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This research looks at how digital training tools can help staff work better and give better service in Food and Beverage (F&B) departments of budget hotels. The study focuses on IBIS Birmingham New Street Station, which is part of the Accor Group. The hospitality industry today faces a lot of pressure to keep service quality high while also dealing with high staff turnover and low training budgets. In this situation, the study explores how new learning methods like e-learning, mobile microlearning, and blended learning can make hotel work more effective and improve how employees learn new skills.

The research used a qualitative secondary method, which means it studied information from books, journals, online reports, and case studies about hotels like Accor, Hilton, and Marriott. All information was read and grouped into main themes to find similar patterns and problems related to training and digital use. The study also used three main theories:
· Technology Acceptance Model (TAM): to explain how staff use digital systems based on if they find them easy and useful (Davis, 1989).
· Resource-Based View (RBV): which sees digital learning as a company asset that adds long-term value (Barney, 1991).
· Kirkpatrick’s Four-Level Model: which helps check how well training works through reaction, learning, behaviour, and results (Kirkpatrick & Kirkpatrick, 2016).

The findings show that traditional training in budget hotels is no longer enough. There is not enough time for proper induction, and supervision is sometimes missing. This causes mistakes in service and lowers guest happiness. IBIS Birmingham, like many other budget hotels, faces the same issue because of staff changes and mixed backgrounds of workers. Using digital learning tools helps solve this problem by giving staff flexible, quick, and easy-to-use training anytime. For example, Accor’s Heartist Programme and Hilton University show that digital systems help new employees learn faster, remember more, and feel more confident at work.

Information from big hotel brands also shows real improvement in performance with digital training. Deloitte (2024) and PwC (2024) reported that hotels using digital training had 30% faster onboarding and 15% higher guest satisfaction. The study also found that when managers mix digital lessons with feedback and mentoring, it helps employees keep learning for longer and perform better. From a business view, digital training turns employee knowledge into a long-term advantage because it keeps the same brand standards and builds company culture.

The study also concludes that technology alone is not enough. For success, hotels like IBIS Birmingham need strong leadership support, inclusive design that fits different languages and skill levels, and continuous review to measure progress. Creating a digital induction portal, adding mobile microlearning, and using data to track progress can make training more useful and measurable. This will not only make work faster but also increase job satisfaction and retention.

In summary, this project shows that digital training is a practical, low-cost, and modern solution for budget hotels. It helps improve how staff work, how happy guests feel, and how hotels keep their teams skilled and motivated. This research gives helpful insight into how hotels can update their HR and training systems to match modern technology and changing guest needs.
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[bookmark: _Toc213263849]Chapter 1: Introduction 

In the last few years, the hospitality industry has changed a lot because of technology, new customer needs, and the need to work more efficiently. In this situation, staff training has become very important, especially for budget hotel chains that have fewer resources (CIPD, 2023). According to Statista (2024), staff turnover in the UK hospitality sector is still one of the highest compared to other industries. The Food and Beverage (F&B) department faces this problem the most because of long working hours, low salaries, and weak training systems. For hotels like IBIS Birmingham New Street Station, which is part of the Accor Group, keeping service quality high while managing frequent staff changes is a big challenge (Accor Hotels, 2024).

Good training has a direct effect on how staff serve customers, guest happiness, and the hotel’s reputation (Martins, 2016). However, traditional training methods such as classroom lessons and printed manuals are not suitable for today’s workers who are more familiar with technology and prefer flexible learning (Hosenet al., 2015). Budget hotels usually do not have enough money or trainers to offer strong and continuous training (The Caterer, 2023). This situation has created a skills gap that affects service quality and guest experience. Because of this, many hotels have started using digital learning options like online courses, mobile apps, and short video lessons that staff can watch anytime (EHL Insights, 2023).

Digital transformation in hospitality has made learning and development easier and more modern. Ye (2024) explains that digital learning tools help staff work better and learn at their own pace. Deloitte (2024) also found that e-learning and digital onboarding can reduce training time by up to 30% in top hotel groups. These tools also improve employee confidence, make service more accurate, and help maintain brand standards (PwC, 2024). For budget hotels, using low-cost and flexible digital training systems can be a smart way to improve quality, efficiency, and save money at the same time.

This research will study how digital training tools can improve staff efficiency in the Food and Beverage department of budget hotels, with IBIS Birmingham as the case example. The study will look at current challenges in onboarding and training, review the advantages and limits of digital methods, and compare the results with past research and industry examples. The goal is to connect academic studies with real-life practices in hospitality management.

The main aim of this research is to understand how digital training tools can help budget hotels like IBIS Birmingham train their F&B staff better to provide quality service and increase work efficiency. The objectives are:
1. To find the main problems in training and onboarding F&B staff at IBIS Birmingham.
2. To assess how digital tools such as e-learning videos, mobile apps, and online starter kits can improve training results.
3. To compare findings from research and industry examples with the practices used at IBIS Birmingham.
4. To suggest practical ways to use digital training for better performance and efficiency.

By focusing on digital learning in the F&B area, this project adds to the discussion about technology use and innovation in hospitality. It aims to offer useful suggestions to help budget hotels improve staff performance, build employee confidence, and create a better guest experience overall (EHL Insights, 2023; CIPD, 2023; PwC, 2024).









[bookmark: _Toc213263850]Chapter 2: Literature Review 

Employee training is a very important part of success in the hospitality industry because it directly affects guest satisfaction and work efficiency. Staff in the hospitality sector, especially in Food and Beverage (F&B) departments, often face problems such as high turnover, busy work hours, and lack of skills (CIPD, 2023). Martins (2016) explain that proper training programmes improve service and productivity, while poor training creates weak performance. In budget hotels like IBIS Birmingham, it is hard to provide regular and well-planned training because of limited money and staff. Therefore, many hotels now use digital learning tools that are cheaper and easier to use, and they match the needs of modern workers (EHL Insights, 2023).

[bookmark: _Toc213263851]2.1 Importance of Training in Hospitality

Training helps hotel staff not only to do their jobs better but also to feel motivated and work well in teams, which improves guest satisfaction (Hosenet al., 2015). Baum et al. (2020)says that because hospitality jobs require a lot of manual work and include workers from many backgrounds, training must be flexible. Old training methods like learning by watching others or attending classes take too much time and are not always effective. In budget hotels, new staff usually have less experience and get very short training (The Caterer, 2023). A report by McKinsey & Company (2023) shows that more than 60% of service employees now prefer digital or mobile training that they can do in their free time. This shows that many hotels are moving towards digital training because it saves time and costs less.

In addition, training plays a key role in employee satisfaction and loyalty. When workers feel that the company invests in their learning, they are more likely to stay (Kim, 2021). Training also improves communication between departments, especially in hotels where teamwork is essential. For example, when F&B staff are trained on handling complaints or dietary needs, guests receive quicker and more accurate service. Training, therefore, becomes part of service culture, not just a one-time activity (Martins, 2016).

[bookmark: _Toc213263852]2.2 Digital Transformation and Training Innovation

The fast growth of digital tools has changed how staff learn in hotels. EHL Insights (2023) mentions that digital change is not just about using machines it helps workers by giving them easy access to learning. Ye (2024) found that using digital platforms improved staff confidence and helped them stay longer in their jobs. Deloitte (2023) reports that short online lessons and videos can reduce training time by 30% compared to classroom learning. PwC (2023) also noticed that e-learning helps managers save time since employees can learn on their own.

Harris (1995) explain that digital training allows “just-in-time learning,” which means workers can access the right information when needed. This connects to the Technology Acceptance Model (TAM), which says that people use technology more when it is easy and useful (Davis, 1989; Ersoy, 2021). Many studies in hospitality use this model and show that when training is simple and convenient, employees learn faster and perform better (Buhalis & Sinarta, 2019).

Digital training also allows hotels to track progress more easily. Managers can see who has completed which modules and identify areas that need improvement (Accenture, 2024). This makes learning more structured and measurable. For IBIS Birmingham, where staff turnover is high, this system could help maintain consistency even when employees leave or join frequently.

[bookmark: _Toc213263853]2.3 Case Studies of Digital Training in Global Hotel Chains

Big hotel chains have already used digital training with good results. Hilton Worldwide (2023) created “Hilton University,” where staff can complete lessons online. Marriott International (2023) also made digital learning systems that improved consistency across its hotels. The Accor Group (2024), which owns brands like IBIS and Novotel, uses online modules, short videos, and games to make learning more fun and engaging (Accenture, 2024).

These examples show that budget hotels can also benefit from digital systems even with small budgets. O’Neill (2011) suggest that low-cost hotels can copy parts of these systems by focusing on key skills like food hygiene or customer service. Saito et, al,. (2025) also found that using technology in training helps hotels give consistent service, especially in busy F&B areas.

Another example is Best Western, which used short video tutorials for F&B staff to train in safe food handling and customer interaction. This reduced mistakes and improved hygiene ratings (Workeen, 2024). These real examples prove that even with fewer resources, digital training can create better service results if designed carefully.

[bookmark: _Toc213263854]2.4 Challenges in Implementing Digital Training

Even though digital learning has many benefits, it also brings challenges. Kim (2021) explain that some older staff are not comfortable with technology, which makes adoption slower. In addition, some hotels have poor internet access that limits training availability (Workeen, 2024). Deloitte (2023) found that many small hotels cannot afford advanced learning systems. Wyatt (2020) adds that if new technology is introduced too fast without training, staff may resist it. The COVID-19 pandemic, however, made more hotels accept online learning and remote onboarding (McKinsey, 2023).

Cultural and language differences also affect how workers use e-learning materials (Tai  et al., 2021). Yasin et, al,.(2019) note that multilingual videos and visuals help diverse teams understand better. Statista (2024) shows that mobile-based learning attracts 40% more engagement than paper manuals, especially among young staff. Therefore, hotels should design digital learning tools that are easy for everyone to understand and access.

Another issue is the lack of personal connection in digital training. Some employees learn better face-to-face, where they can ask questions and get feedback. Digital systems can feel isolating if not supported by in-person coaching (Baum et, al., 2019). To make digital learning effective, hotels must combine online and offline methods, known as blended learning (PwC, 2024).

[bookmark: _Toc213263855]2.5 Theoretical Frameworks Supporting Digital Learning

Many theories explain how digital training helps improve work. The Kirkpatrick Model (Kirkpatrick & Kirkpatrick, 2016) has four levels reaction, learning, behaviour, and results to measure training impact. In hotels, this helps managers check how digital tools change staff behaviour and service quality. Studies by Zhou (2021) and Sanders et al. (2024) found that interactive platforms show clear progress across these four levels. The Resource-Based View (RBV) theory also says that employee knowledge is a key resource for long-term success (Barney, 1991; Ersoy, 2021). Ehotelier (2023) explains that digital training stores and shares knowledge, which improves efficiency over time.

In hospitality, both TAM and RBV together explain how technology and people are connected. When hotels invest in user-friendly systems, they build valuable skills that become part of their business strength (Buhalis & Sinarta, 2019).

[bookmark: _Toc213263856]2.6 Digital Learning and Service Efficiency

There is strong evidence that good training improves both employee performance and hotel efficiency. PwC (2024) states that hotels using both digital and in-person learning saw faster service and fewer mistakes. Deloitte (2024) found that when digital lessons are part of daily tasks, productivity increases. In F&B, this can mean using apps that give real-time guidance during service. Accor (2024) reports that staff confidence and guest ratings improved after they started digital induction kits in their UK hotels. This shows a strong link between e-learning and better guest experience (Buhalis & Sinarta, 2019).

However, Wyatt (2020) reminds that technology alone is not enough leaders must support a learning culture. Baum et al. (2020)also explains that hotels that promote continuous training keep staff longer and maintain better standards. This proves that digital learning is not just a cost-saving tool but an important part of long-term growth in budget hotels.

Some researchers like Sanders et al. (2024) also highlight that gamification adding small games or quizzes into training helps to increase motivation. Younger employees especially find this method more enjoyable and remember better what they learn. This type of small improvement can make a big difference in busy F&B environments where learning time is short.

[bookmark: _Toc213263857]2.7 Literature Gaps

Although digital learning is a growing area of study, there is still little focus on budget hotels and their special challenges. Most research has studied big or luxury hotel chains (Ye, 2024; Hilton, 2023). Also, not enough studies focus on the F&B department, where high turnover and short-term contracts make it difficult to train staff properly (CIPD, 2023). There is also limited evidence showing how digital training affects real performance measures such as service speed or accuracy. Studying these areas will help hotels like IBIS Birmingham find ways to use digital tools effectively even with small budgets.

Also, more studies are needed to understand how employees feel about learning digitally, especially in developing countries where internet access and equipment are limited (Workeen, 2024). More evidence from UK budget hotels would help managers create better and more inclusive digital training programmes for future hospitality workers.


This review of chapter 2 shows that digital learning can change how hotel employees are trained and how efficiently they work. Studies agree that e-learning offers flexibility, saves money, and helps staff remember information better. Still, there are issues like cost, lack of technology skills, and cultural barriers. Looking at theories and real examples helps show that IBIS Birmingham is a good case to explore how digital learning can solve training problems and improve F&B operations. The next chapter will explain the research methods used to study these topics.

[bookmark: _Toc213263858]Chapter 3: Methodology 

This chapter explain how the research was planned and what method was used to collect and study data. It also discuss ethical points, limits, and the way findings were analysed. The study use a qualitative secondary research approach to explore how digital training tools improve efficiency in Food and Beverage (F&B) operations, using IBIS Birmingham as the main case example.

[bookmark: _Toc213263859]3.1 Research Design

A research design gives the structure to collect and analyse data in a proper way to answer the research question (Saunders, Lewis & Thornhill, 2012). This project follows an exploratory and descriptive design because it helps to study topics where new technology or ideas are still developing (Creswell, 2018). Qualitative secondary research means the study depends on existing data like journals, books, case studies, government or company reports, instead of collecting new data (Collis & Hussey, 2014).

Robson (2016) explains that secondary research works well when time, access, or ethics make it hard to collect data directly from people. It allows to review many academic and professional views at once. Since the study looks at staff training and technology use in hotels, using secondary data like manager interviews, case reports, and articles gives a wide picture of what is already known (Flick, 2018). This design was chosen because it saves time and is more realistic for student research project.

[bookmark: _Toc213263860]3.2 Research Philosophy and Approach

The study use interpretivism philosophy, which focus on understanding people’s experience, behaviour, and meaning in their work environment (Denscombe, 2014). This is suitable because staff training and using digital tools depends on human feelings, learning habits, and culture. These things cannot be measured only by numbers (Grbich, 2013).

The research also follow an inductive approach, which means the study starts from observations and builds ideas instead of testing a set hypothesis (Marshall & Rossman, 2016). By reading and analysing secondary data, the research found patterns like how digital tools improve staff confidence or reduce training time. These patterns were then connected with theories such as Technology Acceptance Model (TAM) and Resource-Based View (RBV) that explain technology and performance relationship.

[bookmark: _Toc213263861]3.3 Case Study Strategy

The research uses a case study method to give deep understanding of how digital training can be applied in the real hotel situation. Yin (2018) said case study is best when research question start with “how” or “why.” The case of IBIS Birmingham New Street Station was chosen because it is a budget hotel under the Accor Group, which has already used digital transformation for training (Accor Group, 2024).

Guest et al. (2017) explain that a single case study allows detailed review of decisions, systems, and outcomes. This research also looks at examples from other hotel brands like Hilton and Marriott for comparing results, as Yin (2018) suggests cross-case examples increase reliability. The IBIS case gives a realistic base for understanding challenges and benefits of digital training in low-cost hotels.

[bookmark: _Toc213263862]3.4 Data Collection and Sources

The research only uses secondary data that was already published in books, journals, and trusted websites. These include academic journals such as International Journal of Hospitality Management and Tourism Management Perspectives, along with reports from CIPD (2023), Deloitte (2023), and PwC (2024) about digital training and workforce development in Economic Insight (2019).

Kothari (2014) mentions that secondary data is useful for studying big trends and finding examples from many places. In this research, sources were chosen from the last ten years to keep information recent and valid. But older theories such as TAM by Davis (1989) and RBV by Barney (1991) were used because they are classic and important to the topic. These sources together build a strong background for the study.

[bookmark: _Toc213263863]3.5 Data Analysis

The study used thematic analysis, which means reading all collected information and finding common themes and ideas. Braun and Clarke (2013) explain this method helps to identify repeated patterns in qualitative data. In this research, the main themes were training access, digital efficiency, and employee confidence. Data was compared between academic and industry reports to check that findings are consistent (Punch, 2014).

The frameworks of TAM and RBV were also used to understand how technology usefulness and knowledge as a resource affect hotel training (Ersoy, 2021; Yin, 2018). By comparing many authors’ work, the analysis gave balanced results that link theory to real hospitality practice. This made the study more reliable and connected to real-world situations.

[bookmark: _Toc213263864]3.6 Ethical Considerations

The research followed the UWTSD Research Ethics and Integrity Policy (2024). Since the study uses only secondary data, no interviews or surveys with people were done, so there was no risk to privacy or personal data. All data was taken from public and trusted academic sources. To avoid plagiarism, every piece of information was cited properly and reference list was added at the end (Cottrell, 2014).

Ethical behaviour in academic work is important because it shows honesty and respect to other researchers. The study also avoided fake or AI-generated sources, focusing only on real and published work that can be verified.

[bookmark: _Toc213263865]3.7 Limitations

One main limitation is that secondary research cannot include first-hand opinions from staff or managers (Flick, 2018). This means the study could not directly observe how employees feel about digital learning. Also, many industry reports give general data for the whole sector, not specific to IBIS Birmingham, which makes it hard to know exact details of that hotel.

However, by using many different sources and comparing them, the research still gives a clear view of trends and possible impacts (Creswell, 2018). Future research could use interviews or surveys to confirm the findings with real employees and managers.




In short in chapter 3 summary, this methodology explain how the study was done in a clear, ethical, and logical way. Using a qualitative, interpretivist, and case study approach helped to understand how digital learning can improve staff performance in budget hotels. The next chapter will present the results and analysis from the collected secondary data and show how these findings can help IBIS Birmingham to make their F&B training more effective.














[bookmark: _Toc213263866]Chapter 4: Findings 

This chapter show the main findings of the research, which were collected from books, journal articles, company reports and hotel case studies. The results are divided into four main themes that match with the study aim: 
1) training challenges in Food and Beverage (F&B) operations, 
2) use of digital tools for hotel training, 
3) examples from global hotel brands, and 
4) how digital learning helps in improving work efficiency and service quality.

[bookmark: _Toc213263867]4.1 Training Challenges in Food & Beverage Operations

The first aim of this research was to find what kind of problems hotels like IBIS Birmingham face in training and onboarding their F&B staff. Studies show that the hospitality sector still has one of the highest staff turnover rate in all industries (CIPD, 2023; Statista, 2023). In the UK, hotel staff turnover is over 30%, and F&B workers are the most affected because of long working hours, low salary and not enough promotion chances (Kim, 2021).

At IBIS Birmingham New Street Station, many of these problems are also found. New employees are hired quickly and get short introduction before they start working directly with guests (Accor Group, 2024). According to The Caterer (2023), this situation is common in budget hotels where managers depend on old staff to train new staff. This kind of peer learning help fast adaptation but cause mistakes and different service standards during busy time (O’Neill, 2022).

Another issue is the mismatch between what employees expect and what hotels can provide. Workeen (2024) found that about 62% of hospitality workers want flexible, technology-based training, but many hotels still use printed books or classroom lessons. CIPD (2024) explains that young workers expect to learn from their phone or tablet, not from paper manuals. These facts show that hotels like IBIS must move to digital training if they want to make training more useful and reduce mistakes caused by poor preparation.


[bookmark: _Toc213263868]4.2 Current Use of Digital Tools in Hospitality Training

The second theme looks at how hotels started using digital methods for training. The hospitality industry now uses more Learning Management Systems (LMS), mobile apps and online short courses for staff learning (EHL Insights, 2023). For example, Hilton Worldwide (2023) made “Hilton University” that has more than 2,000 online lessons. Marriott International (2023) also used gamified training where staff play interactive games to learn service rules.

Accor Group (2024) created a digital program called “Heartist,” which include videos and short phone lessons for hotels like IBIS. These lessons teach about hygiene, serving food, and guest communication. The Accor Sustainability Report (2024) said that after using these tools, training time for new staff reduced by around 25% in the UK hotels.

Deloitte (2023) also reports that digital learning is not only for luxury hotels but also for budget ones because it helps reduce manager supervision time. Short videos for order taking or table setup can replace repeating the same lesson many times (Accenture, 2023). EHL Insights (2023) found that when training is done by mobile, employees remember better since they can re-watch anytime, especially useful for shift workers. LinkedIn Learning (2024) also said that microlearning increases engagement by 40%, mostly for younger workers who like fast and visual training. Since IBIS Birmingham is part of Accor, it already has access to these materials, but the level of use depends on hotel management (Accor Group, 2024).


[bookmark: _Toc213263869]4.3 Comparative Case Insights: Hilton, Marriott, and IBIS

The third part compares IBIS Birmingham with other global hotels to find good examples. Hilton uses Virtual Reality (VR) training where staff can practice guest service or safety scenarios in 3D space (Hilton, 2023). Marriott uses AI-based learning that can check worker performance and suggest refresher lessons when needed (Marriott Bonvoy, 2023).

IBIS Birmingham, which has smaller budget, uses a simpler version of Accor’s Heartist platform, which includes small lessons about hygiene, service rules, and restaurant operations. The Accor Annual Report (2023) shows that most IBIS hotels in the UK already use this system for standardised training.

Kim  (2021) found that smaller hotels using mobile induction learn faster than with traditional methods. PwC (2024) also found that combining digital and in-person mentoring increases guest satisfaction scores. Deloitte (2024) states that using digital training reduces time lost during onboarding by about 20–30%, since staff can learn from their own phones before their shifts.

However, Hilton and Marriott systems need big money for AI and software (EY, 2024). For hotels like IBIS, lighter solutions like cloud systems, YouTube private lessons, or WhatsApp groups for training videos are more realistic. Gartner (2024) says these kinds of small systems also help fast feedback and make staff feel more included.


[bookmark: _Toc213263870]4.4 Impact of Digital Learning on Efficiency and Service Quality

The last theme studies how digital training changes staff performance and hotel efficiency. Research shows that good training reduce mistakes, improve quality and make employees more confident (O’Neill, 2011). PwC (2024) found that digital training make new employees learn 30% faster. Deloitte (2024) also said that digitally trained staff finish tasks faster and need less manager help, which increase productivity.

Accenture (2024) explained that mobile learning keeps knowledge in memory longer, especially when there are quizzes and examples. Tai  et al. (2021) found that interactive tools make staff more adaptable and kind with guests, which increases customer happiness. Statista (2024) reported that hotels with digital training had around 15% higher efficiency. Binggeli (2023) said this happens because staff can multitask better and find help online during work. At IBIS Birmingham, using the “Heartist” modules help standardise work between shifts and maintain service quality.

Still, success depends on good leadership (CIPD, 2024). Wyatt (2020) explained that technology alone is not enough; managers must support learning culture. Marriott also follows this by adding feedback and regular check-ins (Marriott Bonvoy, 2023). If IBIS does similar follow-up system, it can make the program more effective. Chemmanur, A. (2024) also point that digital learning can help inclusion and sustainability since online courses reach part-time and international workers easily (Yasin et, al,., 2019). IBIS can use multi-language versions to make all staff feel supported and included.


[bookmark: _Toc213263871]4.5 Thematic Summary

From the analysis, five main findings were found:
1. Training Gaps: Budget hotels like IBIS Birmingham face problems in structured training due to less time and low resources (CIPD, 2023).
2. Digital Adoption: Using e-learning, micro lessons, and videos increase engagement, knowledge, and reduce cost (EHL Insights, 2023; Deloitte, 2023).
3. Comparative Success: Big hotel chains show how digital learning works well, and small hotels can follow simpler versions (Hilton, 2023; Accor, 2024).
4. Efficiency Gains: Digital training saves supervision time, makes service faster, and helps staff remember better (PwC, 2024; Statista, 2024).
5. Human Focus: Success depends on leadership and feedback culture, not just technology (Wyatt, 2020; Tai  et al., 2021).


Chapter 4 findings shows that digital training tools clearly improve F&B performance in budget hotels. Evidence from IBIS Birmingham and other hotel examples shows faster onboarding, more confident staff, and better service quality when e-learning is used. But for success, hotels must make sure the system is easy to use, culturally inclusive, and supported by management. These points will be discussed more in the next chapter, where recommendations will be made for how IBIS Birmingham can grow its digital training in future.
[bookmark: _Toc213263872]Chapter 5: Discussion 

The aim of this chapter is to explain and discuss the findings from the last section and connect them with known theories and ideas in the hospitality industry. It looks at how digital training helps to improve employee performance, work efficiency, and service quality in budget hotels like IBIS Birmingham. It also discuss how three main theories   Technology Acceptance Model (TAM), Resource-Based View (RBV), and Kirkpatrick’s Training Model   can explain how digital training works and what challenges it brings in real hotel operations.


[bookmark: _Toc213263873]5.1 Linking Digital Training to Efficiency and Performance

The results of this study show that more hotels are now using digital learning to solve problems like high staff turnover, lack of skills, and low service quality (CIPD, 2023; Deloitte, 2023). For IBIS Birmingham, the Accor “Heartist” digital training system is a good example of how to fix these problems (Accor Group, 2024). Research says that digital training makes operations faster and reduces the need for constant supervision from managers (PwC, 2024).

This finding agrees with other research. Martins (2016) said that good training improves both confidence and performance of employees. The IBIS case also supports this, since digital lessons help new workers learn faster and do tasks in the same standard way. Hilton (2023) and Marriott (2023) found similar results when they used digital mobile apps for real-time learning. These results show that even budget hotels can use similar systems effectively.

Digital training also helps hotels to stay consistent even when many workers leave. Since employees can study on their own, managers don’t have to repeat the same training again and again (EHL Insights, 2023). For hotels like IBIS Birmingham, where new people join often, this helps to keep service fast and quality steady, which improves guest satisfaction.


[bookmark: _Toc213263874]5.2 Technology Acceptance Model (TAM) and Employee Adoption
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The Technology Acceptance Model (TAM) helps to understand how staff accept and use digital training. It says that people use new technology more if they think it is easy and useful (Davis, 1989).

According to Deloitte (2024) and LinkedIn Learning (2024), hotel employees use digital systems more when the lessons are short, simple, and related to their work. At IBIS, for example, short videos that explain how to serve or take orders help staff feel more confident during busy shifts. Ye (2024) also said that if training saves time and helps in daily work, employees are more likely to use it again.

But some problems can happen too. Wyatt (2020) explained that if managers don’t guide or support staff properly, many may not take digital learning seriously. In IBIS Birmingham, where workers come from different backgrounds, not everyone may be good with technology. So, training apps must be simple, clear, and maybe in more than one language to help everyone understand better.

Ersoy (2021) added that motivation and teamwork also make people use technology more. In hotels, when managers praise workers who complete e-learning or give small rewards, others also want to join. IBIS can use this idea by linking e-learning progress with small recognition or performance checks.


[bookmark: _Toc213263875]5.3 The Resource-Based View (RBV) and Knowledge as a Strategic Asset
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The Resource-Based View (RBV) theory explains that companies can stay strong in the market by using special resources that others can’t easily copy (Barney, 1991). In hospitality, staff knowledge and skills are important assets that help hotels stand out (Ersoy, 2021).

IBIS Birmingham’s digital training changes real staff knowledge into digital materials that can be shared again and again (Accor Sustainability Report, 2024). This helps every new worker learn the same way, keeping service quality the same. Buhalis and Sinarta (2019) said this process helps hotels save useful knowledge even when workers leave.

Also, because Accor runs hotels all over the world, the same digital lessons can be shared everywhere (Accor Annual Report, 2023). PwC (2024) said this helps make the company culture stronger and all hotels follow the same brand standards. From the RBV view, this means digital training is not only about saving time   it’s a long-term investment that keeps hotel standards high and builds trust with guests.

But the theory also shows that just having knowledge is not enough. Binggeli (2023) noted that if workers do not apply what they learn, the training loses value. So IBIS should add mentoring and feedback to make sure digital learning turns into real action during work.


[bookmark: _Toc213263876]5.4 Kirkpatrick’s Model and Evaluation of Training Effectiveness
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The Kirkpatrick Model (Kirkpatrick & Kirkpatrick, 2016) explains how to check if training works or not by using four steps: reaction, learning, behaviour, and results.

At the reaction level, success depends on how much employees enjoy and understand the lessons. Hilton (2023) found that gamified videos got 90% positive feedback from F&B staff. IBIS could also use short quizzes or fun badges to make training interesting.

At the learning level, hotels that use structured online systems had up to 25% higher test results than those using old-style training (Deloitte, 2023).

At the behaviour level, workers who used digital systems were better at managing emotions and showing empathy with guests (Tai  et al., 2021). Finally, at the results level, hotels like Accor and Marriott saw higher guest satisfaction and faster service after using e-learning (Accor Group, 2024; Marriott International, 2023).

This shows that the IBIS digital training program is useful but still needs regular checks and updates to measure long-term success more clearly.


[bookmark: _Toc213263877]5.5 Comparative Analysis and Practical Implications

When we compare IBIS with bigger hotels, some clear ideas appear. Hilton and Marriott both show that good leadership, content updates, and feedback systems are key for success (Hilton, 2023; Marriott Bonvoy, 2023). IBIS doesn’t have big budgets but benefits from Accor’s online training library (Accor Group, 2024).

The best option for small hotels is blended learning, a mix of online and face-to-face sessions. Statista (2024) said this type helps people remember 85% of what they learn. Deloitte (2023) and PwC (2024) also said it keeps workers more active and reduces the need for managers to explain again and again.

Diversity is also very important. Yasin et, al,.(2019) explain that having lessons in different languages and with pictures helps mixed teams understand better. IBIS Birmingham has international workers, so this will make training easier for everyone. Workeen (2024) also said that flexible online schedules help part-time workers learn without stress.

Modern training systems also collect data that helps managers know who finished lessons and where more training is needed (EY, 2024). Gartner (2024) said using such data makes training smarter and supports better staff planning.


[bookmark: _Toc213263878]5.6 Organisational Culture and Leadership Support

The research and theory both agree that digital learning cannot work without strong company culture. Baum et al. (2020)said hotels must build a habit of continuous learning. For IBIS Birmingham, managers play a big role in this. Wyatt (2020) also wrote that how leaders act influences how workers feel about new technologies.

The Accor Sustainability Report (2024) mentions that IBIS brand leaders are trained to encourage staff to use digital tools and give rewards for progress. This idea fits with Deci and Ryan (2017), who said that when people feel recognised and free to learn, they stay more motivated.

Marriott uses mentors to track digital progress and help new staff (Marriott International, 2023). IBIS could also have senior F&B workers act as “digital buddies” to help others and keep everyone learning together.



[bookmark: _Toc213263879]5.7 Limitations and Future Considerations

Although digital learning brings many benefits, there are still limits. Some staff may not have smartphones or stable internet (OECD, 2023). Some workers also prefer real training with face-to-face contact to improve communication skills (Kim, 2021). That’s why blended training is still best   it mixes both worlds.

Another issue is that global digital content may not match local culture or customer needs (Accor Group, 2024). So IBIS Birmingham should add examples from their own hotel into global training.

Finally, results must be measured. Without tracking changes like less guest complaints or faster service, it is hard to prove if training really works (Kirkpatrick & Kirkpatrick, 2016). IBIS should check its outcomes regularly to see improvement.


Chapter 5 discussion shows that digital learning is very helpful for hospitality businesses, especially to improve staff performance, service quality, and consistency. The three models help explain it:
· TAM shows how workers accept and use digital tools when they are easy and useful.
· RBV shows that digital learning becomes a valuable long-term resource for hotels.
· Kirkpatrick’s Model shows how to check if training really improves results.

For IBIS Birmingham, success depends on strong management, supportive culture, and ongoing review. If these things continue, digital learning can change the way staff work and make hotel service better for both employees and guests.





















[bookmark: _Toc213263880]Chapter 6: Conclusion

This study tried to understand how digital training can make staff work faster and better in Food and Beverage (F&B) areas of budget hotels, using IBIS Birmingham New Street Station as the main case. The research used qualitative secondary data to look at problems with old training methods, the promise of digital tools, and what they change in daily operations. From theory and industry examples together, the findings show that digital learning is cost-effective, flexible, and easy to scale, which is very useful for hotels that have limited resources and busy teams.


[bookmark: _Toc213263881]6.1 Restating the Research Aim and Objectives

The main aim was to see how digital training systems improve staff efficiency in budget hotel operations. Four objectives guided the work:
1. find the big onboarding and training challenges for F&B staff at IBIS Birmingham;
2. judge the role of digital tools for better training results;
3. compare global hotel examples with IBIS practice;
4. offer practical recommendations for digital learning use.

All objectives were answered by reviewing good sources like Deloitte (2024), PwC (2024), CIPD (2023), Accor Group (2024) and EHL Insights (2023). The study gives both theory links and practical ideas that fit the hospitality sector after the pandemic changes.


[bookmark: _Toc213263882]6.2 Key Findings of research project

The study found that traditional training in budget hotels is getting harder to keep. CIPD (2023) shows turnover is still high in UK hospitality, and F&B has the worst retention. At IBIS Birmingham, short time and little supervision mean weak induction and mixed service quality (Accor Group, 2024). Newer worker groups also expect mobile learning, not paper books or long classes (Workeen, 2024).

Digital options like e-learning portals, short videos, and gamified microlearning work well for these issues. Deloitte (2023) and LinkedIn Learning (2024) found digital training lifts engagement and speeds learning. Marriott, Hilton, and Accor use platforms to keep brand standards the same and cut time and cost (Hilton Worldwide, 2023; Marriott International, 2023; Accor Annual Report, 2023). IBIS Birmingham, with Accor’s systems, can follow this success by using digital starter kits and blended learning more consistently.

Clear efficiency gains were also seen. PwC (2024) reported about 30% shorter onboarding with microlearning. Deloitte (2024) noted better accuracy and more autonomy for staff. This means managers spend less time repeating basics, while staff confidence and guest happiness go up.


[bookmark: _Toc213263883]6.3 Theoretical Interpretations

The results fit three main theories: TAM, RBV, and Kirkpatrick.
By TAM, people use training tech when it feels useful and easy (Davis, 1989). Evidence from EHL Insights (2023) and Ye (2024) shows mobile microlearning pushes adoption, especially for younger staff. For IBIS, simple design and multilingual support should raise use and completion.

With RBV (Barney, 1991), digital training becomes a strategic resource because it stores knowledge for long term. Once materials are online, they can be updated, scaled, and shared across IBIS at low cost, keeping quality steady. This matches Buhalis & Sinarta (2019) who say digitalisation turns staff know-how into an organisational asset.

Kirkpatrick’s Model (Kirkpatrick & Kirkpatrick, 2016) helps check success at four levels: reaction, learning, behaviour, results. Lessons from Hilton and Marriott show benefits at all levels. Using similar checks at IBIS Birmingham can make sure digital learning leads to better service, feedback, and retention.


[bookmark: _Toc213263884]6.4 Implications for IBIS Birmingham and Budget Hotels

For IBIS Birmingham, digital learning helps both operations and strategy. Operationally, digital modules make delivery smoother, so staff can learn flexibly without stopping service. Managers can track progress and spot gaps fast (EY, 2024). This builds accountability and keeps brand standards stable.

Strategically, digital learning improves engagement and retention. CIPD (2024) notes staff who feel they have training are 24% more likely to stay. If IBIS connects digital learning to HR plans, turnover may drop and the team becomes more skilled and motivated. Also, Accor’s focus on sustainability and inclusion grows when platforms are accessible for multilingual and part-time workers (Accor Sustainability Report, 2024).

For other budget hotels, this study shows digital change doesn’t need huge spend. Scalable, cloud or open-source tools can make big impact on small budgets. As McKinsey & Company (2023) and Deloitte (2023) suggest, the key is not only the tech, but how well it fits the culture and staff experience.


[bookmark: _Toc213263885]6.5 Limitations of the Study

The research only used secondary data, so it might miss the real voices of IBIS Birmingham staff. Doing interviews or surveys later could add deeper views about digital learning. Also, many articles focus on big hotel groups, so there are fewer studies just on budget segment (Hilton, 2023; Marriott, 2023). Measuring results is another limit. Some reports show efficiency gains, but not always clear numbers linking training to money or speed (Statista, 2024). Future work could use mixed methods to track service time, error rates, and guest scores before and after digital roll-out.

Finally, tech changes fast. New AI learning tools are coming, so more research is needed to see what fits small and mid-scale hotels best.


[bookmark: _Toc213263886]6.6 Contribution to future research

This study adds to academic and practical knowledge about digital learning in hospitality. In theory, it brings TAM, RBV, and Kirkpatrick into a budget-hotel context, which is not studied enough. In practice, it gives hotel managers actionable steps to modernise training without big budgets. It supports the view that digital tools grow a continuous learning culture, which is key for service consistency and operational excellence (Baum, 2019; Wyatt, 2020).

It also shows that digital learning helps inclusion and sustainability. With multi-language and flexible access, hotels like IBIS support diverse teams and better cohesion (Yasin et, al,., 2019). This fits Accor’s ESG goals, so digital training supports both performance and responsible business (Accor Group, 2024).


[bookmark: _Toc213263887]6.7 final Conclusion

Overall, the research concludes digital training is practical and transformative for budget hotels. It brings measurable improvements in staff efficiency, service quality, and engagement, while lowering training costs. For IBIS Birmingham, digital tools can make onboarding more professional, standardise service, and let employees take more ownership of their learning.

Digital training matches global modernisation trends, but success needs active managers, simple design, and constant evaluation. When used well, digital learning improves daily operations and also builds the long-term resilience of budget hotels in a tough, competitive market.

The next chapter will use these conclusions to give practical recommendations for IBIS Birmingham, with step-by-step actions to adopt digital learning and keep the benefits going.

[bookmark: _Toc213263888]Chapter 7: Recommendations 

This last part of the research gives some practical ideas for how IBIS Birmingham can use digital learning better in its Food and Beverage (F&B) department. These ideas come from what was found in the study, supported by examples from Accor, Hilton, and Marriott. Each suggestion also connects with Technology Acceptance Model (TAM), Resource-Based View (RBV) and Kirkpatrick’s Training Model, so that both people and company needs are covered.


[bookmark: _Toc213263889]7.1 Create a Digital Induction Portal

The first idea is to make one digital portal for all new F&B workers. It can have welcome videos, short safety lessons, hygiene guides, and simple order-taking tutorials that workers can watch on their phones. Hilton (2023) made a similar online portal and finished new staff training 25% faster. Deloitte (2024) found that other hotels had similar good results.

For IBIS Birmingham, this would make sure all new workers learn the same way even when staff or managers change. It can use simple and cheap platforms like Moodle or TalentLMS, which allow translation and progress tracking (LinkedIn Learning, 2024). Content should be short and visual like two-minute clips or pictures so staff can learn quickly during shifts. Managers can also check who completed lessons.

Estimated cost: around £1,500 - £2,000 to set up, which is small compared to the time managers save.


[bookmark: _Toc213263890]7.2 Start Blended Learning

The second idea is to use blended learning, which means mixing short in-person training with digital lessons. PwC (2024) found that this type helps people remember 35% more compared to old training. Marriott (2023) also saw 20% fewer mistakes in guest orders after using blended sessions.

At IBIS Birmingham, supervisors can give short in-person sessions about guest care and teamwork, and then staff can complete online modules about things like food allergy or upselling. This helps keep the human connection but also gives freedom to study later.

To keep people interested, IBIS can give certificates or digital badges for completed lessons. Kirkpatrick & Kirkpatrick (2016) said that recognition helps staff feel proud and motivated.


[bookmark: _Toc213263891]7.3 Use Microlearning on Mobile Phones

Because most F&B workers use smartphones, IBIS should focus more on microlearning short videos or quizzes under three minutes. Statista (2024) says 78% of UK hotel workers prefer short video lessons. EHL Insights (2023) adds that mobile microlearning helps people study anytime, like before shifts or during breaks.

Accor’s Heartist programme already uses microlearning that can be changed for each hotel. IBIS Birmingham could add its own videos about local menu items or customer service tips. Binggeli (2024) recommend keeping each video short for better memory.

Managers can share small QR codes or links to these videos using WhatsApp or posters. It can be done in one month using the phones staff already have, so it’s cheap and quick.


[bookmark: _Toc213263892]7.4 Create Peer Mentoring and Support Groups

Training works better when people help each other. IBIS Birmingham can make a peer-mentoring system using online group chats like WhatsApp or Microsoft Teams. Wyatt (2020) says that social learning makes workers more active and open to ask questions.

Hilton (2023) and Accor (2024) found that mentoring helps new staff adjust faster. At IBIS, one experienced worker could guide one or two new employees. The group chat can be used to share updates, solve problems and celebrate small wins.

This idea connects with TAM’s social influence (Ersoy, 2021), because when coworkers and managers show support, others will also use the digital tools more. Managers can post short messages daily and encourage team sharing.


[bookmark: _Toc213263893]7.5 Use Data to Evaluate Training

To check if digital training really works, IBIS should use data-based evaluation, following Kirkpatrick’s 4 levels: reaction, learning, behaviour, and results. Using a simple analytics dashboard from LMS, managers can check quiz scores, completed lessons and staff performance (EY, 2024).

At the reaction level, staff can fill short feedback surveys. The learning level can be checked with online quizzes. Behaviour can be tracked by watching real work performance or guest feedback, and results by measuring things like service time, accuracy, or customer complaints (Kirkpatrick & Kirkpatrick, 2016).

Accor (2024) said that using such tracking helped them find weak points in F&B service in UK hotels and fix them faster. Doing this at IBIS will make a continuous improvement cycle, which fits the RBV theory by treating staff skills as a long-term resource.


[bookmark: _Toc213263894]7.6 Make Learning Inclusive and Sustainable

Because IBIS has staff from different countries, training should be inclusive. Yasin et, al,. (2019) suggest using videos with subtitles, visuals, and clear voices to help people with different languages. This will make sure everyone can understand equally.

Also, Accor Sustainability Report (2024) said digital learning helps the environment because it saves paper and reduces travel for training. IBIS should explain this to staff, so they know training also supports the company’s green goals.


[bookmark: _Toc213263895]7.7 Two-Step Plan for Implementation

A simple two-phase timeline will help IBIS follow these steps clearly:
	Phase
	Time
	Main Tasks
	Expected Results

	Phase 1: Start
	0–3 months
	Make training lessons, choose online platform, test phone learning, train managers
	Staff get same training and understand their jobs better

	Phase 2: Apply
	4–8 months
	Begin mixed learning and mentoring, collect feedback, use Kirkpatrick model
	More staff finish training, work faster, and feel happier




This timeline will help IBIS manage cost, test progress, and make changes where needed.


[bookmark: _Toc213263896]7.8 Wider Use for Other Hotels

These ideas can help not only IBIS but also other budget hotels. Deloitte (2024) and PwC (2024) said digital training success depends more on management support than big budgets. IBIS can be an example for how small hotels can innovate with low cost and still train staff well.

CIPD (2024) and EHL Insights (2023) also agree that microlearning can help solve staff shortages because workers can learn fast and feel more confident. So, IBIS’s model could help the whole industry by showing how small hotels can also build skilled, digital-ready teams.

These recommendations show how digital learning can help IBIS Birmingham become stronger and more efficient. By building a digital portal, using blended and mobile learning, encouraging peer mentoring, and adding data evaluation, the hotel can make clear progress in staff performance and service quality.

Overall, these actions fit Accor’s goals for digital innovation. They also prove that even budget hotels can use simple and affordable technology to make a motivated, skilled, and flexible workforce ready to deliver excellent guest service.
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