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Script

Redefining Talent Management for Industry in the Age of AI – that’s quite a title isn’t it. It sounds rather complicated.
Well, the purpose of this talk today is to delve in and create some understanding and a clear action plan for our progression here at Delta Hotels Swansea.
You gave me the task of exploring evolving HR strategies, with particular attention paid to talent management, and I really embraced this challenge, with it being such an important area of focus.

Let’s think about strategic human resource management as our starting point.

As stated in the International Journal of Science and Research Archive in January (2024); Strategic Human Resource Management or SHRM is being dictated to by three distinct elements: technology, globalisation and societal expectations.

The structure of an organisation, and the expectations of employees are ever-changing, and the HR department must be responsive and innovative with its reactions. Even for an agile organisation such as ours, new and innovative approaches are always possible, and they should be explored as a priority when managing our talent.

We are a global brand, but we stand in one location, and that is in the UK. Just two months ago, in April 2024, BBC News reported on the announcement that the UK had rejected a deal with the EU to make movement within Europe easier for those aged 18-30 (Seddon, 2024). So many of our staff fit that bracket, particularly in our operational departments, and what effect is this likely to have? For an organisation that prides itself on being multicultural, we are in danger of this being compromised.

But it is not just our younger workforce. Recent changes to the flexible working laws, as published on the Government Website (Gov.UK, 2024) mean that from day one, an employee can make requests in regard to when and where they work for example. When it comes to talent management there is no such thing as a one size fits all model. We need to acquire the correct workforce, develop each staff member accordingly, and retain wherever possible.

So, now that we have established the importance of implementing innovative approaches and our need for attention here at Delta Hotels Swansea, let’s consider whether we are ripe for or resistant to change?

I would answer that we are ripe for change. Look at how our property has evolved in the last year. We have moved away from the traditional Marriott Hotels model, and into the Delta brand, which champions innovation. A refurbishment, update of systems and new training initiatives have all taken place, and really rejuvenated our service offering and our associates. We have seen longstanding team members embracing new practices and gaining new skills. Maintaining this momentum is crucial.

I’m going to bring up some slides now so that we can take a look at some of the innovative practices that Marriott International as a whole has, as these can be used as the foundation for our development here in Swansea.

The Marriott website (Marriott International, 2024) outlines clear approaches:
· Our Global Take Care Programme – this champions physical, mental and financial wellbeing. It supports the personal and professional growth of associates.
· Putting People First – this philosophy has been with our brand right from the beginning back in 1927 when J. Willard Marriott and his wife Alice opened the first root beer stand.
· Take Care of associates and they will take care of the customers – our core value that is as important today as it has ever been.
· The Marriott Development Academy and Emerging Leaders Program – providing fantastic career advancement opportunities.
Travel Daily Media reported in 2024 that:
· The endless opportunities for progression, travel, our sharing of stories to promote opportunities and attract and retain talent.
· Finally, the adaptation of key areas such as the aging population, and by default, the aging workforce. The engagement of younger employees also, through a positive culture that encourages flexible career paths.

How can we here at Swansea keep this momentum going? We take advantage of the resources that are available to us such as artificial intelligence.

There is no escaping the fact that AI is here to stay. However, here at Swansea, we do not actively use it in our talent management outside of generic training exercises. Therefore, we can absolutely leverage the capabilities of AI to improve our practices.
So, what is artificial intelligence in its most basic terms? As CIPD so concisely put it in 2022, it is “an umbrella term for a suite of technologies that performs tasks usually associated with human intelligence” (Shah, H. 2022).
How does this affect talent management? Firstly, in recruitment. AI is data driven and will respond to the algorithm rather than the unconscious bias of the human decision maker. It will be faster and more accurate. But it is not without its dangers. It responds to the data that it is given to work with, and so there is still a risk that biased data could be inputted, as highlighted by the CIPD in 2022 (Shah, H. 2022).
We would be foolish to think that we are above this risk as a global brand. After all, in 2018 Amazon were criticised for inputting data in an AI software that resulted in male candidates being favoured over female. As Reuters reported at the time, there was an immediate downgrade in scoring for any applications that included the word women (Dastin, J. 2018). However, when carefully designed it can bring a wealth of positives. AI can ensure positions are filled faster and retention levels are increased as noted in a qualitative study conducted in 2024 by Seal and Gupta (Seal, P.P and Gupta, P. 2024).
It is a common misconception that talent management is only concerned with the acquisition of new staff. What about existing team members? For example, in non-operational departments a heavily technological influence could result in hybrid working. For all employee’s productivity levels could be increased, resulting in a positive impact on wellbeing as noted in a CIPD Webinar in 2023. It isn’t only about the employee, however. After all, we are running a business. For the organisation it promotes efficiency, accuracy and a greater chance of retention of key staff (CIPD, 2023a). It is not without its errors, but this is why I propose that it is used to enhance the human skill set rather than replace the human altogether. We do not need to pick either or. It sounds quite attractive when placed in these categories doesn’t it?
I direct your attention to this graph. It compiles results from a survey that CIPD conducted in 2023. They asked senior decision makers without HR responsibility how comfortable they were with allowing AI to perform certain tasks. The reluctance is evident. Over half of the respondents expressed discomfort with AI identifying underperforming employees, even when the criteria is clear. Just under 68% showed discomfort with candidates being shortlisted for interview through AI also. Interestingly however, only just under 13% were uncomfortable with AI selecting routes for picking in a warehouse. This shows where senior decisionmakers trust technology, and where they feel a human touch is still preferrable. We must remove this fear at the highest level so that it can filter down through our teams (CIPD, 2023c).

So, what am I proposing?

I suggest that we really drill into the ability that AI has to identify skills shortages in our current talent. We can then utilise AI further to create and track relevant individualised training plans. This can only be beneficial in our fight for retention and sustainability.
By analysing these skills shortages, we can identify exactly what we need from future candidates. This will enable a streamlining of the recruitment process and a better match of candidate to position, a suggestion supported by a qualitative study conducted in 2024 by Seal and Gupta (Seal, P.P and Gupta, P. 2024).
This will also increase the sense of family within our organisation, as we work towards a common goal. Our sense of family here at Delta Hotels Swansea is strong, it is recognised time and time again by our associates and customers alike. It is so important that we protect and nurture this, as it is our USP at individual property level.
Our current once yearly appraisals with staff members is an outdated model, it needs attention. Our employees will not feel supported, valued, or as though we believe in their progression. It is important in this climate to retain our talent; how could we possibly do that if we do not make them feel as though we are committed to their development? An individualised development plan, powered by AI and constantly accessible, editable, and holding us to account with deadlines, would, I believe, increase sense of purpose in our associates.

But what about our competitors? We must benchmark accordingly.

Let’s consider IHG. They have really pushed forward in recent years with their AI utilisation. They now use an AI driven algorithm to shortlist applicants as reported by The People Space, 2017 (Harrington, S. 2017). This has been created through a combination of customer data and employee testing. This testing was individual to each brand meaning that they have been able to replicate the skillset of their current key employees when considering new recruits. By using gamification to complete this process, they have had great feedback from candidates who really enjoyed this interactive approach to screening. IHG are now moving to replicate this with career development opportunities for their current staff.
This is an area that we should consider here in Swansea. The family element that I touched upon earlier highlights our interaction at ground level and above. Our associates would absolutely respond well to some gamification elements incorporated into their development plans.
Another major competitor of ours is Hilton Hotels. As reported by Forbes in 2018, they have been using Ally their chatbot to communicate with potential candidates on their Careers Site and to conduct some video interviews also, which demonstrates a further opportunity during the shortlisting process. Hilton has seen a 40% improvement with their interview to hire ratio which has allowed time and resources to focus on the evolution of SHRM (Meister, J. 2018).
Again, this is something that we should be implementing here in Swansea. After all, we share our HR team with Cardiff Marriott. This means we have lost 50% of the time and resources that we enjoyed previously. This loss demands streamlined approaches and more strategic practices if we are to provide the best outcomes in terms of talent management.

Let’s pause on the suggestions, so that we can consider the ethical complexities and how important equality and diversity is when implementing changes in relation to AI.

As a recent CIPD webinar in 2023 explained, AI is growing at an exponential rate, and much like the internet and mobile phones, there is no escaping it. It will affect every organisation and so the best approach is to understand the risks and opportunities and react accordingly (CIPD, 2023a). We have already explored the opportunities, so let us now switch focus to the ethical risks.
AI must be used responsibly. It is imperative that the employees of our organisation understand what we are using their sensitive data for. We must produce a clear ethical statement that outlines how we have removed bias from the processes.
We talk about retraining, let’s spend the time retraining thoughts and opinions to understand that the engagement and development opportunities that AI brings are worth getting excited about. After all, accuracy brings equality, and AI can arguably provide this where a human may not. Not only this, but AI can speed up communication channels and invite more open and free flowing discussions. This again would promote equality within our organisation. If our staff feel part of something, and understand the value that we place upon them, then we stand to realise our goals of retention and successful talent management (Limna, P. 2023).
Marriott International as our leader champions diversity, we only need to look to the literature on the diversity section of the Marriott website that outlines the commitments to employing more people of colour, more women into higher management positions, and more members of underrepresented groups such as LGBTQ+ for example. Why can’t this apply to us also here in Swansea? The answer to that is that it can. We already have a female sales director for example, but we can take this further. We can actively utilise AI in our recruiting to ensure this standard is maintained. I’m not suggesting we overhaul our team entirely; retention is a focus after all. But we can use AI in future recruitment drives to ensure that we are representing here at Delta Hotels Swansea, what is becoming synonymous with our brand and outlined on the diversity section of the website: Growing Great Leaders, Investing in Associates, and Access to Opportunity (Marriott International, 2024).

So, how can we bring these two elements together? How can we mitigate risks whilst implementing new practices?

The IFOW has a great resource where they outline suggestions to implement responsibly. My findings are that we need to adopt a ‘sociotechnical’ approach. We need to focus on training our HR team to ensure that the correct data is inputted, and the correct results given (IFOW, 2024a).
Another important aspect is what the IFOW refer to as ‘cleaning data’ which involves the use of data protection laws and legislation to ensure transparency and accuracy. We must monitor and adjust the data input wherever necessary to ensure accuracy (IFOW, 2024a). 
Communication is the next key concern. Transparency of what is being analysed, how it is being analysed and what the outcome will mean for the work force to ensure our associates feel confident with the performance.
I now direct your attention to this image. It is the IFOW’s big feedback loop, and it relates directly to the process of how bias can affect the output of an AI system. Historical bias, data sampling bias, and human bias can all affect the data that is inputted and therefore the results also. I propose that we use this model to ensure that we avoid this. It is a far more common outcome than is perhaps appreciated (IFOW, 2024b).
This brings my proposal for how we can reimagine our talent management approaches in line with the utilisation of AI. I do hope that my findings and suggestions have demonstrated the importance of acting now to secure our future position.
I will finish here by reiterating two points from this talk: One size fits all does not apply to talent management.
And:
AI will affect every organisation. The best approach is to understand the risks and opportunities and react accordingly.
Thank you.
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