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Introduction

Strategic HR Management is preoccupied with aligning the needs of the people with the long-term business goals of the organisation (Nottrodt, 2024). As discussed by Rebecca Peters for CIPD (2023), “structure, quality, culture, values and commitment” are key areas that must be managed and maintained in order to bridge the gap between available resources and future requirements.
The role within HR is detailed and widespread, and the department must adopt strategic practices to avoid organisational failure. After all, if the best candidates for the job are not attracted and then retained, there is a real threat to the overall business success. Following the Covid-19 pandemic there has been a shift in attitudes to work, and employees now more than ever, are desiring a job where they can be sure their needs are met (Nottrodt, 2024).
Strategic HR must be explored to appreciate the context of traditional and agile working environments and practices. This study will compare two Swansea hotels: Delta Hotels who favour agility, and The Dolphin SA1 which has a more traditional working environment. In-depth analysis and consideration of how internal and external factors may influence these approaches will be studied to enable innovative recommendations to be made, with the aim of strengthening the HR practices of the two properties in question.
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Delta Hotels operates within agile work settings, that have been achieved in part due to their rebrand from the traditional Marriott Hotels to the more technology focused Delta sub brand in 2023 (Caswell, 2022). Specific changes include free Wi-Fi, QR code ordering and live chat access to the front office. These changes have been positively received, as noted by their guests in online reviews (Marriott, 2024). This has also had an impact on employees, with a focus on retraining to provide empowered service without the traditional constraints of previous brand standards (Gabbitas, 2023). Delta Hotels is also now overseen by a Talent Acquisition Manager to streamline recruitment and increase development. The focus is retention, engagement and wellbeing (Gabbitas, 2023). 
Conversely, The Dolphin favours a more traditional working environment. It can be argued, that due to the mainly positive reviews of patrons (TripAdvisor, 2024), this is effective. However, there is a risk to sustainability if more agile practices are not implemented (Holbeche, 2023). More basic facilities may compliment the needs of some, but there is the risk that their guest pool is reduced. Unlike Delta Hotels, there is no inclusion of sustainability or Corporate Social Responsibility on their website (Dolphin SA1, 2024). With this commonplace now, it is a stark omission. The content of their website overall suggests a lack of innovation. For example, their homepage includes information regarding Covid-19, including an NHS discount. This is outdated, with an update required (Dolphin SA1, 2024). A negative impression will be made on potential guests, and employees are likely to be disengaged (Capelli and Tavis, 2018).
In this technological age, it is important to consider social media. The Dolphin does not have much presence at all. For example, the hotel, and its employees are not part of LinkedIn which is a huge tool. With over 900 million users, it is an important platform to utilise (Amendola, 2023). Delta Hotels, however, does have a strong presence. The hotel and numerous employees are available for contact via LinkedIn and employee successes are promoted regularly, alongside the marketing of services. This is just one example of how they present themselves online to attract customers and promote their organisation as a positive place to work. The Dolphin is not taking advantage of these possibilities by remaining traditional.
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When considering HR approaches it is important to analyse internal and external environmental changes. This is where frameworks such as PESTLE analysis are particularly useful.
Political aspects to consider include the ongoing effects of Brexit. In April 2024, as reported by BBC News (Seddon, 2024), the UK rejected an offer from the EU regarding freedom of movement for those aged 18-30. Delta Hotels is working hard to offset these restrictions by creating a working environment that employees are attracted to and reluctant to leave. Meanwhile, The Dolphin with its more traditional approaches, is not responding as effectively. The basics of the amenities for example, where their café doubles as their reception, results in a lack of identity. Whilst an organisation must work with the available resources, this lack of differentiation can be confusing and demoralising, and is a concern that HR should be focusing on to avoid disengaged staff and unhappy customers.
Perhaps the most relevant economic consideration currently is the ongoing cost of living crisis. This will have a direct effect on consumer spending, which makes it even more important for organisations to retain the best workforce so that they can offer a superior product and service that will entice customers. Delta Hotels has implemented cross training and renumeration incentives to achieve clearly established progression routes (Holbeche, 2023). Their aim is to ensure that the organisational needs and personal needs of the employee can be met in unison rather than conflict. The Dolphin does not promote cross training. Instead, they favour a traditional approach where staff remain assigned to individual departments. Therefore, staff development and incentive based training is not encouraged. Whilst this does provide stability of expectation, it can result in disengagement, which would make it harder to retain employees.
Arguably the most relevant factor in the hospitality industry for social is work-life balance. Operational departments are renowned for anti-social hours and long shifts. Following the Covid-19 pandemic, when society moved outside of the regular structure of working due to the lockdown, there was a realisation of how limiting hospitality can be (Pereira, 2023). This led to many leaving the profession, with recovery from this still not complete. Implementation of more agile practices would ease these tensions. This is an area that both properties could seek to improve on. Whilst it is not possible to implement measures such as hybrid working for example, it is possible to update rota systems to benefit the needs of the employees and achieve more harmony overall.
Technology should be an ongoing area of consideration, with advancements only increasing. The capabilities of AI for example, to recruit and manage talent is an area that needs attention when striving to achieve innovation (Bashynska, Prokopenko and Sala, 2023). As mentioned, Delta Hotels has updated its technology systems to enable staff to perform more efficiently and trust in their resources. In addition, AI is utilised for training purposes to create a workforce that is capable, engaged and inspired. AI has not yet reached The Dolphin in this regard, but it should be considered as it could greatly enhance the organisation and instil pride and job satisfaction (CIPD,2023).
Legal considerations include relevant employment laws. The Equality Act 2010 which saw amendments come into force in January 2024 (Lyons Davidson, 2024) to further protect employees is one example of the importance of maintaining awareness. It is understood that both organisations are adhering closely to this. It is an interesting moment for reflection, as it demonstrates the fluidity of some aspects across the divide of traditional versus agile.
Lastly, environmental concerns, particularly the commitment to Corporate Social Responsibility. Delta Hotels promotes this in its online literature, whereas The Dolphin does not. This is not to say that a traditional working environment does not incorporate Corporate Social Responsibility, but the lack of innovation to use this as a marketing tool can put the property at a disadvantage (Morris, 2018).
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The size of an organisation can affect HR strategies and their implementation. A smaller business, such as The Dolphin has more freedom to make changes than a property such as Delta Hotels who are tied into the HR practices of the brand (Leatherbarrow and Fletcher, 2019).
The reach of an organisation is an important consideration also. Whilst larger brand operatives such as Delta Hotels will have standardised practices, it must be considered whether localised adaptations are required to meet the cultural and political needs of the location (Durth et al, 2022). Independent properties such as The Dolphin will not need to spend time and resources on this, as they operate in one area only.
A wonderful aspect of the hospitality industry is the diversity of the sector. However, with this diversity comes particular requirements within the workplace, and differing skill sets of employees, and this must be taken into account when determining correct HR strategies. Talent development is a major concern (Mayne, 2024). The organisation must determine that it is equipping staff with relevant skills and knowledge, and protecting a work force that is prepared to work under certain circumstances that may be viewed as undesirable, such as shift work patterns for example (Gabbitas, 2023).
Whether a standardised approach such as that of a multi brand organisation, or a more personalised approach indicative of an independent property, flexibility is always key. HR strategies should be adaptable so that an organisation can respond to changing needs and demands appropriately and efficiently. Flexibility allows for the development of a strong organisational culture which is fundamental to success (Thompson and Beardwell, 2017). 
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Delta Hotels recognises that employee engagement is fundamental to success. They utilise elements such as a yearly associate engagement survey to identify shortcomings and promote initiatives such as an employee of the month scheme with financial rewards and organisational recognition to promote engagement. The Dolphin is far more traditional. It does not publicise or promote additional practices that could enhance engagement.
An area that both organisations could work upon is people management. Delta Hotels currently holds yearly development appraisals, but it could be argued that this is not frequent enough to truly monitor performance and ensure the drive to excel is sustained. Performance management is neglected at The Dolphin also, with sufficient new team member training measures, but a lack of further development opportunities.
The technological advancements of areas such as AI are impacting HR strategies in an unprecedented way (Bashynska, Prokopenko and Sala, 2023). Aspects that are affected include recruitment and talent acquisition, employee retention and engagement, performance management, workforce planning, and administrative support.
AI and data analytics can be an asset in recruitment when selecting candidates to interview. The HR team do not need to spend time looking through applications and the risk of unconscious bias is avoided. Workforce planning is also supported when forecasting systems are utilised to determine requirements, or administrative tasks such as payroll are digitalised to increase accuracy. Another area for consideration is gamification for training initiatives to increase engagement and drive information absorption (Holbeche, 2023).
Delta Hotels, operating with agility, has incorporated these measures, whereas The Dolphin with its traditional practices, has not. There are arguments for and against both. Organisational loyalty can be improved through the word-of-mouth structure that The Dolphin implements and the personalised approach it favours. However, the lack of proven analytics to filter candidates could result in the skills of an employee failing to meet requirements.
It is important to note that there can be errors in accuracy with AI. Further concerns are the risks to privacy. Increased digitalisation raises the concern of ethics in organisational practices, something that a traditional approach can mitigate (Leatherbarrow and Fletcher, 2019).
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When making recommendations, it is fundamental to look to proven HR models and frameworks for direction. One notable example is Handy’s Model of Organisational Culture which champions the merging of employee requirements with overall business goals (Veigas, 2022). According to Handy, an organisation can be bracketed into one of four specific cultures: power, task, person and role (Veigas, 2022). 
This is a useful framework as it can enable the identification of strengths and weaknesses and interpretation of current practices. As the Mind Tools Content Team (no date) states “productivity, morale and efficiency can all suffer” without this. Culture in organisations often changes, and a responsive approach is crucial (Mind Tools Content Team, no date).
Delta Hotels operates mainly in a task setting, where the focus is on teamwork to achieve objectives (Veigas, 2022). They would benefit from more frequent communication between the employee and HR. One suggestion is a dedicated channel between HR and employees to enable open and frequent communication. Therefore, some aspects of a role culture, where communication is championed would be recommended (Veigas, 2022).
The Dolphin operates predominantly in a power setting where delegation from higher management is the approach (Veigas, 2022). As a result, they would benefit from adaptations including a less traditional approach to people management and current HR strategies. Power cultures can bring stability, but they can also generate unrest. An implementation of a model that champions employee engagement and wellbeing would be beneficial (Thompson and Beardwell, 2017) with a move towards a more task and role inspired approach advised.
Further recommendations for Delta Hotels include improvements in onboarding to introduce a mentorship scheme where new employees receive personalised support from an experienced team member. This would build connections, encourage diversity links and increase purpose and value. Finally, whilst Delta Hotels is somewhat dictated to by the standards of the global brand, it could look to introduce inclusion in property decision making. This could be as simple as the decisions regarding wellbeing events, or the incorporation of a team of representatives from each department to suggest improvements. This would benefit engagement, talent retention and overall guest service, providing a valuable addition to strategic HR practices and wider organisational strategic decision making (CIPD, 2023).
Further recommendations for The Dolphin include introducing employee recognition and engagement surveys, which could be utilised through AI. Other areas AI could be used include training and recruitment to strengthen their talent pool and their business operations. A merge of AI and their current personalised approach would arguably bring harmony to the process (Nyathani, 2023). The implementation of updated technology approaches would also be recommended. Literature to promote Corporate Social Responsibility and updated marketing information on their website and social media platforms should be prioritised. This will bring rejuvenated pride to the workforce, and an improved service offering. Participation from employees to achieve this would yield further positivity in the team (Nyathani, 2023). 
[bookmark: _Toc169902348]Conclusion

This comparative study has outlined traditional and agile working environments and presented the positive and negative attributes of both, through the comparison of two Swansea based hotels. It has presented how they differ in approach and implementation, and where there are similarities. By comparing the two properties, it has been possible to ascertain areas of strength and weakness, which has led to recommendations for innovative responses and adjustments to HR strategies.
It is interesting to conclude that whilst there is rigidity in a traditional environment, there are also standardised practices and less risk to ethics. With regard to agile practices, there is adaptability and fluid movement, however the risk is to data protection and the pitfalls of not maintaining frequent and open communication (Cascio, 2015).
It is recommended overall that agility is strived for, as the benefits exceed the concerns. The current climate demands agility in the form of Corporate Social Responsibility, business sustainability, and the utilisation of technology and artificial intelligence. To not incorporate these aspects is to risk a decline in position in the marketplace (Durth et al, 2022). Real and relevant concerns that fall into the categories of PESTLE must be considered and incorporated into HR strategies to ensure avoidance of a detrimental effect on the standard of the workforce and overall business strategy. Streamlined recruitment processes, a focus on talent acquisition and employee retention must be prioritised as the hospitality industry continues to recover from events such as the Covid-19 pandemic (Mdhlalose, 2023).
It has been determined that Strategic HR Management is crucial to all areas of an organisation. It will impact employees, customers and the wider business success. As a result of this it must be ever evolving, remain up to date with relevant laws and requirements, promote open and clear communication and strive to protect and develop its workforce. This will ensure that guests receive the best service, meaning an increased likelihood of organisational sustainability in an unpredictable and often changing sector (Nottrodt, 2024).	
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