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1.0 INTRODUCTION 

1.1 BACKGROUND 

The South American tourism sector, which mainly depends on domestic and international travel, was 

significantly and widely impacted by the COVID-19 pandemic. A historic drop in visitor arrivals was caused by 

lockdowns, border closures, and public health restrictions, which forced many hospitality businesses to close or 

drastically scale back operations. Startups and small chains in the hotel industry in particular had to deal with 

major issues like employee layoffs, revenue losses, and service delivery interruptions. The region was 

particularly vulnerable because of its reliance on human-centered hospitality, which highlighted the need for 

workforce models that are more adaptable and resilient. Rethinking talent strategies that fit the changing post-

pandemic tourism landscape is crucial as South America recovers. 

 

1.2 OBJECTIVE 

This assignment's main goal is to create a thorough talent development plan that will help a new hotel chain in 

South America bounce back and expand sustainably in the wake of the COVID-19 pandemic. By implementing 

flexible employment options like gig workers and hybrid roles that enable cost-effectiveness and operational 

agility, the strategy seeks to restore workforce capacity. The strategy will also emphasize using digital tools to 

improve employee engagement and productivity, such as AI-driven onboarding platforms and performance 

management systems. In order to ensure long-term resilience and retention, a secondary but no less significant 

goal is to foster a strong sense of employee loyalty through wellness initiatives and inclusive employer 

branding. 

 

1.3 SCOPE 

This strategy focuses on HR practices that support employee-centered growth and organizational resilience in 

the travel and hospitality industry. It focuses on workable, scalable strategies appropriate for the conditions of a 

South American startup hotel chain operating after the COVID-19 pandemic. Innovations in digital onboarding, 

rebranding the employer value proposition (EVP), flexible workforce integration, and the use of AI-enabled 

performance management tools are important elements. In order to position the hotel chain as a competitive and 

caring employer in the rebounding travel market, the scope also includes suggestions for fostering employee 

loyalty and well-being. 

 

2.0 POST-COVID TOURISM WORKFORCE LANDSCAPE  
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Global tourism employment dynamics were drastically changed by the COVID-19 pandemic, with South 

America suffering the most severe disruptions. Long-term border closures, lower occupancy, and steep drops in 

travel demand forced hotels, travel agencies, and tour operators to furlough or lay off a significant number of 

employees. The workforce landscape has changed as the sector starts its gradual recovery, necessitating new 

digital competencies and employment models. 

 

The demand for operational flexibility has led to a surge in gig economy trends in the travel industry. 

Nowadays, companies in the tourism and hospitality industries prefer to use contract or freelance labor for 

certain jobs like housekeeping, tour guiding, event staffing, or content production. This change enables startups 

to scale their workforce in response to changing demand and control labor costs. The World Travel & Tourism 

Council (WTTC, 2022) claims that gig-based work has increased dramatically since COVID, allowing hotels to 

continue providing necessary services without long-term employment commitments. 

 

Additionally, the pandemic sped up digital disruption, which forced businesses to embrace tech-driven 

solutions. Due to this disruption, hybrid roles, which combine digital and physical responsibilities, have 

emerged in the tourism industry. For example, in addition to their traditional duties, front desk agents now 

frequently manage digital guest check-ins, online reservations, and social media communication. Small hotel 

startups that want to accomplish more with fewer resources while preserving service quality and guest 

engagement will find these hybrid roles especially appropriate. 

 

But this quick change has brought with it new problems, like employee dissatisfaction, turnover, and waning 

loyalty. Many of the employees who lost their jobs during the pandemic have moved to other sectors of the 

economy or are reluctant to return to tourism because they believe it to be unstable or underappreciated. Thus, 

keeping talent has become a top priority. Strategic changes in the recruitment, development, and support of 

talent are necessary to create a resilient, driven workforce. 

 

3.0 TALENT REBUILDING STRATEGY 

A multifaceted talent rebuilding approach is necessary to address these issues. Digital onboarding procedures, 

flexible staffing models, and inclusive practices that encourage employee trust and engagement must be the 

main focuses of this strategy. 

3.1 HIRING APPROACH 

The first step is to implement a flexible workforce structure. Startups can maintain service consistency during 

peak seasons without incurring the costs of permanent staffing by hiring gig workers for operational roles like 
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room attendants, food service assistants, or wellness instructors. Platforms like Workana and Fiverr, which are 

well-known in Latin America, are good places to find gig workers. 

 

For core functions, hybrid roles should be created in the interim. These staff members can handle reservations, 

social media, guest relations, and virtual concierge services because they have received training in both digital 

and on-site skills. These multi-talented employees guarantee consistency across online and physical 

touchpoints. 

 

The encouragement of diversity and inclusion is another essential element. By bringing diverse viewpoints to 

service design and delivery, recruiting across age, gender, ethnicity, and ability lines improves the visitor 

experience. Additionally, inclusive hiring fosters innovation and employee morale—two critical components in 

a workforce recovering from the COVID-19 pandemic. 

 

3.2 DIGITAL ONBOARDING 

The secret to swiftly and seamlessly integrating new hires is effective onboarding. In a remote or hybrid setting, 

traditional orientation sessions are no longer adequate. By simulating guest interaction scenarios, emergency 

protocols, and operational walkthroughs, virtual reality (VR) training helps employees feel more confident 

before they begin work. 

 

Furthermore, task assignments, training schedules, and documentation can all be streamlined with mobile 

onboarding platforms like Talmundo or BambooHR. Gig workers and employees who work in different time 

zones or locations will find these platforms especially helpful. 

 

Onboarding materials must incorporate language and cultural adaptation features to take into account the 

multicultural context of South America. To guarantee inclusivity and clarity, the content should be accessible in 

Spanish, Portuguese, and English and should incorporate culturally appropriate hospitality standards. 

4.0 EMPLOYER VALUE PREPOSITION REBRANDING  

Companies must differentiate themselves in today's competitive labor market in order to draw in and retain 

talented workers. A compelling Employer Value Proposition (EVP) highlights the company's positive work 

environment. It describes the company's culture, values, and employee perks. 

4.1 SAMPLE SOCIAL MEDIA JOB POST 

 



6 
 

       Join the Future of Hospitality with EcoStay Hotels! 

Do you care about eco-friendly tourism and new technology? 

We’re hiring Guest Experience Hosts (hybrid/gig roles) in Lima and Quito! 

       Easy mobile onboarding |        Focus on health and wellbeing |    Work with a global team 

Apply now: www.ecostaycareers.com | #WeGrowTogether 

4.2 NEW EVP MESSAGE 

"We develop together—human, digital, and resilient." 

 

This updated message demonstrates that EcoStay Hotels values its employees, employs cutting-edge 

equipment, and encourages adaptability. It is intended to draw in candidates who desire more than a salary; they 

want to feel appreciated and advance with the organization. 

 

Community: With wellness initiatives and inclusive events, we establish a warm, inviting workplace. 

 

Flexibility: To promote work-life balance, we provide remote, freelance, and part-time employment options. 

 

Digital Fluency: We make work easier and more intelligent by using contemporary tools for teamwork, hiring, 

and training. 

 

This approach helps EcoStay Hotels stand out as a forward-thinking and people-focused employer in the post-

COVID tourism world. 

5.0 AI-ENABLED PERFORMANCE MANAGEMENT 

The way tourism businesses handle employee development and retention is being completely transformed by 

the incorporation of artificial intelligence (AI) into HR systems. An AI-enabled performance management 

dashboard can provide a hotel startup with useful insights and increased efficiency. 

5.1 AI DASHBOARD FEATURES 

HR managers can find trends in employee discontent, absenteeism, or turnover risk with the aid of predictive 

analytics. Proactive interventions like coaching, schedule modifications, or wellness support are made possible 

by these early warnings. 

 

Individual career goals, performance data, and role requirements can all be used to create personalized learning 

pathways. To guarantee ongoing professional development, AI tools track progress, suggest courses, and 

automatically remind users. 
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Supervisors can keep an eye on KPIs like task completion, guest satisfaction ratings, and punctuality with real-

time performance tracking. Dashboards make it simple to identify high performers and fairly address 

underperformance by presenting data visually. 

 

AI-enabled solutions that can be customized for startups are available from platforms like Leapsome, Zoho 

People, and SAP SuccessFactors. 

6.0 WELLNESS AND LONG TERM RESILIENCE 

In addition to being skilled, a sustainable workforce is also mentally and physically healthy. Employees are 

giving priority to work environments that promote their happiness and well-being in the wake of COVID-19. 

Burnout is decreased and resilience is strengthened when wellness is integrated into daily operations. 

6.1 RECOMMENDATIONS 

Hotel operations should incorporate ergonomic redesigns and mindfulness breaks. Offering wellness areas, 

movable furniture, and quiet areas encourages employees to refuel throughout shifts. 

 

Employees who receive career resilience training are better equipped to adjust to shifting job responsibilities or 

customer needs. Employees can better handle uncertainty by attending workshops on financial literacy, stress 

management, and emotional intelligence. 

 

Opportunities for upskilling that are in line with tourism trends are provided by continuous learning platforms 

such as Coursera, edX, or internal LMS systems. It is possible to provide incentives for certification programs 

in customer experience, digital marketing, or sustainability. 

 

In addition to lowering turnover, hotel startups that promote employee wellbeing foster a culture of loyalty, 

creativity, and concern—elements that are critical for success in the unstable travel industry. 

7.0 CONCLUSION 

For South American tourism startups, the post-COVID era offers a singular chance to rethink workforce 

strategies and create a more robust, flexible organization. The Employer Value Proposition (EVP) rebranding, 

digital onboarding, gig economy integration, AI-driven performance management tool implementation, and 

wellness initiatives for long-term resilience are the five main pillars of the comprehensive talent development 

strategy described in this report. 

 

A workable answer to the erratic demand frequently observed in the tourism industry is to incorporate the gig 

economy into the staffing model. Startups can maintain operational agility and cost effectiveness by employing 
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qualified gig workers for flexible roles. For hotel chains that need to quickly scale up during busy times or 

modify operations in response to travel trends, this strategy is particularly helpful. Additionally, providing 

hybrid roles guarantees that key team members possess a range of abilities, facilitating both digital and in-

person visitor experiences. 

 

Another essential component of workforce reconstruction is digital onboarding. In a remote or hybrid work 

environment, traditional in-person orientation programs are no longer adequate. Startups can efficiently train 

new hires by utilizing mobile platforms and virtual reality simulations. Additionally, onboarding materials that 

are multilingual and culturally appropriate guarantee that all staff members, regardless of where they work or 

their background, feel welcomed and supported right away. 

 

A key factor in luring in contemporary talent is rebranding the Employer Value Proposition (EVP). The new 

EVP's tagline, "We grow together – resilient, digital, human," makes it obvious that teamwork, creativity, and 

compassion are important. Workplaces that foster personal development, provide flexibility, and exhibit a sense 

of purpose are valued by today's job seekers. A strong EVP fosters enduring employee loyalty and improves the 

company's reputation. 

 

The employee experience is made more intelligent and personalized by the use of AI-enabled performance 

management tools. HR teams can use these tools to monitor employee engagement, forecast turnover risks, and 

design personalized learning paths. Fairer assessments and quicker staff needs responses are further facilitated 

by real-time performance data. AI not only increases productivity but also gives workers the ability to take 

charge of their own career advancement. 

 

Lastly, a move toward more employee-centric practices is reflected in the inclusion of wellness programs. 

Long-term job satisfaction, work-life balance, and mental health are of greater importance to post-pandemic 

workers. A more resilient and healthy workforce is a result of continuous learning platforms, ergonomic 

upgrades, and mindfulness breaks. A stronger corporate culture, decreased attrition, and increased productivity 

are all results of investing in employee well-being. 

 

To sum up, in order to succeed in the new normal, tourism startups need to embrace flexibility, digital fluency, 

and people-first tactics. In addition to addressing the difficulties posed by COVID-19, these five talent 

strategies set up the company for future success. Startups can create a workforce that is not only operationally 

efficient but also devoted, driven, and prepared for the future by placing a high priority on flexibility, 

technology, and well-being. 
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