiting volunteers, film students and enthusiasts as well as staff with previous festival experience
	Maslow’s Hierarchy of needs motivates through networking, experience and recognition 

	Marketing
	Online with social media campaigns, partnerships with local businesses and promotions
	A strong digital marketing strategy plan ensures the increase of visibility and attendance (Flippingbook,2025)

	Operations
	Scheduling films, logistical planning and venue management ensures that all procedures are on track and plan. The use of Gantt charts and tables ensures coordination throughout the festival
	Through a project management approach this ensures that deadlines are met and recourses are allocated efficiently

	Financial Planning
	Budget control, sponsorships and vendors support finance and creates a diversifying revenue stream and lessening financial risk
	A cost-benefit analysis ensures that control is maintained over income and expenditure (Stobierski, 2025)

	Stakeholder Engagement
	Collaborations with local businesses promotes the local economy and can create long-lasting connections
	The stakeholder theory implies that the festival can build relationships and increases sponsorships (Freeman, 1984)



[bookmark: _Toc797451413]4.3 Responsibilities
	Roles
	Responsibilities

	Festival director
	Overall leadership, decision-making

	Human Recourses
	Recruitment, training, staff welfare

	Marketing
	Promotions and audience engagement

	Operations
	Event logistics and scheduling

	Finance
	Budgeting, forecasting and financial control

	Staff/Volunteers
	Paid and unpaid event support, customer service



[bookmark: _Toc148883118]4.4 Timeline
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[bookmark: _Toc790468893]4.5 Resources required
The 5 main resources that are required for the Carmarthenshire Bay Film Festival are Human recourses. This role incudes overseeing staff, volunteers and event coordinators. Financial resources are important to maintain financial responsibilities such as sponsorships, ticketing sales and revenue. Physical resources are the physical aspects of the festival, this ranges from the venue itself, equipment and screening technology. Partnerships are an important part of the festival as they create an image for the festival. Partnerships such as with local businesses and media partners ensure this.
[bookmark: _Toc1545540410]4.6 Expected outcomes
	Outcome
	measurement

	Increased attendance
	Ticket sales and audience numbers

	Successful recruitment
	Staff retention rate and volunteer satisfaction

	Financial success
	Profit margin (revenue and cost)

	strong brand image
	Social media engagement and press coverage

	Positive customer experience
	Feedback surveys and online reviews



[bookmark: _Toc296877093]5.0 Impact on service, hospitality & guest experiences
The improvement of staff capability and engagement such as skilled staff with an interest in films and festivals will ensure that the guests experience will increase due to the prior training. This links to the service-profit chain model (Heskett, James, 2008) as better training leads to satisfied customers in which creates better performance. Using clear planning and defined staff roles helps towards enhancing service consistency. Through providing pre-event briefings and training for staff it improves the overall service procedures across all areas. This links to the SERVQUAL model (Shi, Huifang, 2020) as reliability enhances service delivery and through assurance, staff feel confident and creates a sense of professionalism.
[bookmark: _Toc46611512]6.0 Conclusion
In conclusion, the Carmarthenshire Bay Film Festival runs in a highly service-intensive setting where the success of the event as a whole and the guest experience are directly impacted by the calibre of staff performance. According to this assessment, the festival's reliance on volunteers and temporary employees poses a significant problem, especially when it comes to upholding consistent service standards and providing a first-rate guest experience.
It is clear from applying academic theories such as Maslow's hierarchy of needs, the service-profit cycle, and human capital theory that investment in hiring, training, and employee engagement is crucial for enhancing both internal operations and external service outcomes. Moreover, improving employee motivation and capability results in higher visitor pleasure, better service delivery, and ultimately improved organisational performance.
Through objectives, focused recruitment tactics, efficient planning, and stakeholder engagement, the suggested operational strategy offers an organised method for resolving these issues. The festival can attain more constant service quality and operational efficiency by concentrating on enhancing hiring procedures, bolstering training, and guaranteeing financial sustainability.
All things considered, putting this plan into action will have a good effect on employee performance, improve service consistency, and increase customer happiness and loyalty. Long-term, this will help the festival's standing, financial stability, and ongoing expansion in the cutthroat events and hospitality sectors.
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