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Abstract
The following project report focused on the role of training and development for the front office staff in Coldra Court Hotel in Wales to create better customer satisfaction. In this way, the researcher aims to focus on the training and development practice by the hotel and its implication on the service of front office staff to deliver high-quality guest satisfaction. Meanwhile, key research objectives and questions have been developed to carry out the task properly. The researcher used secondary data for the case study and thematic analysis of the hotel and its core capabilities to conduct effective front-office training and development for better customer satisfaction.
The results have stated that training and development of the hotel's front office staff could help improve their skills and knowledge related to customer requirements, industry trends and others. It helps deliver personalised guest treatment while staying in the hotel, thereby ensuring their long-term engagement. Additionally, long-term customer loyalty to the hotel could enhance its competitive advantage and better business outcomes. Moreover, Coldra Court Hotel faced some challenges such as improper management structure, terms and conditions, turnover and cost management, which affected the training and development of the front office staff. In this way, specific measures and recommendations have been provided and thus, make the study effective. 
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1. Introduction
1.1 Background of the study
The study by Ali et al. (2021) reported that customer satisfaction and engagement are the key goals of hotel sectors through which the organisational competitiveness and financial outcome of the hotels would enhanced. In this way, it is the responsibility of the hotels to improve the guest treatment, performance and overall service quality to provide a better guest experience. Additionally, Papadakis (2024) stated that training and development of the hotel staff could help to update them regarding industry trends, new technological advancements, customer requirements and preferences while staying in the hotels. Furthermore, it has been mentioned that 86% of the hospitality businesses consider less than 10 hours of training programs for the employees while 87% of the millennial employees of the hotel sector focused on training and development for their skill development through which they could provide better customer service (Tatti, 2017). Considering this study, employee training and development of the front office staff for customer engagement of a specific hotel would be discussed, which could be understood through this background knowledge. 
1.2 Problem Statement and Rationale
The key problem statement of this study is the training and development of the front office staff of Coldra Court Hotel in Wales to create better customer satisfaction and engagement on a long-term basis. It can be stated that the majority of customers faced poor hotel services and guest treatment by the front office staff. Around 17% of the customers in the UK faced poor guest treatment and services by the front office staff and housekeepers, which affected customer engagement with the hotel (Bell, 2024). In this way, the following study would explain the role of training and development of the front office staff of Coldra Court Hotel in Wales, which could generate a high customer experience and engage them with the hotel. 
1.3 Overview of the hotel
The following report will focus on the Coldra Court Hotel by Celtic Manor between England and Wales in the UK, which is famous for its comfortable bedrooms, restaurants, effective front office operations, housekeeping and brand value in the target market. The hotel is located in the Gateway of England and Wales through which it could be used by different types of travellers, guests and business persons as well (Coldra Court Hotel, 2024). Considering the hotel website and other booking sites, it has been identified that the hotel has achieved a 4-star rating from the customers through which its high customer engagement, high-quality services and customer engagement in Wales could be ensured. 
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Figure 1: Location of Coldra Court Hotel
(Source: Coldra Court Hotel, 2024)
1.4 Aim and Objectives
Aim: The report aims to identify the role of training and development for the front office staff in Coldra Court Hotel in Wales through which effective customer satisfaction with the hotel would be generated.
Objectives:
· To identify the role of training and development of front office staff in Coldra Court Hotel
· To analyse the influence of training and development of front office staff of Coldra Court Hotel on customer satisfaction
· To evaluate challenges faced by training and development of front office staff of Coldra Court Hotel
· To identify measures that could help to improve the training programs for the front office staff of Coldra Court Hotel for better customer experience
SMART Application of the objectives:
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	To identify the role of training and development for the front office staff of Coldra Court Hotel for better customer experience
	Effective identification of the way training of front office staff of the chosen hotel influences customer experience
	Case Study Analysis, secondary data collection method and thematic analysis technique
	The methods will be relevant, as they would better address the problem statement and aim of the study
	Specific time would be required for the data collection,  case study analysis and completion of the study


Table 1: SMART Objectives
2. Literature Review
2.1 Role of training and development of front office staff in the UK-based hotels
According to the opinion of Agarwal (2021), training and development are crucial factors for the success of the hotel and tourism industry, as they could provide an effective service-based and customer-oriented opportunity. It can be stated that effective training and opportunity for the front office employees in the hotel would help to improve the skills and expertise of the staff, which will help them to provide high-quality service to the guests and thereby provide a competitive advantage to the hotel (Baum and Devine, 2024). Furthermore, Kyriakidou and Maroudas (2022) reported that 50% of the hospitality operations in the UK engaged with the training process while 85% of the hospitality employees consider training and development programs necessary for better operational outcomes.
The study proclaimed that most UK-based hotels and hospitality organisations consider an informal approach to training and development to deliver a learning environment within the organisational employees (Kyriakidou and Maroudas, 2022). Meanwhile, Ali et al. (2021) stated that effective training and development programs for the front staff could help to provide guest satisfaction, ensure positive online reviews and enhance customer loyalty to the hotel. 
2.2 Influence of Training and Development of hotel staff for Customer satisfaction
The study by Ali et al. (2021) stated that effective service quality of the hotel could lead to ensuring high customer retention and satisfaction and thereby ensuring sustainable competitive advantage in the target market. The study revealed that fulfilling consumer requests and providing the best quality of service are the potential challenges for hotels. In this way, Yoopetch, Nimsai and Kongarchapatara (2021) stated that effective training and development of the front hotel staff could lead to addressing the primary queries of the customers and deliver them high-quality services through which their satisfaction would be higher (Ali et al., 2021). Meanwhile, Waqanimaravu and Arasanmi (2020) stated that the social exchange theory considers the voluntary action performed by the organisation to enhance the behavioural outcomes of the employees. 
Furthermore, Wu et al. (2021) argued that with the help of this theory, organisations could advocate the employee well-being through robust efforts and strategies. Considering the front office employee training of hotel and service quality, the social exchange theory constitutes a synergistic relationship in terms of service (Nasrolahi Vosta and Jalilvand, 2022). In this way, the hotels promote the training and development of the staff through which their behaviour and performance towards the customers will be improved and ultimately enhance customer satisfaction (Waqanimaravu and Arasanmi, 2020). 
2.3 Challenges faced by training and development of front office staff of UK-based hotels
The study by Knowles (2023) reported that key challenges for the training and development of the hotel staff include high employee turnover, diverse workforce, different types of roles and responsibilities, limited time for training, lack of proper resources and lack of knowledge. Barrow (2023) reported that the hotel industry in the UK faced a rapid turnover rate, which is 37.6% in 2023, enhanced 46% from the previous years. It could make it difficult for the hotels to maintain a well-trained and learning environment. In addition, the report of Lemmer (2017) stated that 43% of the UK-based hotel staff are foreign nationals, which developed a diverse and multicultural working environment in the hotels. Considering this, the lack of communication and collaboration within the hotel led to potential challenges while arranging training and development programs for the front office staff (Ghani et al., 2022).
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Figure 2: Skill Gap in the Hotel sector in the UK
(Source: Statista, 2023)
Furthermore, Knowles (2023) stated that limited time and lack of resources such as technological advancement in the hotels could create challenges while providing effective skill-based training to the front staff. Besides, the lack of proper skills among the management team of hotels could create further issues. It has been stated that 22% of the UK-based hotel businesses faced a skill gap and skill shortage in their businesses (Statista, 2023). It hindered their training and development programs towards the employees significantly. 
2.4 Measures for improving the training programs for front office staff of UK-based Hotels for better customer experience
Considering the challenges, effective measures for training and development for the front office staff of the UK-based hotels should be done, through which, a better customer experience could be achieved (Hasnat, 2021). This way, technological advancements such as AI, IoT and other learning platforms could be used for front-office staff training (Bisoi, Roy and Samal, 2020). It could help them to understand the current industry trends and customer requirements of the hotel through which the best quality service and customer treatment could be provided, which will enhance the customer satisfaction rate. Meanwhile, Hu, Trivedi and Teichert (2022) stated that frequent front desk training could help transform the staff's behaviour effectively, thereby influencing them to provide positive guest experience by resolving their problems and requirements. 
2.5 Literature Gap
The above section provides an extensive literature review regarding the subject matter in this research. In this way, the role and influence of training and development for front office staff of UK-based hotels has been recognised, which would represent the data on Coldra Court Hotel in the UK. However, the key limitation of the literature is their lack of focus and specific aspects related to the training and development for customer satisfaction. In addition, the internal and external parameters of the case study hotels mentioned in the literature are limited, which generated a potential gap and thereby addressing through which case study as well. 
3. Methods
3.1 Research Philosophy
The research will use the interpretivism philosophy for effective interpretation of the data and information required for the case study hotel analysis. Ramsberg (2018) opined that research philosophy is the key knowledge source in the study through which a better understanding of the research topic could be achieved. The key benefit of interpretivism is its subjective knowledge development on the training and development of front office staff of Coldra Court Hotel in Wales for customer satisfaction and thus, the technique of theoretical interpretation of the case study would be ensured. However, the limitation of the method is the lack of quantitative knowledge development, which might reduce the scope of the study (Nickerson, 2024).
3.2 Research Approach
The research approach is the plan of action for collecting authentic data for the study and the researcher would use an inductive approach for a better result outcome (Taherdoost, 2022). The technique of the inductive research approach is the general and comprehensive data obtained from the specific variables. In this way, the approach would benefit the researcher to focus on specific variables such as training programs of Coldra Court Hotel, service and guest management of the front office by the hotel, its core resources, customer ratings and other factors through which the key problem statement of the study could be addressed. However, the limitation of the approach would be the credible and valid data collection from the hotel, which might be challenging for the researcher due to lack of experience (Nicolas, 2021). 
3.3 Research Strategy
The research would use the case study strategy for this study through which the key focus would be on the Coldra Court Hotel in Wales through which its training and development practice for the front office staff of the hotel and the way it influenced customer satisfaction become understood (Priya, 2021). Considering the technique, the case study strategy would include descriptive information about the hotel including its employee number, turnover, and external and internal analysis alongside the competitor analysis for better understanding. However, the limitation of this method is the limited focus on other parameters and organisations, which could provide further valid and critical arguments as well. 
3.4 Data Collection Process
In terms of the data collection process, the researcher would be focused on the secondary data collection process on the case study hotel, its training and development programs of the front office staff and customer experience level. In this way, authentic journals, peer-reviewed articles, books, company reports and authentic data sources from the online platform would be obtained. In addition, the researcher will focus on the publication year of the data and avoid outdated sources to maintain the credibility of the study.
3.5 Data Analysis Techniques
Moreover, the researcher will use a thematic analysis technique for the study through which specific themes based on the research objectives will be formed. Each theme will consist of five or more than five data sources and then be interpreted for a better understanding of the subjective matter. It would help to address the key objectives of the study thereby ensuring the success rate of the research. 
4. Case Study Discussion
4.1 Descriptive information about the hotel
The report from Coldra Court Hotel (2024) described that Coldra Court Hotel is known for its comfortable bedrooms, Sothern-inspired smokehouse restaurant, health club and gym. It provides several adventure activities for the guests, which would enhance their loyalty. The hotel staff are highly skilled and efficient in customer service and resolving any queries while staying in the hotel. Furthermore, the total revenue per room of the Celtic Manor’s resorts and hotels such as Coldra Court Hotel became 219 GBP in 2022, which was 113 GBP in the previous year (Price, 2022). Additionally, the parent company invested 2 million GBP for the overall development and up gradation of Coldra Court Hotel, which ensures its employee and service development practices effectively (Caterlyst, 2024). 
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Figure 3: Coldra Court Hotel
(Source: Price, 2022)
4.2 PESTLE Analysis
The PESTLE analysis considers the external analysis of an organisation in its target market through which identification of the external factors in its regular operation could be done. The model allows six consecutive country factors such as Political, Economic, Social, Technological, Legal and Environmental aspects, which could describe the macro analysis of a business in the context of a business. 
	Factors
	Analysis

	Political
	Due to the impact of Brexit, political instability and constitutional uncertainty have reduced the relationship between the parliament and the government of the country (The Economist, 2023). It affected the business operation and strategic management of all business industries operating in the UK including the hotel sector. However, the country follows a democratic government, which is concerned about the economy as one of the major issues (Clark, 2023). Due to the impact of Brexit, the political situation as well as the economic condition of the country has been disturbed, which could affect the hotel industry and its business operations as well. 

	Economic
	Additionally, as reported by ONS (2024), the economic strength of the country in terms of GDP increased by 0.6% in the first quarter of 2024 after the impact of the pandemic. In addition, the disposable income of the country increased by 0.1% in 2024 and is projected to grow by 1.7% in 2025 (Feliciano, 2024). In this way, the positive economic outlook of the country will support the investment and development of the hotel sector by the government. 
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Figure 4: GDP of the UK, 2024
(Source: ONS, 2024)
Moreover, the employment rate of a country could influence businesses to expand their operation and create job opportunities as well as strengthen economic stability. In this context, ONS (2024) reported that the employment rate of the UK enhanced by 74.5%, which would generate operational and economic opportunities for the business and the country. 

	Social
	It has been stated that the UK is a cross-cultural and diverse country with different demographics and people with different preferences. The literacy rate of the country is around 99% while 13% of the employees in the UK are estimated to have poor literacy and skills for working in an organisation (National Literacy Trust, 2021). 
It could lead to affect the operational performance and customer engagement practice. Besides, the societal trends of the UK follow cultural diversity, people's opinions and lifestyle (ONS, 2024). The cost of living in society increased by 88% followed by the high pricing of basic commodities (ONS, 2024). This could affect the UK society in terms of luxury preferences and purchasing decision-making, which could influence the hotel businesses in the region significantly. 

	Technological
	The UK is one of the leading technologically advanced countries based on which every business sector including hotel and tourism is using digital tools such as AI, IoT, Data Analytics and tools for performance management of the employees (Hotel Management Network, 2023). Besides, it has been identified that the UK is committed to society, which focuses on AI and Big Data (ITA, 2023). It could provide a better opportunity for the business industries such as the Hotel industry to deliver tech-focused and digitalised guest service to the customers. 
According to the report from HPCwire (2024), the government of the UK invested 45 million GBP for the technological growth of the country, which could improve the healthcare, energy, transport, service and other several business industries. Additionally, tech support from the UK government could help to improve the economic and societal growth of the country as well, which would revolutionise the hotel industry business across the country. 

	Legal
	The report of Sutherland (2023) stated that legal protocols in the UK are complex, which consist of several laws and regulations maintained by the UK government. The legal considerations for hotel businesses in the UK include licensing and permits, employment laws and contracts, health and safety compliances and data protection and privacy. 
In this way, the hotel businesses need to follow these legal rules while operating their businesses across the UK and its nearby regions. Furthermore, it has been stated that UK-based hotels need to follow the Consumer Rights Act 2015 and the Hospitality Legislation Act 1985 to provide satisfactory guest quality and services towards the customers (Sedgwick-Jones, 2023). 

	Environmental
	The study by Fenech and Chemmanur (2024) mentioned that climate change disruptions in the UK are considered 24% threatening growth in 2024, which becomes 23% of the risk factors in one to three years. Besides, air pollution, waste pollution, plastic pollution and greenhouse gas emissions become other potential environmental challenges for the UK. Considering this, the hotel industry in the UK should introduce sustainability and green strategies in their operational practices based on which environmental conditions of the country could be managed properly. 


Table 2: PESTLE Analysis
4.3 SWOT Analysis of the Hotel
	Strengths
	Weaknesses

	· The hotel has an effective geographical location, which is near the Taylor Cafe bus stop and is the gateway to England and Wales (Coldra Court Hotel, 2024).
· The hotel achieved a 4-star rating from the customers, which ensures its effective customer engagement.
· Coldra Court Hotel consists of simplicity, aesthetics and elegance, which will engage the customers as well.
· The staff are well skilled and efficient to provide better customer treatment.
	· In terms of the management procedure and employee treatment, the ratings of the Indeed platform regarding culture, salaries, benefits, work-life balance and job security of the staff of Coldra Court Hotel are low (Indeed, 2024).
· In addition, the terms and conditions of the hotel including the cancellation policy are complex, which affects the customer satisfaction rate. 

	Opportunities
	Threats

	· Due to having an effective geographic position, the hotel would receive a wide range of guests and staff for working here in the future.
· The simple, aesthetic and elegant look of the hotel would help to engage a large number of customers through which its competitive advantage and revenue would be enhanced in the future (Travel Weekly, 2024).
	· Due to the impact of the pandemic, the hotel is significantly affected, which reduced its operational efficiency and customer engagement.
· In addition, due to high competition in the Wales and Newport areas in the UK, the hotel might face challenges in terms of customer engagement and strategic innovation.
· Poor staff management would create challenges in training and development programs. 


Table 3: SWOT analysis of the hotel
Considering the SWOT analysis of the hotel, Coldra Court Hotel is a 4-star rated hotel with highly skilled staff. In this way, it can be stated that the front office staff of the hotel are highly trained and skilled in providing better quality service to ensure customer satisfaction. Furthermore, the effective geographic location and high-quality service could enhance the guest engagement, revenue of the hotel and thereby enhancing the scope of training and development for the hotel staff as well. It could improve the existing guest service and enhance their experience alongside satisfaction level as well. However, key weaknesses of the hotel include improper management structure and terms, which could affect the training and development of the staff. In addition, it could influence the threat regarding pandemic, competition and skill development practice. 
4.4 Competitor Analysis
Competitor analysis for an organisation considers the research process of the key competitor of the target market in terms of products, sales, pricing, marketing and other features. It could help in making appropriate decisions and strategies by the organisation to remain competitive in the target market (Fairlie, 2023). The following competitor analysis will be developed on Coldra Court Hotel of Wales region with its key market competitors such as Hilton Cardiff, Llechwen Hall Hotel, The Manor House and Roch Castle in terms of price and quality of services towards the guests.
	Competitors
	Quality of service
	Price

	Hilton Cardiff
	High-quality customer service with eco-friendly certification for sustainable operations
	99.19 GBP

	Llechwen Hall Hotel
	Moderate customer service in terms of pet-friendly, breakfast, parking and other accommodations
	64.98 GBP

	The Manor House
	Effective customer service similar to Llechwen Hall Hotel
	74.03 GBP

	Roch Castle
	High-quality and premium customer service with 5-star rating
	267 GBP

	Coldra Court Hotel
	High-quality service with 4-star ratings, facilities including breakfast, parking, restaurant and pool
	76.69 GBP


Table 4: Competitor analysis of the hotel in Wales, UK
The above competitor analysis considered that Coldra Court Hotel has a moderate competitive position in the Wales region, the UK compared to its competitors. It has been identified that Hilton Cardiff Hotel provides high-quality customer service with eco-friendly certification, which ensures its additional customer engagement strategy. In addition, Llechwen Hall Hotel provides several benefits with pet-friendly accommodations similar to The Manor House. Besides, Roch Castle provides high-quality and premium customer service as well. In this context, Coldra Court Hotel provides similar facilities and accommodations at an affordable price and this becomes the competitive factor for the hotel towards the premium pricing of the competitors in Wales, the UK.
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Figure 5: Positioning map

(Source: Created by author)
4.5 Netnography
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Figure 6: Netnography data from TripAdvisor

(Source: TripAdvisor, 2024)
 Based on the Netnography data from TripAdvisor, effective front office staff, their service and the high customer satisfaction rate of the hotel could be identified. It has been stated that the front office staff of the hotel are polite, friendly and helpful towards the guests, which helps to mitigate the queries and address the requirements of the customers effectively (TripAdvisor, 2024). From this customer review, the role of the training and development program of the front office staff of the hotel is understood, which helped Coldra Court Hotel to provide high-quality customer experience and satisfaction while staying in the hotel. Meanwhile, it could help to engage the guests on a long-term basis, which could provide a high competitive advantage for the hotel in front of the competitors. 
4.5 Critical Analysis
From the above analysis, critical factors for the hotel regarding its success rate of training and development programs for the front office staff could be understood. In terms of the external analysis, the economic and technological support of the country would help the hotel to pursue better training and development of the front office staff. In addition, as 13% of the UK employees lack skills, thus, the hotel should focus on its training and development of the front office employees for better customer handling. Besides, from the SWOT analysis, it has been mentioned that the hotel lacks proper management, which resulted in poor employee handling and benefits. In addition, due to the impact of the pandemic and high competitive threat, the customer engagement of the hotel is affected. In this way, effective training and development are required for the front office staff through which better customer service and treatment would be provided thereby leading to generating high satisfaction towards the hotel with long-term engagement. 
5. Thematic analysis
5.1 Theme 1: Role of training and development of front office staff in Hotel

The study by Huang et al. (2021) reported that training and development considered continuous skill development of the front office staff of hotels, which could help in employee retention and long-term engagement with the hotel. In addition, training and development could lead to enhanced internal capability and resources, which could enhance the productivity of the front office staff (Wen, Huang and Hou, 2019). The study has utilised JD-R theory, which considers main three aspects such as education, experience and training. It could ensure the personal and professional development of the front office staff of the hotel such as Coldra Court Hotel on a long-term basis. Besides, Spio-Kwofie, Danso and Edzii (2021) stated that training and development programs by the hotel staff could lead to an enhanced practical approach to skill development through which the front office staff of the hotel could recognise market and operational trends.
Contrarily, Nkwanyane (2024) stated that quality training programs are the operational framework of the hotel, which provides necessary knowledge and skills to the front office staff. It could lead to improved operational efficiency, boost employee morale and retention rate, and help the front office employees to adapt to industry changes and thereby providing high-quality guest services. In this way, the training and development of Celtic Manor and its hotel chain such as Coldra Court Hotel for the front office staff could help to enhance their skills and apply in guest treatment for better outcome (Business Wales Gov, 2024). 
Besides, Agarwal (2021) mentioned in their study that training and development of the front office staff of a hotel is a most crucial as well as significant factor for the business success, as it helps to deliver a strong service-based philosophy, understanding and guide the front office staffs to achieve their customer satisfaction. The study by Business Wales Gov (2024) reported that staff training and apprenticeship in the parent hotel chain of Coldra Court Hotel enhanced by 30%. In this way, the customer engagement of Coldra Court Hotel would be enhanced on a long-term basis. 

Meanwhile, the study by Suite (2023) stated that the key role of a front office staff of a hotel is to conduct and maintain activities related to customer management, documentation and hiring as well as onboarding of the employees. It requires effective training and development programs for the front office staff of the hotel for their continuous skill development process to support these activities. Moreover, Angel, So and Tavitiyaman (2023) mentioned that technological adaptation becomes another important aspect for the hotel sector based on which front office staff should be well aware of these aspects and resources for better customer services. Around 73% of UK citizen pay by their card while checkout and others prefer the online payment process (We are Planet, 2024). In this way, training and development programs for Coldra Court Hotel could help them to improve their knowledge of technological advancement and expertise for better service outcomes. 
5.2 Theme 2: Influence of training and development of the front office of the hotel on customer satisfaction

The report of Ali et al. (2021) stated that training and development of front office hotels plays a vital role in enhancing service quality. It can be stated that training and development of the front office staff could improve the service quality of the hotel, which includes empathy, reliability, responsiveness, assurance and tangible aspects, which directly influence customer satisfaction in the hotel. Besides, Khalimova (2020) reported that effective training and development programs could help to improve guest service skills, maintain rapport and deal with the challenges faced by the customers while staying in the hotel. Thus, the training and development of Coldra Court Hotel towards its front office staff could improve the service quality, which would directly influence the customer satisfaction level of the hotel. The report from The Celtic Collection (2024) pointed out that the hotel considers continuous growth and focuses on the development of its people for a long-term future. In this way, pre-employment, onboarding, continuous learning and training for the front-office staff have been delivered for better service quality and guest satisfaction. 
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Figure 7: Interrelationship between service quality and customer satisfaction of hotel through training and development

(Source: Ali et al., 2021)

Furthermore, the study by Kanwar, Sharma and Bakshi (2023) reported that the front office staff of the hotel need to manage the issues, complaints, difficulties of lodging and other accommodation-related queries of the guests. In this way, guest satisfaction is directly related to the quality of the service provided by the front office staff of the hotel, which will enhance their satisfaction level (Nunkoo et al., 2019). Thus, it can be stated that employee training and development programs for the front office staff of the hotel, which would help them to improve their service quality and manage the feedback that comes from the guests. It could enhance their satisfaction and experience with the hotel on a long-term basis. Khalil (2023) mentioned that a 1% enhancement of staff training could increase 2.2% of the guest satisfaction scores for the hotel. 
In this way, Coldra Court Hotel and its training programs for the front office staff could deliver high-quality service to the guests (The Celtic Collection, 2024). The review from TripAdvisor (2024) highlighted high customer ratings and reviews regarding the front office staff of Coldra Court Hotel, which became possible through the training provided by the management. Considering this, customer satisfaction and engagement with the hotel would be enhanced on a long-term basis and ensure a high competitive advantage. 
5.3 Theme 3: Challenges faced by hotel regarding training and development of front office staff

One of the key challenges faced by the hotels including Coldra Court Hotel and its parent company including the high turnover rate of the industry. It can be stated that training and development is the constant need for the new staff of the hotel industry in the UK, which is time-consuming and costly (Knowles, 2023). However, due to the rapid turnover of the industry, the cost and time became major issues regarding the training programs. Barrow (2023) stated that the hospitality industry in the UK pointed high turnover rate, which is an average of 37.6% in 2023. In this way, Celtic Manor (The parent company of Coldra Court Hotel) faced a loss of 13 million GBP during the recruitment and training process during the pandemic scenario (Pyke, 2021). 
Besides, Knowles (2023) mentioned that a diverse workforce with employees from different cultural backgrounds could create a challenge leading to training and development programs. Meanwhile, Sawyers (2018) mentioned that improper management practices and a lack of proper workplace culture could create challenges in developing a learning atmosphere within the hotel. In this way, the employee review from Indeed (2023) mentioned that the workplace culture of Coldra Court Hotel is diverse and challenging. The management of the hotel is improper, which might not support the continuous training and development program for the front office staff and this would generate potential issues for the operation based on the customer preferences. 
5.4 Theme 4: Measures to improve training programs for the front office staff of the hotel for better customer experience

As reported by Kimani and Scott (2023), effective communication, active listening and morale among the front office staff should be done, based on which their engagement with the training programs would be developed. Regular training programs require interactive collaboration between the front desk staff and management through which mentioned interpersonal skills could be helpful. In addition, Roque and Ramos (2019) mentioned that a positive management structure of the hotel could be helpful for generating a diverse, cross-cultural and learning environment within the hotel. It could help to provide regular training for the skill development of hotel staff of Coldra Court Hotel thereby improving their service quality for better customer experiences. 
Furthermore, the study by Olimovich, Bakhtiyorovich and Salimovna (2020) stated that hotels should consider proper cost, resource and Human Resource Management, which could improve the service quality of the front office staff by delivering training and skill development opportunities. In this way, effective customer service and treatment could be provided on a long-term basis. Moreover, Stylos et al. (2021) stated that Hotels should adopt smart technologies such as AI and AR for seamless and personalised training facilities. In this way, Coldra Court Hotel would be able to improve the training programs for the front desk staff and thereby enabling them to provide better customer satisfaction and engagement. 
5.5 Discussion
The above case study analysis and thematic analysis are focused on the role of the training and development program for the front office staff of Coldra Court Hotel in Wales, which influenced their customer experience and satisfaction. In this way, the findings have stated that training and development could help to improve service quality and skills of the front office staff through which better customer service would be provided and thereby enhancing their satisfaction rate with the hotel. The study by Agarwal (2021) reported that training and development are the crucial factors, which provide an effective service and customer-based opportunity to the hotel. It could enhance the skills and knowledge of the front office staff of the hotel through which high-quality service to the guests could be provided (Barten, 2022). In this context, the case study analysis of Coldra Court Hotel explains that the front office staff of the hotel provide high-quality guest treatment. In addition, staff training and apprentice facility of the hotel were enhanced by 30%, which helped to develop potential guest and industry-related skills of the front office staff and thereby ensuring high customer satisfaction.
Additionally, Ali et al. (2021) opined that effective training and development program of the hotel would help to improve the service quality, which ensures high customer retention, satisfaction and competitive advantage. Contrarily, Yoopetch, Nimsai and Kongarchapatara (2021) stated that training and development of the front office staff could lead to address the primary queries of the customers and delivering them high-quality services based on their preferences. In this way, the case study analysis of the hotel claimed that the staff of Coldra Court Hotel are well-skilled and provide high-quality customer treatment. Meanwhile, the thematic analysis stated that the hotel delivers continuous growth of staff and focuses on the development of its people. This could help to provide better quality service to the customers and ensure their satisfaction as well as long-term engagement with the hotel (Acharya, 2021). In addition, Tan et al. (2021) reported that the hotel industry is a dynamic business in the UK market, which is influenced by rapid customer and market trends. In this way, proper training and development of the front office staff of the hotel is required for better knowledge development and competitive advantage (Acharya, 2021).
Besides, despite having a positive role and influence in the training and development of the front office staff of the hotel, some potential challenges could arise towards Coldra Court Hotel. Knowles (2023) reported that rapid turnover of the industry, diverse workforce, different types of roles and responsibilities, time and cost management for the training and lack of management support are the potential challenges while delivering proper training and development to the front office staff. Contrarily, the report from Statista (2023) mentioned that 22% of UK hotels faced a skill gap in their businesses, which hindered the training and development programs towards the employees. In this context, the case study analysis mentioned that Coldra Court Hotel is facing challenges including improper terms and conditions alongside management structure, which are affecting the training and development facilities. 
Meanwhile, from the thematic analysis, it has been identified that the parent company of the hotel faces 37.6% of the turnover rate through which it faced a loss of 13 billion GBP for the training and onboarding process. In this way, proper strategies such as effective management practice, HR, cost and resource analysis and technological advancement for training and development are required, which could mitigate the challenges faced by the hotel. Torres (2023) stated that 87% of travellers consider the quality of service provided by hotels while making booking decisions. In this way, Coldra Court Hotel should focus on training and development by following the measures for better customer engagement. 
6. Conclusions and Recommendations
6.1 Conclusion
The overall case study report was focused on the Coldra Court Hotel and its training and development for front office staff for better customer satisfaction and experience while staying at the hotel. In this way, it can be stated that front office staff are important personnel for ensuring better guest service at the hotel based on which guest engagement and experience could be managed. Thus, proper training and development should be given to them based on which their skill and knowledge of customer preferences and industry trends could be increased. The researcher has used a secondary data collection method through a case study strategy and thematic analysis process, which delivered an effective understanding of the way the mentioned hotel practices training and development of the front office staff as well as its implications on customer satisfaction. Moreover, some challenges faced by the hotel are mentioned in the report through which proper strategies should be adopted by the management of Coldra Court Hotel. 
6.2 Limitations of the Project
The major limitation of the project is its limited availability of data and information related to the hotel on the online platforms. In this way, the researcher could not be able to provide core information related to the subject matter. In addition, the researcher utilised a secondary methodology for obtaining authentic information, which would have been better by using a primary methodological structure. However, the researcher could not use primary surveys or interviews with the hotel staff due to a lack of time and resources. In this way, a significant gap in the data analysis was identified, which needs to be mitigated in the future.
6.3 Future Scope
The future scope of the study would be high, as it could be used as a secondary resource for another study related to the training and development of front office employees of similar hotels or others. In addition, the researcher could use the primary data collection method through a survey or interview alongside the secondary method for better outcomes. Moreover, the study would provide a comprehensive outline of the role of training and development as well as the way it could improve the front office staff's performance for guest satisfaction of a hotel. It could influence the research findings of other researchers similar to this topic. 
6.4 Recommendations
Considering the key challenges faced by the hotel, the below recommendations could be used for better training and development programs for the front office staff.
· Learning environment development by the management: The management should deliver a learning environment within the organisational culture through which better training and knowledge development of the staff become possible (Okumus et al., 2019). The front office staff of Coldra Court Hotel would feel motivated to participate in the training programs and develop their guest handling skills. 
· Use of technological advancement for training: Batti (2021) stated that digital training software could deliver customised and personalised learning experiences to the staff, which would motivate them towards their roles and responsibilities. In this way, the hotel should use digital software for training purposes, which will deliver better learning.
· Cross-cultural training for the staff: The study by Sucher and Cheung (2017) mentioned that cross-cultural training is necessary for the front office staff of the hotel, as they need to interact with guests coming from different regions. In this way, the training and development program of Coldra Court Hotel should include cross-cultural training for the staff for better cross-cultural skill development. 
7. Reflective Account
Bassot (2023) stated that a reflective statement considers the analysis of an experience, which could help to improve the skills and understanding for further development. Based on my experience, I have engaged with the research project on the role of training and development for the front office staff of Coldra Court Hotel Wales, which could enhance customer satisfaction and experience. In this way, I developed my understanding towards the internal and external parameters that could influence the training, development and performance of a hotel through which its guest experience would be enhanced. Initially, I became nervous and anxious while carrying out the project, as I did not have much knowledge and expertise required to conduct the project properly. In this way, my module assessor helped me to overcome the challenges by delivering some effective resources relevant to my research topic. In addition, my peers supported me as well through which I became motivated towards further research.
Considering this project, I experienced that training and development could influence the service quality of the staff through which high-quality guest service could be obtained. Training and development programs could provide several industry-specific and customer-oriented skills to the staff, which they apply to eliminate the challenges faced by the guests while staying in the hotel. Besides, while analysing the data sources and literature review, I have identified that front office employees could help to interact with the customers frequently as well as they are responsible for documentation and administrative processes of the hotel. In this way, proper training and development programs for the front office staff are required for better operational outcomes (Kimani and Scott, 2023).
I have developed a core aim, objectives and research questions based on the project problem, which helped me to grow further. Considering the literature review, I have used a wide range of resources available on the online platform. In this way, my concept and theoretical understanding towards the role of training and development for the front office staff of Coldra Court Hotel became clear. However, I could state that I did not have much knowledge of research methodology, which created significant hindrances to the research. In this context, my module assessor provided me with a book on research methodology, which developed my understanding of research philosophy, approach, design, and strategy and data collection process. Thus, I became able to apply them in my research project thereby obtaining an authentic source of data. I used secondary data for the case study strategy and thematic analysis through which I gathered a significant source for the research. It enhanced my understanding and knowledge regarding the role of training and development for the front office to provide high-quality service to guests.
I observed that several UK-based hotels started to use training programs for the front office staff; however, some of them faced critical challenges, which became barriers. I have performance internal, external and competitive and Netnography analysis of the hotel as per the brief. In this way, I understood that the front office staff of Coldra Court Hotel are skilled and provide better guest service. However, the hotel is facing a moderate to high threat of competition from its key competitors. Besides, the management structure and terms of the hotel are improper, which is not supportive of the training and development program for the front office staff. In this way, after conducting a wide research, I became able to deliver specific suggestive measures, which could help the hotel to resolve the hotel. 
While attending the research project, I understood that training and development have an interrelationship with guest service, which could either increase or decrease customer engagement. In this way, from the journal analysis, I have used theories and concepts alongside developed a conceptual framework, which helped me to analyse the data accordingly. Meanwhile, I understood the research findings, which would improve my academic and professional growth in the future. The study by Huang (2023) stated that research projects could help to improve several interpersonal and professional skills for the future. While performing this project, my research, time management and communication skills were enhanced. I had to interact with my module assessor and submit the draft file within time based on which my communication and time management skills became enhanced.

Consequently, my literature and secondary thematic analysis helped me to improve my researching skills further, which would help me in my future academic projects. Furthermore, I come to know about the professional aspects of the hotel sector and the necessity of training and development for the front office staff. Thus, it would influence my career in the hospitality industry for the future with high potential. Additionally, I understood the role of cross-cultural aspects, guest treatment and industry trends in the hospitality market, which could influence my future career effectively. However, I experienced that my problem-solving and negotiation skills are poor, which plays a vital role in operating in the hotel industry. In this way, I need to take online classes and seminars as well as read books based on these skills to develop them.
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