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ABSTRACT 

This paper seeks to examine talent management (TM) practices in small and medium-sized 

enterprises (SMEs) within the hospitality industry. Specifically, the views of SME owner-

managers in the hotel and restaurant sector are examined. There appears to be challenges 

unique to SMEs within this sector (e.g., resource constraints, poor reputation) that can 

potentially result in a loss of competitive advantage.  

 This paper provides a unique insight into the experiences of employees in the hotel 

sector, with particular reference to personal career development, which, to date, has had 

limited consideration within the Talent Management (TM) and career literature. In recent 

years, there has been a shift in the academic literature from a focus on the organisational 

practices of TM to the experiences of individual employees, taking into consideration their 

views and opinions on and their aspirations for their personal career development. There 

remains much to be understood about the experiences of individual employees of TM 

practices in the hotel sector, and this study aims to fill a gap in knowledge.  

 In order to meet the aim of this paper, a qualitative approach was adopted, and 

narrative inquiry was selected as the optimum route to obtaining detailed and rich accounts of 

personal career development. 15 in-depth interviews were conducted with employees in a 

small hotel chain. The participants in this study were 15 hotel staff members (8 employees 

and 7 managers) of different ages, nationality, gender, departments and experience to 

maximize variation.  

 This study makes an important contribution to understanding the employee 

perspective of TM and career development. One of the outcomes of this study is the 
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development of a conceptual framework, which provides a useful model that offers insights 

into the experiences of employees and managers within the hotel sector and the role of TM 

practices in personal career development. It identifies empirically found concepts and their 

interrelationships and reveals the possibility to integrate TM and career development. This 

study marks the first piece of research to illuminate the experiences of individual employees 

within the hotel sector and the role of TM practices in personal career development. 

Implications for practice and future research directions are outlined in order to identify the 

scope of work yet to be explored in this area. This paper draws primarily upon semi-

structured interviews with five entrepreneurial owner-managers of SMEs in the hotel and 

restaurant sector. An inductive thematic analysis identified main themes that emerged from 

the interview data. 

 

KEYWORDS: Talent Management; Organizational Performance; Employee Retention; 

Employee Engagement 

 

INTRODUCTION    

Talent management deals with attracting, developing and retaining the key 

organizational talent. This paper tries to present the association between talent management 

practices on employee retention in the luxury hospitality industry in Kerala. Talent is the 

most important asset for an organization. One of the biggest challenges facing companies all 

over the world is building and sustaining a strong talent. In luxury hospitality industry, the 

quality of the staff and the services they provide directly affects the organisation. As the 

frontline brand ambassadors, the employees' performance is what drives the organization’s 

true competitive advantage. To succeed, they need to attract, develop and retain competent, 

enthusiastic and accountable employees, and keep them engaged and motivated.  

Talent management refers to the overall process of attracting, developing, managing 

and retaining workers. It includes a wide variety of functions including recruiting, learning, 

training, compensation, employee performance management and succession planning. Talent 

management is based on the idea that employees are an organization’s most valuable asset. 

This is particularly true in the hotel industry where ongoing success is driven by the quality 

of customer service delivered to guests. Employees have a direct impact on customers 

willingness to become repeat customers or to recommend the hotel to others. For Executives, 

a well-managed talent management strategy delivers a proven and practical way to create a 
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culture of high performance, ongoing development and an organizations big commitment to 

high quality service.  

The hospitality industry offers many high-paying careers for energetic people with 

excellent communication skills. Many professionals getting started in the hospitality industry 

want to know about the employee retention needed for a successful career in the food and 

beverage service industry. From hotels, resorts and restaurants to country clubs and catering 

companies, hospitality businesses demand a high level of focus and accuracy from their 

employees. 

 

LITERATURE REVIEW 

Talent Management (TM) should be viewed from three perspectives: - firstly; Talent 

Management should be seen as a combination of standard human resource management 

practices such as recruitment, selection and career development. The second perspective 

focuses on the creation of a large talent pool which has the requisite skills and knowledge 

necessary for an organization. The third perspective regards talent as a resource to be 

managed primarily according to performance levels or as an undifferentiated good, based on 

the organizational needs. As such, talent management is an umbrella phrase which includes 

employee recruitment, retention, performance management and human resource 

development. Effectively talent management enables organizations to successfully compete 

in an increasingly global economy by effectively identifying, harnessing and retaining the 

human power within. Human resources are a critical element in achieving a competitive 

advantage. Talent management should form an integral part of the central activities 

underlying human resource management. Without properly established and designed talent 

management procedures, there is a potential that unqualified and incompetent employees end 

up being employed. Talent Management has the capacity to form a key part of the process of 

managing and leading people in order to meet organizational objectives and improve 

efficiency and effectiveness. 

Employee retention and talent management have been a critical issue for many 

organizations across the globe and an equal challenging situation for HR managers. 

According to an estimate, the cost of losing an employee range between one to 2.5 times the 

employee’s salaries. With high employee turnover, enterprises always face the risk of lower 

productivity, decreased employee engagement, increased training costs and an undesirable 

reputation of employee attrition. Companies do realize the impact of employee retention on 

the long term growth and success of their organizations, especially in the competitive luxury 
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hospitality industry. Technological advances and global competition are the main drivers of 

changes in employment patterns leading to intense competition between employers to attract 

and retain talented workers. Competition and the lack of availability of highly talented and 

skilled employees make finding and retaining talented employees a major priority for 

organizations. Employees who stay longer with any company, they become more productive 

as they become more familiar with the work culture and they also inspire other employees to 

be more loyal, engaged and attached towards the company. As a result, a lot of companies 

nowadays are putting a lot of effort in talent management practices that encourage the 

employees take pride while working for their company. The 7 Personality Traits to Look for 

in Hospitality Applicants are : - Listening, Oral Communication, Customer Orientation, 

Stress Tolerance, Quality Orientation, Work Standards, and Multitasking. 

 

NEED FOR THE STUDY 

This paper examines the practices of talent management in the hospitality industry, 

and focuses mainly on the talent management practices in the hospitality industry which have 

a major impact in the goal setting, pay for performance, coaching and development of 

employees. One of the fastest growing sectors of the economy of our time is the hospitality 

industry. The hospitality industry alone is a multi-billion dollar and growing enterprise. It is 

exciting, never boring and offer unlimited opportunities. As a service industry these are 

highly people intensive, and in this context, it is a critical function for the management of 

employees working in the hospitality industry. Success of the industry is not alone measured 

by the money but the talent it possesses in the form of its employees’ skills and 

competencies, which has become the key to success in today’s highly competitive business 

world.  

Very few studies in this regard has been conducted in Kerala so far. An in-depth 

analysis in the talent management practices adopted in the hospitality industry in Kerala, with 

special reference to the luxury and five star sectors, is highly imperative in the present day 

scenario. The present study aims at assessing the present day talent management practices 

adopted in the industry with a view to developing ways to improve it, so as to benefit this 

major and fast growing service industry in Kerala. 
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OBJECTIVES 

 To identify the significance of talent management in hotel sector.  

 To determine and classify the practices being used to source talent in the hotel 

industry.  

 To critically assess the techniques of retaining the employees through talent 

management practices.  

 

IMPORTANCE OF TALENT MANAGEMENT PROGRAM IN ORGANIZATION  

Talent management brings together a number of important human resources and management 

initiatives. Quite often, organizations adopting a talent management approach will focus on 

co-coordinating and integrating of the following strategies:  

 Recruitment - ensuring the right people are attracted and employed in the organization.  
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 Retention - development and implementation practices that reward and support 

employees.  

 Professional development - ensuring continuous informal and formal learning and 

development.  

 Advanced leadership and development - specific development programs for existing and 

future leaders having strong potential toward the organization.  

 Performance management - specific processes that nurture and support performance, 

including feedback / measurement.  

 Workforce planning - planning for business and general changes, including the older 

workforce and current/future skills shortages.  

 Culture - development of a positive, progressive and high performance “way of 

operating”.  

 An important step is to identify the staff or employees (people and positions) that are 

critical to the organization. They do not necessarily have to be senior staff members. With the 

help of the above detailed integration process as a part of the talent management program, 

organizations provide individuals the opportunity and space for physically manifesting their 

talent into performance for achieving individual and organizational vision. Thus, in addition 

to the overall development of individual’s intrinsic capacities, the domain of talent 

management also focuses on better working environment and positive changes in the 

management to provide the other elements listed above for manifestation of talent into 

performance. In general, talent management programs (TMP) aims to accomplish the 

following:  

 To provide a holistic view of the individual: current and future.  

 To help in identifying and preparing future leadership talent.  

 To provide key resources with recognition and growth opportunities.  

 To facilitate retention of high performers.  

 To help identify and groom potential development plans.  

 To complement the rewards system.  

 

The supply side puts pressure on organization to attract the best talent and ensure that 

employees join the company and choose to stay in the organization rather than look for 

opportunities elsewhere. In the recent days, the human resources department of any 

organization is vested with the responsibility of managing the talent, in addition to its 

International Journal of Scientific Research and Review

Volume 8, Issue 11, 2019

ISSN NO: 2279-543X

Page No: 25



conventional function of providing good human capital to an organization. In order to 

perform this function, they use the following methods:  

 Identifying the suitable talent  

 Right selection of the talent  

 Implementing competitive compensation plans  

 Training and continuous development of competencies  

 Practicing state-of-the–art performance appraisal systems 

 Aligning the acquired talent  

 Developing and nurturing the talent, and  

 Retaining the talent 

 

LIMITATIONS OF THE STUDY  

Since this study requires survey in the various hotel industries and the employees are directed 

not to give much information. They are also quite busy with their duties. There are certain 

limitations of the study as listed below:  

1. This study was done in the organization and the respondents were busy. The respondents 

filled up the questionnaire in between their busy schedule.  

2. Employees responded according to their own perceptions. 

3. Due to the medium scale organization ample size of 50 or less was possible from a single 

organization. The sample size has been taken as 220 out of total population of 500.  

4. Employees fear to disclose the information as company has not allowed disclosing 

confidential information.  

5. Employees are less educated which results in the lack of knowledge.  

6. Time factors (i.e., working hour of employees or shift timings, etc.) was the major 

limitation of this survey.  

7. Availability of the employees (including absenteeism) at the particular timings of the 

survey was another concern while collecting the data.  

8. Since not many employees work for a long time with such type of organizations, the talent 

management program analysis used herein this study is applicable to all employees of hotel  

who have been employed therein for atleast of 6 months tenure as on-roll employee. This, in 

turn, also reduces the sample size from an individual hotel. 
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RESEARCH DESIGN AND METHODOLOGY  

The present study is descriptive in nature as it attempts to understand the employee’s opinion 

regarding the talent management program of the Hotel industry. To fulfill this purpose, a 

closed-end questionnaire (see the Appendix –I) was prepared with questions on employee’s 

demographic profile and on the specific talent management program. The questionnaire has 

been properly prepared in order to cover all the specific Information required for the study. 

(a) Primary source of data: The primary data has been collected through the questionnaire. 

The primary data has been obtained by scheduled and structured interview with the officers 

and staff in the different division of the Hotel Industry as well as through the questionnaire 

distributed to the employees in different departments in that particular division of Hotel 

Industry.  

(b) Secondary sources of data: As per the standard practices used in this type of studies, 

secondary data is collected from various books available in the library. Due to the growing 

importance and availability of various journal and periodical related to the talent management 

are also referred for the data collection and validation purpose. Additional sources being the 

magazines published electronic resources and general website for the suitable secondary data 

collection. All the electronic sources of data collection are chosen based on their reliability 

check and analysis from various references. In addition to all the secondary sources 

mentioned above, some of specimens of company and company website are also referred in 

this study.  

(c) Sampling plan: In this work, universal sampling method is used to collect to analyze the 

information’s. Universal sampling from a finite population refers to the method of sample 

selection which gives each possible sample combination an equal probability of being picked 

up and each item in the entire population to have equal chance of being included in the 

sample.  

The sample size of 220 (out of 500 total populations) was chosen for this study from the 

particular divisions of Hotel Industry’s. Keeping in view of the objectives as well as 

limitations of this study, an objective type questionnaire was distributed to 220 persons for 

the sample and collected different opinions and ideas of the employees of the Hotel Industry.  

(d) Sampling techniques: As mentioned in the sources of primary data, the sampling 

techniques used in this paper were non-probability convenient sampling techniques. The 

survey was conducted through questionnaire and scheduled interview with in the various 

Hotel Industrys located in Punjab state (India).  
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(e) Hypothesis: Having collected the sufficient information from the various primary and 

secondary sources, the following hypotheses were used in this study:  

● Null hypothesis includes the following points for the talent management system:  

○ Employee’s taking benefits from talent management programs  

○ Employee’s are retained successfully for the benefit of the organization  

○ Enhancement in the employee’s performance by the talent management  

○ Influence of the procedural implementation of this program on the turnover of the 

organizations.  

● Alternate hypothesis covered the following points for the talent management system:  

○ Employees are unable to take benefits from the talent management system  

○ Employees are not retained successfully for the benefits of the organization  

○ No alternation in the employee’s performance due to the program  

○ Turnover of the organization not influenced with the talent management program. 

 

DATA ANALYSIS AND INTERPRETATIONS  

Having obtained all the required information from the various sources of data collection, data 

analysis was done. It is a process of breaking down a complex set of facts into simple 

element. Date analysis is followed by an interpretation which stands for the explanations 

which analyzed the statements and also make out or bring out the meaning of creative work. 

It is expected that such analysis and interpretation will definitely help the company in their 

future strategic planning’s. As per questionnaire, the data analysis and interpretations have 

been explained herein in step wise.  

(i). Identification of working period in the organization: The first question of the survey 

was to look out for the stability of employees in the hotel industry in Thiruvananthapuram 

 

1. How long you have been working in the organization?  

 a) Less than 1 yr 40% 

 b) 1-2 yrs 30% 

c) 2-5 yrs 22% 

d) More than 5 yrs 8% 

 

It was observed that the more than 60% employee’s, who were part of the survey, has been 

working in the Hotel Industry’s for more than one year. It can be observed that 40% of 
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employees were new appointed and have been working in the organization for less than one 

year, 30% employees have been working therein for 1 to 2 years, 22% employees have 

worked for more than 2 years but less than 5 yrs and the remaining 8% employees have been 

working for the period longer than 5 years. 

 

Strength and weakness of the talent management program:  

 The strength and weakness of the talent management programs being applied in the 

Hotel Industry. It can be observed the large number of participants (about 80%) agreed with 

the implementation of the talent management program and its positivity in the strength 

development of the employees. It also suggests that the talent management program, in 

general, helps us to determine the weakness or strength of the employees. About 40% of the 

participant employees strongly agreed with the talent management program at the same time 

40% agreed with it. 12% of participated employees responded in a neutral way that they are 

not clear about the positive side of the talent management program and whether it can really 

helps them to identify the strength and weakness of the employees. On the other hand, small 

number of participants (about 6%) did not agree with the concept of talent management 

program whereas negligible number of participants (2%) were strongly disagree with the 

scope of the program in indentifying the strength and weakness of the employees. 

Do you think Talent Management Program helps to identify the 

strength and weakness of employees?  

a) Strongly agree 40% 

b) Agree 40% 

c) Neither agree nor disagree 12% 

d) Disagree 6% 

e) Strongly disagree 2% 
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Influence of the talent management on the strategic changes in the organization: An 

analysis suggests that largest number (44%) of participated employees experienced an 

improvement in the management and employees relationship due to the talent management 

program. Almost equal but little less number (36%) of participants were in agreement with 

the change in the motivational strategic (both monetary and non-monetary) which helps for 

the development of the employees and as well as for the organization. All these affects were 

due to the proper implementation of the program. The above two responses in terms of the 

management and employees relationship and strategic development of employees and 

organization were clearly due to the employees who have spent longer work period in the 

Hotel Industry. Restructuring of organization or individual elements in the organization due 

to the talent management have also been experienced by about 8% of the respondent. The 6% 

of the respondent agreed with the possible changes in the areas` of dissatisfaction of 

employees of the organization. The remaining 6% of the participants were in in-line with the 

talent management and responded that no decision making is possible due to the bound to the 

limitations or shortcomings of talent management program. 

What changes have taken place in the organization as a result of Talent 

Management Program?   

a) Change in motivating strategy 44% 

b) Restructure of organization or individual objectives 36% 

c) Improvement in the management employees relationship 8% 

d) Making changes in dissatisfaction areas 6% 

e) No decision taken 6% 
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Usefulness of the talent management in the employee’s performance: It can be observed 

from that the responses in relation to the usefulness of the program in the performance of the 

employees are also in accordance with the response to previous items of the questionnaire. In 

general, above 50% of the participated employees agreed with the role of talent management 

program and its usefulness in the enhancement of their performance. 15% of the participants 

were in strong agreement that the talent management program is most important to develop 

their performance. However, 39% of the participants responded that talent management plays 

a very important role in enhancing their performance. On the other hand, about 42% of the 

employees did not agree and responded that talent management is less important in this 

aspect whereas 4% suggested that talent management is not at all important in their 

performance.  

How it is useful for your performance?  

a) Not at all important 4% 

b) Less important 42% 

c) Very important 39% 

d) Most important 15% 
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(v) Importance of the talent management in the improvement of particular areas: It can 

be observed that most of the respondent felt that the talent management program can bring 

improvements in one or another area of employees or organizational interests. For instance, 

about 24% of the participants responded about the standard improvements, in general 

whereas large number of participants (52%) were in agreement with the employees overall 

development due to the talent management practices. Small number (10%) of participants 

also responded that talent management helps them in terms of the monetary incentives; 

however, 14% employees were looking forward about the appraisal gains due to the talent 

management. All in all, most of the participants were possible in one or other way of the 

improvements in the employees results due to the talent management program.  

(vi). Effectiveness of the talent management on the employee’s potential advancement: 

Represents the effectiveness of the talent management on the employee’s potential 

development. The response was obtained in four levels, i.e., highly effective, effective, 

neutral or ineffective. It is seen that the large population responded in the positive manner, 

i.e., about 28% of the employees felt that the talent management programs adopted by the 

Hotel Industry are highly effective for their potential advancement. Along the same line, 

about 40% of employees are in agreement of effectiveness of such programs. Over all, about 

68% of the respondents were positive about the effectiveness in the employee’s potential 

development. Like all other surveys, about 24% of the respondent were neutral in their 

response, however, very small fraction (8%) of the participants were not at all in the 

agreement with the effectiveness of the talent management program in their potential 

advancements. 
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How it becomes effective to identify employee’s potential for 

advancement?  

a) Highly effective 28% 

b) Effective 40% 

c) Neutral 24% 

d) Ineffective 8% 

 

 

 

(vii). Identification of employee’s motivating factor towards the work environment: 

Identifies the motivating scale of the talent management on the employee’s work 

environment. Similar to the previous discussions, here also, it can be seen that about 28% of 

the participants were highly motivated and about 52% of the employees were fairly motivated 

towards their work environment which was due to the proper implementation of talent 

management practices. The survey suggests that small number of participants (about 16%) 

remained neutral; however, 4% of the participants were negative in terms of the motivating 

factor.  

To what extent is Talent Management Program motivating 

the work environment 

a) Highly motivating 28% 

b) Fairly motivating 52% 

c) Neutral 16% 

d) De-motivating 4% 
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(viii). Co-operation and team work due to the talent management program: identifies 

whether the talent management program helps to win co-operation and team work among the 

employees of the organization. The response of the participants in this regards was fairly 

positive. For instance, 38% of the participants felt that the talent management program helps 

them very frequently, on the other hand, 32% responded that its helps them occasionally to 

easily cooperate and team work. Almost equal number of participants felt that they rarely 

(17% participants) or never (13% participants) get any positive help in winning up 

cooperation and team work. Overall, there is also win-win situation of talent management 

program. 

In your opinion does Talent Management Program helps to 
win co-operation and team work 
a) Frequently 28% 
b) Occasionally 52% 
c) Rarely 16% 
d) Never 4% 
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Responsibility for talent management program and its employee engagement in the 

organization:  

The study also explored whether the participants understand that who is responsible for the 

talent management and its employee’s engagement in the organization. In the survey, about 

28% of the participants replied that human resources department is responsible for such type 

of the activities with the organization. Almost equal number of participants (i.e., 24%) 

thought that senior leadership of the organization has to take care of this responsibility. The 

large number of participants (about 40%) replied that the supervisors and managers are 

responsible in proper implementation of talent management program and its employee’s 

engagement in the organization. However, very small fraction (about 8%) of the employees 

think that each and every individuals working for the organization has to take the 

responsibility of proper and successful practices of the talent management. 

 

 

Who is responsible for Talent Management Program and its 

employee engagement in your organization 

a) Human Resource Department 28% 

b) Senior leadership 24% 

c) Supervisor/manager 40% 

d) Everyone 8% 
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Suggestions to improve the talent management program in the hotel industry:  

Finally, the suggestions are also collected through the survey to improve the talent 

management program in the Hotel Industry. It summaries the fraction of various suggestions 

asked in questionnaire. It can be seen that the largest number of employees (28%) suggested 

that the organization should create an environment where the employee’s ideas are listed and 

valued in the proper way. It is also suggested by 24% of the employees that the organization 

should create an environment where employees are excited to come to work each day. About 

18% of the participants said that the organization should align their employees with the 

mission and vision layouts. Equal number of participants (17%) suggested that organization 

should create a culture which makes employees to stay with organization and also the 

employees work should be valued in appropriate manner. About 13% of the participants 

suggested identifying the gaps in current employees and candidate competence levels. Over 

all, the suggestions are very much appreciated by the author. 

 

Suggestions your organization needs to improve the most in terms of Talent Management 
Program 
Aligning employees with the mission and vision of your organization 18% 
Creating a culture that makes employees want to stay with the organization 24% 
Creating a culture that values employees work 17% 
Creating an environment where employees ideas are listened to and valued 28% 
Identifying gaps in current employees and candidate competency levels 13% 
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Summary of the Observations 

From the analysis shown in the previous section, it was found that almost all of the 

respondents are satisfied with the result of the talent management program. Almost all the 

employees agreed that the talent management program creating a good work culture as well 

as enhances the values of employees and decrease in turnover of employees. Final 

observations of the study are as follow:  

● Training room, education, mentoring and coaching are usually used by the organization to 

carry out talent development activities  

● Most the employees have a clear knowledge about the company’s vision, mission and 

objectives. And they know how to achieve these objectives.  

● Employees are clear about their role and responsibilities.  

● Almost all of the respondents are satisfied with the result of the talent management 

program (changes in the organisation).  

● Almost all the employees are agreed that due talent management program, creating a good 

work culture as well as increase the values of employees, decrease in turnover of employees.  

● Most of the employees are satisfied that talent management program helps to identify the 

strength and weakness of employees.  

● Improvement in personal skills of employees, employee’s relationship in the organisation.  

 

CONCLUSION 

As organizations continue to pursue high performance and improved results through talent 

management program, they are taking a holistic approach to talent management – from 

attracting and selecting wisely, to retaining and developing personal skills of employees, to 

increase the confidence of employers, to placing employees in positions of greatest impact. 

Therefore, every organization want to grow and improve their systems and processes, so 

Hotel Industry must focus on the employee’s performance and potential or employees 

practices the allow or foster that growth and improvement through known best practices of 

the talent management program. The key variables (leadership competencies, experience, 

personal skill, employee’s interest, and rewards) that motivate employees to succeed have 

been identified and successfully put into practice. It is a viable path toward improving 

organizational performance  
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RECOMMENDATIONS  

Based on the analysis conducted in the organization, the following recommendations are 

made to the organization:  

● As some of the employees are not agreed with results of the talent management program 

and talent management program is very important for developing the employee’s skills, so 

the organization has to take some more steps to improve the job environment and working 

conditions.  

● Some of employees get de-motivated with the result of talent management program, so 

organization should undertake those activities so that employees should get motivated.  

● Divisional manager of the organization should create the full confidence in the 

agents/employees of the organization.  

● Sometimes quite difficult to identify the talent of number of employees in the organization, 

so divisional manager/supervisor of that organization should divide the employees/agents into 

the groups so that they can easily identify exact talent of the employees.  

● Manager should undertake interesting activities so that hidden talent of employees can be 

improved.  

● The relationship b/w agents/employees and manager within the organization should be 

clear, so that agents can easily transfer the employees problems to manager without 

hesitation. 
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