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Topic: The Impact of Employee Training on Job Satisfaction: A Case Study of Marriott Hotel Leicester


Research Topic
This research aims to analyse the impact of employee training programs on satisfaction levels, focusing on Marriott Hotel Leicester as a case study. In the hospitality industry, employee training is crucial for improving performance, increasing satisfaction, and reducing staff turnover. This project aims to understand how the training programs implemented by Marriott Hotel Leicester influence employee satisfaction and how these initiatives contribute to overall organisational efficiency.
The research will explore the types of existing training programs, their benefits for the professional development of employees, and how these programs are tailored to meet the specific needs of the staff. Additionally, it will analyse how employee satisfaction impacts their performance and, consequently, the services provided to the hotel's guests.
The study will contribute to understanding the key factors that influence employee satisfaction and will offer recommendations for improving training initiatives and human resource management policies at Marriott Hotel Leicester.
[bookmark: _Hlk189877786]

Executive Summary
This study aims to analyse the impact of employee training programs on the satisfaction levels of staff, with a specific focus on Marriott Hotel Leicester as a case study. In the hospitality industry, employee training plays a vital role in enhancing performance, improving satisfaction, and reducing turnover rates. The research explores how the training initiatives implemented at Marriott Hotel Leicester contribute to employee satisfaction and organizational efficiency.
The research findings indicate that employee training significantly influences job satisfaction and professional development. By offering targeted programs that address the specific needs of their staff, Marriott Hotel Leicester enhances employee engagement, which directly impacts service quality and customer satisfaction. However, challenges related to resource allocation and training scalability have been identified.
Based on the findings, the study proposes practical recommendations for improving the hotel's training programs and human resource management strategies to ensure sustainable growth and higher employee retention.
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[bookmark: _Toc190318486]Chapter One: Introduction
[bookmark: _f0qy2j2ivuqg][bookmark: _Toc190318487]1.1 Introduction 
This project aims to analyse the impact of employee training initiatives on their satisfaction levels, using Marriott Hotel Leicester as a case study. The research will explore how training programmes implemented within the hotel influence employee performance and satisfaction to understand the link between training, motivation, and organisational effectiveness. The main objectives of the study are to identify the types of training programmes used at Marriott Hotel Leicester, evaluate their impact on employees, and explore the relationship between employee satisfaction and the services offered to the hotel's clients. The research questions will address, among other things, how training programmes are tailored to meet the specific needs of staff and how these programmes affect employee performance and satisfaction.
The study will provide a theoretical framework regarding professional training in the hospitality industry and examine specific practices implemented at Marriott Hotel Leicester. Additionally, it will discuss the theoretical and practical implications of such training, particularly in terms of enhancing employee satisfaction and optimising organisational performance. This paper will include a literature review, a detailed description of the methodology used in the case study, as well as analyses of the main findings and conclusions. Based on the results obtained, recommendations will be made for improving employee training processes at Marriott Hotel Leicester to maximise employee satisfaction and, consequently, the quality of services provided to clients.
[bookmark: _4s8giaa5k5cd][bookmark: _Toc190318488]1.2 Aim and Objectives
Aim:
The study is to examine the impact of workforce training on employee satisfaction at Marriott Hotel Leicester. The research will explore how training programmes affect employee performance and job satisfaction within the organisation.
Objectives :
a. To examine the extent to which workforce training practices at Marriott Hotel Leicester influence employee satisfaction.
b. To analyse the challenges faced by Marriott Hotel Leicester in implementing effective employee training and their effects on workforce satisfaction.
c. To evaluate strategies Marriott Hotel Leicester can use to improve employee training effectiveness and boost satisfaction.
[bookmark: _4vz8spwt88hw][bookmark: _Toc190318489]1.3 Study Questions 
a. How and in what ways do the training practices at Marriott Hotel Leicester affect employee satisfaction levels?
b. What obstacles has Marriott Hotel Leicester faced regarding the effectiveness of employee training, and how have these impacted workforce satisfaction?
c. What strategies can Marriott Hotel Leicester implement to improve the effectiveness of employee training and increase overall employee satisfaction?
[bookmark: _7fv5ul4g89is][bookmark: _Toc190318490]1.4 Project Background 
Marriott Hotels is a worldwide hotel chain with roughly 411,000 workers overseeing international operations (Marriott, 2024). According to research, employees who believe they have prospects for advancement are more engaged and pleased with their jobs. According to one study, over 71% of employees who engaged in upskilling projects reported a considerable increase in work satisfaction (Rockwood, 2022). Given the highly competitive nature of the hospitality sector, Marriott Hotel Leicester must increase labour efficiency, which is strongly related to employee happiness. Therefore, this study aims to examine the impact of the company's training programs on employee job satisfaction.
[bookmark: _w0nrstl21wby][bookmark: _Toc190318491]1.5 Project Scope and Structure 
This study will examine the impact of training programmes on employee satisfaction at Marriott Hotel Leicester, focusing on identifying the challenges faced by the company and potential strategies to improve employee satisfaction through enhanced training initiatives. A thorough review of existing literature will be conducted to understand established objectives, followed by a case study of the hotel to provide a more comprehensive perspective. The research will involve conducting SWOT, competitive, and PESTLE analyses, along with a thematic evaluation to inform the formulation of targeted recommendations for addressing the challenges identified.


[bookmark: _Toc190318492]Chapter Two: Literature Review
[bookmark: _Toc190318493]2.1 Introduction
Regarded as crucial for the success of any organisation, employee satisfaction directly influences their performance. and growth. This report will focus on analysing the relationship between employee satisfaction and the impact of training policies implemented by Marriott Hotel Leicester. Additionally, challenges faced by various companies in the UK concerning this topic will be explored, with an emphasis on how training programs can contribute to addressing them. Furthermore, the research will present different strategies that organisations can adopt to improve operational efficiency. Finally, the study will identify gaps in the existing literature, highlighting the difficulties encountered in researching this subject. The report will conclude with a summary of the literature review. consolidating the key themes examined throughout the study.
[bookmark: _Toc190318494]2.2 How workforce training practices influence employee satisfaction levels in the UK hospitality industry
Employee value
According to González-González and García-Almeida (2021), implementing staff training programmes reflects an organisation's commitment to valuing its employees. Ultimately, the organisation supports employees' development to align with its overall objectives. Moreover, as individuals acquire new skills, their confidence in their roles increases. This, in turn, enables them to take on new challenges, leading to greater productivity. Prioritising the development of existing employees over hiring new staff demonstrates that the company values its workforce and is dedicated to enhancing their skills while fostering organisational growth.
Career Growth
Ghani (2022) asserts that no employee wishes to remain stagnant in their role, performing the same tasks daily. Instead, they seek professional growth by acquiring new skills, engaging in different activities, and exploring innovative ideas. To facilitate long-term organisational development, companies must provide employees with progression opportunities. According to Kravariti (2022), if individuals possess the necessary competence and ability to handle additional responsibilities, businesses should offer them suitable opportunities. Employees who demonstrate capability deserve proper recognition and respect, as this ensures they remain motivated to contribute to the organisation. Moreover, effective training ultimately enhances employee satisfaction by enabling them to refine their skills and become more adept at advancing in their careers.
Innovative approaches
Eid and Agag (2020) suggest that when employees enhance their efficiency through training programmes, they gain greater confidence in exploring new approaches. A confident workforce is more likely to think innovatively and creatively, ultimately improving workplace efficiency. Similarly, Gürlek and Koseoglu (2021) argue that well-structured training programmes not only support employee development but also encourage greater engagement in organisational activities. Moreover, such programmes contribute to employee satisfaction, as they enable individuals to refine their skills and enhance their overall performance capabilities.
[bookmark: _Toc190318495]2.3 Obstacles faced by UK hospitality businesses in providing effective employee training and how it influences workforce satisfaction
Communication
As Tews (2020) states, without effective communication within an organisation, delivering proper training becomes challenging. Management must remain actively engaged to understand the difficulties employees face and implement appropriate initiatives in response. Similarly, Riyanto (2021) highlights that if issues are not addressed promptly and employees continue to encounter obstacles, their dissatisfaction will inevitably increase.
Organisational Culture
Espasandín-Bustelo et al. (2021) highlight the importance of fostering a positive organisational culture to prevent employee dissatisfaction. All employees must be treated with respect, regardless of their identity, ethnicity, religion, or gender, ensuring equality within the workplace. According to Sabuhari et al. (2020), such an environment contributes to employee satisfaction and commitment to the organisation. To achieve this, employees must be educated on these principles and uphold a respectful and professional attitude towards their colleagues. This, in turn, has a significant impact on both organisational operations and overall business efficiency.
[bookmark: _Toc190318496]2.4 Various strategies UK companies can implement to improve the effectiveness of employee training and increase employee satisfaction
Experienced guidance
As Billett (2020) asserts, organisations can provide skilled and competent guidance in the training process, ensuring that employees acquire knowledge effectively. When trainers possess the necessary expertise, they can mentor employees appropriately, preparing them for future professional roles. Similarly, Longmont and Alexiou (2020) argue that the effectiveness of the guidance provided is reflected in employees’ capabilities, provided they receive proper direction. Consequently, having expert mentorship within the organisation enhances overall operational efficiency and ensures sustained high performance.
Learning with technological help
Noe (2020) underscores the growing importance of technology in the modern era, particularly in the realm of employee training. Virtual reality has emerged as a cutting-edge and highly effective tool that enhances the learning experience for employees. Tuomi (2021) further points out that digital platforms such as Zoom and Google Meet facilitate remote training, providing employees with greater accessibility and flexibility. By integrating technological advancements, organisations can refine their business strategies and bridge existing digital gaps, ultimately fostering a more skilled and adaptable workforce.
[bookmark: _Toc190318497]2.5 Literature Gap
The researcher faced several challenges while reviewing the literature related to the three objectives. Access to relevant data and information was often limited, which hindered the researcher’s ability to gather comprehensive insights. Although a significant amount of data was collected, the researcher found it difficult to interpret this information effectively to complete the study. In exploring employee satisfaction, very few studies offered concrete examples of its impact on the organisation as a whole. This gap was partially addressed by a few authors who touched on the subject, albeit in a more indirect manner.
[bookmark: _Toc190318498]2.6 Summary
The researcher highlighted the critical role of employee satisfaction in the functioning of organisations. Employee happiness and training are closely connected, with their mutual influence carefully examined throughout the study. The paper also outlines various challenges that organisations face when implementing training programmes for their staff. Additionally, several strategies for supporting organisations in the effective delivery of training have been briefly discussed. A gap in the existing literature has been identified, and the challenges faced during the research process have been acknowledged.


[bookmark: _o7aan2138e5l][bookmark: _Hlk182585934][bookmark: _Toc190318499]Chapter Three: Methodology
[bookmark: _wfq00lirnqc7][bookmark: _Toc190318500]3.1. Case study
A case study involves an in-depth analysis of a specific subject, which could be an individual, a group, a location, or an event. For this study, a descriptive approach was adopted, allowing for a comprehensive examination of all relevant data about the selected organisation. This method proved efficient in gathering a large volume of information in a relatively short time, which is why it was the preferred choice for this research (Layman, 2023).
[bookmark: _p3tzlwhaspj][bookmark: _Toc190318501]3.2 Data Collection tools used in this case
Tools for collecting information are essential for analysing and interpreting data. In this study, a thorough thematic analysis was conducted to gather diverse information about Marriott Hotel Leicester from various secondary sources. This approach facilitates the extraction of key insights from large volumes of data, making it easier to identify important themes. Additionally, it supports a deeper understanding of the research topics, which is why thematic analysis was the chosen method for this study (Makieła, 2023).
[bookmark: _yvrjma3k9vk9][bookmark: _Toc190318502]3.3 Data analysis
The process of analysing information involves reviewing data and deriving meaningful insights through the use of statistical and logical methods. In this case, a qualitative approach was selected as it provides profound insights that help the researcher understand the issue and its context more effectively. Moreover, qualitative analysis offers an understanding of the underlying motivations and feelings of individuals, allowing the researcher to comprehend why people act in certain ways (Collis and Hussey, 2014).
[bookmark: _2s3z547i39ar][bookmark: _Toc190318503]3.4 Instrument and Materials
A wide range of books, articles, and journals focusing on the hotel industry are readily available, and these were selected to support the completion of this research. The wealth of information provided by these sources significantly facilitated the process of gathering the necessary data for the study. Additionally, all required materials were sourced through various online platforms and websites (Saunders et al., 2012).
[bookmark: _ldyxgmi5k5hj][bookmark: _Toc190318504]3.5 Philosophy
The philosophy behind research refers to the set of beliefs and assumptions that guide how a study is conducted. It can be divided into three main approaches: positivism, interpretivism, and pragmatism. For the current study, the interpretivist approach was selected. This methodology focuses on understanding the context of phenomena within their social and cultural settings, leading to a more profound understanding of the topic at hand. Additionally, by employing an iterative approach, researchers can continuously refine their strategies to better suit the needs of the research (Veal, 2006).
[bookmark: _5k2h66n8sxr8][bookmark: _Toc190318505]3.6 Limitations 
Throughout the data collection phase of this research, several challenges emerged, including gaps in the information and inconsistencies. Additionally, the books, journals, and articles consulted did not encompass all relevant areas, resulting in biased data. This bias, stemming from the researchers' limitations, created several difficulties during the study (Cottrel, 2014).
[bookmark: _e2evnvg888d][bookmark: _Toc190318506]3.7 Ethical considerations
The importance of data in this type of research cannot be overstated, and all guidelines set by the Data Protection Act have been adhered to throughout the study. Furthermore, all sources referenced are suitable, and the privacy of the authors has been safeguarded (Denscombe, 2010).



[bookmark: _Toc190318507]Chapter Four: Case Study Discussion
[bookmark: _Toc190318508]4.1 SWOT Analysis
Strengths
Premium Brand Recognition
Known for its luxury and standardised services, JW Marriott Leicester offers its guests unique experiences. The hotel continuously adapts to the fast-paced changes within the industry, aiming to attract new customers and meet their evolving demands, which ultimately drives increased revenue. To remain competitive, the hotel incorporates new elements into its business operations, such as advanced technology, sustainable practices, and bespoke service packages (BBC, 2024).
Attracting Top Talents
Known for its luxury and standardised services, JW Marriott Leicester offers its guests unique experiences. The hotel continuously adapts to the fast-paced changes within the industry, aiming to attract new customers and meet their evolving demands, which ultimately drives increased revenue. To remain competitive, the hotel incorporates new elements into its business operations, such as advanced technology, sustainable practices, and bespoke service packages (BBC, 2024).
Weaknesses
High Marketing Costs
Renowned in the hospitality industry, JW Marriott Leicester is known for its distinctive and consistent services aimed at its target clientele. One of the main challenges faced by the hotel is maintaining its high standards within a competitive market, especially as the costs of various resources continue to increase. This rise in costs makes it difficult for businesses to meet payroll, ensure top-notch services, and cover significant operational expenses. All these factors have a notable impact on the hotel's overall profitability (Robinson, 2021).
Work-Life Balance
JW Marriott Leicester, a luxury brand, provides an array of services designed to draw in new clients. Consequently, the hotel operates several departments that oversee the organisation’s diverse functions, all aimed at satisfying its existing clientele. This often leads to extended working hours, which can negatively impact employees' work-life balance. As a result, some individuals may face dissatisfaction or burnout in their roles (Waddington and Bell, 2021).
Opportunities
Skill Development and Training
As a large enterprise, JW Marriott Leicester generates substantial annual revenue, which could be used to offer targeted training sessions for its staff based on identified skill gaps and specific requests. By investing in such training, employees would have the opportunity to attend courses, gain certifications, and acquire new abilities. This, in turn, would not only enhance their contribution to the workplace but also support a healthier work-life balance and improve the internal dynamics of the organisation (BBC, 2024).
Internal Collaboration
The organisation comprises multiple departments that can collaborate in diverse manners. At JW Marriott Leicester, employees are frequently rotated through different areas, which helps to enhance their skills in creative thinking, problem-solving, and decision-making, as noted by Forbes (2024).
Threats
Increased Competition
The hospitality industry presents significant challenges due to its ever-evolving nature and increasing competition. Consequently, JW Marriott Leicester may need to implement restructuring and cost-cutting strategies, which could have an impact on the roles of its employees. This, in turn, is likely to affect the company’s internal atmosphere, potentially disturbing its sense of stability.
High Employee Turnover
Through cost-reduction strategies, JW Marriott Leicester may experience higher staff turnover. This could lead to a decrease in the retention of top talent within the company, making it more challenging for existing employees to manage a successful business operation. Ultimately, this may affect the quality of services, potentially resulting in customer dissatisfaction (McKinsey, 2023).
[bookmark: _Toc190318509]4.2 PEST Analysis
Political factors: Political factors have significantly influenced Marriott Hotel’s economic activities within the UK. Government transitions have led to the introduction of various policies and executive decisions that have directly impacted the hotel industry. One key issue is the current corporation tax policy, which has adversely affected the business. At present, the government enforces a 25% corporate tax rate (Taxsummaries, 2024), reducing the company's available budget for its operational sectors. Additionally, the trade policies established by the current administration have posed further challenges to the organisation’s business activities.
Economic factors: Marriott Hotel’s business operations in Leicester have been notably affected by the 4.75% interest rate and workforce participation within the UK labour market (Bank of England, 2024). The current interest rate has influenced consumer behaviour, altering their preferences regarding hotel stays and services. Given Marriott Hotels' global presence, fluctuations in interest rates impact potential clientele. Additionally, the employment rate in Leicester and surrounding areas has provided the company with access to skilled yet cost-effective labour for various hotel functions. Moreover, these economic factors play a crucial role in shaping the hotel's activities. The prevailing economic climate in the region has also opened opportunities for innovation and the expansion of market presence.
Social factors: Consumer behaviours experienced a significant transformation in the aftermath of the pandemic, bringing notable advantages to the hospitality sector. The growing emphasis on health and well-being among consumers has created new opportunities for businesses in tourism and hospitality, benefiting Marriott Leicester considerably. The hotel remains committed to addressing evolving customer needs by offering a diverse range of accommodation options. Consequently, these shifts in social behaviours have played a vital role in the hotel’s strategic expansion within the industry. As customer preferences continue to evolve, the hotel's profitability is expected to see further growth. 
Technological factors: Advancements in technology, including artificial intelligence, machine learning, blockchain, and other key ICT applications, have positively impacted hotel operations. At Marriott Hotel Leicester, the integration of modern digital solutions has enhanced business efficiency and streamlined various processes. The hotel has embraced innovations such as Augmented Reality (AR), the Internet of Things (IoT), robotics, and cloud computing to drive digital transformation in hospitality services. The adoption of these technologies has played a crucial role in strengthening the hotel's competitive edge and supporting its long-term strategic objectives (Tan & Despotis, 2021).
[bookmark: _Toc190318510]4.3 Competitor Analysis (Price vs Quality) 
The Marriott Hotel in Leicester operates in a highly competitive market, facing strong rivalry from major hospitality brands such as Hilton, Hyatt, Intercontinental Hotel Group, Days Inn, Holiday Inn, and The Grand Hotel. The growing competition within the UK's hospitality sector presents significant challenges for Marriott in maintaining its strategic objectives and securing a competitive advantage. In addition to increased rivalry, market instability further complicates the hotel's ability to sustain growth. Given these challenges, it is essential to conduct a comprehensive competitor analysis, particularly focusing on pricing strategies and service quality, to navigate the evolving market landscape effectively.
	Name of the Competitor Hotels 
	 Products and services along with Quality consideration 
	 Price 

	Hilton Hotel
	Hilton Hotel, as Marriott's main competitor, provides a wide range of services, including accommodation, dining, and holiday packages (Hilton, 2024). The company has strategically focused on maintaining high standards across all its hospitality offerings, ensuring consistent quality in its lodging and guest services.
	The starting price for Hilton Hotel's services and accommodations is approximately £131 (Tripadvisor, 2024). However, the cost may fluctuate based on the quantity and type of services offered. The company employs a market-driven and strategic pricing approach to attract and retain customers.

	Hyatt Hotel
	Hyatt Hotels provides a range of premium services, including luxury accommodations, dining, and transportation. The brand is committed to maintaining high standards across its offerings, ensuring top-tier quality and customer satisfaction. Its dedication to excellence is reflected in its well-regarded hospitality and service consistency.
	Hyatt Hotel maintains competitive pricing for its diverse accommodation services. In Leicester, the cost of its hotel offerings starts at approximately £50.60, ensuring affordability while maintaining high service standards (Get-rates, 2024).

	Intercontinental Hotel Group
	IHG ranks among the top twenty-five hotel service providers in Leicester. As a key competitor of Marriott Hotels, it focuses on delivering exceptional hospitality experiences. The hotel maintains high service standards, earning strong recommendations from its guests. The quality of its offerings is reflected in the diverse amenities provided to travelers (IHG, 2024).
	The pricing for various hotel facilities and accommodation options at IHG hotels in Leicester typically ranges between £90 and £120. To appeal to customers, the company employs dynamic and retail pricing strategies, adjusting rates across its diverse range of services and products to maximise appeal and competitiveness.



[bookmark: _Toc190318511]4.4 Ethnography
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Figure: Customer Reviews
Source: (Marriott, 2024)
Analysis 
A review from a guest on Marriott Hotel Leicester's official website highlights their high level of satisfaction with the services provided. The reviewer shared that the overall experience was excellent, noting the variety of food options, which contributed to their satisfaction. The customer also praised the cleanliness and convenience of the accommodation, where everything necessary was thoughtfully arranged. This review suggests that Marriott Hotel Leicester offers exceptional customer service, setting it apart from its competitors. The guest compared this visit to past experiences, stating that while previous stays had been average, the service at this hotel gave them a compelling reason to return (Marriott, 2024). The consumer complimented the food quality and compared it to other hotels. This traveler stated that past encounters had been ordinary and that this hotel provided a cause to return. 

[image: ]
Figure: Customer Reviews
Source: (Marriott, 2024)
Analysis 
Running a business in the hotel industry presents various challenges, and one negative review has been shared regarding Marriott Hotel Leicester. According to this customer, the quality of customer service and amenities did not meet their expectations. Although the customer received value-for-money service, the overall experience was disappointing. Cleanliness standards were not upheld, leading the guest, a Marriott Hotel Gold member, to leave an honest review. Nevertheless, a strong hospitality business is characterized by its willingness to learn from feedback and openly acknowledge areas for improvement. In response, the hotel assured that efforts would be made to enhance its services and retain customer loyalty. (Marriott, 2024).
[image: ]
Figure: Customer Reviews
Source: (Weinstein and Johnson, 2020)

Analysis 
One more customer review was analyzed to understand the value offered by the Marriott Hotel Leicester. The guest shared an honest reflection on their stay, highlighting it as a highly positive experience. Describing their time at the hotel as "wonderful," the review emphasized the excellent customer service provided, which aligns with the overall positive feedback from many other visitors. The hotel also received top marks for cleanliness, with staff members being notably helpful and attentive. This feedback is a strong sign of the hotel's success and its commitment to customer satisfaction. Such online feedback reinforces the hotel's dedication to keeping customers happy (Weinstein & Johnson, 2020).
[image: ]
Figure: Customer Reviews
Source: (Olson, 2020)
Analysis 
Another negative review posted on the Marriott Hotel's website highlighted issues with customer service. According to the customer, there was a breakdown in communication between staff members, leading to missed bookings. Additionally, the condition of the restroom was below expectations, which could reflect poorly on the overall hotel experience. Unfortunately, the hotel did not address the complaint, which may lead to similar issues in the future. To avoid such occurrences, it is highly recommended that the hotel develop a stronger feedback culture, ensuring that issues are addressed promptly and service quality remains high (Olson, 2020).

[bookmark: _Toc190318512]Chapter Five: Thematic Analysis
[bookmark: _Toc190318513]5.1 Thematic Study
Theme 1: The Impact of Workforce Training on Employee Satisfaction at Marriott Leicester Hotel
[image: ]
Figure: (Employee Workforce Strength at Marriott Leicester Hotel)
Source: (Gibbons, 2020)
Analysis
Employee satisfaction holds immense value in the hospitality industry, as it directly influences service quality, organizational success, and customer experiences. In particular, workforce training is a critical element in this equation, as it equips employees with the skills and knowledge they need to perform effectively. By offering diverse training sessions that focus on upskilling, organizations like Marriott Hotel Leicester ensure their staff members have a clear understanding of their roles. This boosts employees’ confidence to manage frontline activities, making them more efficient and effective in delivering excellent customer service.
Workforce training programs not only help employees to become more competent in their roles but also foster a deeper sense of belonging and engagement within the company. When employees feel that their development is valued, they are more likely to actively participate in career growth activities and maintain a high level of motivation. When workers are equipped with the right skills and knowledge, they feel empowered, and their job satisfaction increases, leading to greater overall engagement. In businesses that place a strong emphasis on employee development through comprehensive training programs, staff members tend to be more confident, involved, and loyal to the organization (Riveron, 2024).
By investing in the development of its employees, Marriott Hotel Leicester creates an environment where employees feel supported and encouraged to excel. This enhanced job satisfaction positively impacts the overall business, as employees are more likely to stay committed to the company’s long-term goals. Moreover, when organizations invest in their workforce, they reduce turnover rates and attract top talent, which further strengthens their competitive edge in the hospitality sector. Marriott Hotel Leicester, for example, has implemented several employee development programs, which include conflict resolution, leadership training, customer service excellence, and technical skills workshops. By focusing on employee growth, the hotel fosters a culture of continuous improvement, mutual respect, and trust, thereby improving both employee satisfaction and business performance.
Marriott Hotel Leicester has made it a priority to provide extensive training and development programs to enhance the skills of its staff and improve the overall customer service experience. Their employee development strategy is structured through initiatives such as the "Spirit to Serve" ethos and "TakeCare Wellbeing" activities. These programs emphasize the importance of employee wellbeing and satisfaction while also offering employees the tools and resources they need to succeed. According to internal surveys, Marriott Hotel Leicester has achieved a remarkable 85% satisfaction rate among employees as a direct result of these training processes (Gibbons, 2020).
These training and development initiatives go beyond just enhancing job skills; they are tailored to meet the specific needs of the diverse workforce. For instance, Marriott Hotel Leicester provides language courses and cultural sensitivity workshops, which help staff interact with international guests and better serve a wide range of clientele. This approach not only benefits employees by broadening their skill sets but also contributes to the hotel’s ability to offer exceptional, personalized experiences to guests from different cultural backgrounds. Furthermore, the hotel’s commitment to leadership development programs has equipped potential leaders within the organization with the skills to advance in their careers and take on greater responsibilities. As a result, Marriott Hotel Leicester has managed to significantly reduce employee turnover rates, achieving a 15% improvement compared to the industry average.
The positive impact of these programs on employee morale is reflected in the satisfaction levels reported by Marriott Hotel Leicester’s workforce. Employees express appreciation for the support they receive through training initiatives, which have helped them enhance their work-life balance and shape their career progression. These training programs have helped employees feel more valued, engaged, and motivated, and they are now more confident in their roles. This provides clear evidence of the connection between employee satisfaction and the training initiatives implemented by Marriott Hotel Leicester. The success of these programs demonstrates how developmental activities improve workforce culture and contribute significantly to the overall success and profitability of the business.

Theme 2: The Impact of Employee Training Challenges on Workforce Satisfaction at Marriott Leicester Hotel
[image: ]
Figure: (Employee Strike in Marriott Hotel)
Source: (Hyken, 2022)
Analysis
Training is essential for improving workplace performance and overall satisfaction; however, many companies, especially in the hospitality industry, face significant challenges when it comes to delivering effective training programs. A common obstacle is the limited budget that many organizations have for skill development initiatives. Due to insufficient resources, businesses may struggle to offer personalized learning opportunities, and inconsistent training methods often undermine the effectiveness of these initiatives. When employees do not receive the appropriate support and development, a gap is created between the company and its workforce. These skill gaps result in decreased morale, misaligned expectations, and a general sense of demotivation among employees, which can directly affect their performance. This dissatisfaction typically leads to higher turnover rates, and when employee needs are not adequately addressed, organizational productivity is also negatively impacted, ultimately hindering business growth (Bishop, 2020).
Furthermore, businesses in the hospitality industry require effective communication and strong managerial support to maintain employee morale. Workers often feel disillusioned if they perceive that their development is undervalued or neglected by the company. This lack of investment in employee growth leads to frustration and dissatisfaction, as employees realize that their career progression is stagnating. In the hospitality sector, high turnover rates and workforce diversity create additional challenges for training programs, making them inconsistent and difficult to implement effectively. Since guest satisfaction is closely linked to employee performance, ineffective training impacts both the business operations and the morale of employees, which ultimately affects guest experiences.
Marriott Leicester Hotel, like many other establishments in the hospitality sector, faces similar challenges regarding employee training and satisfaction. The hotel's training programs have been criticized for not adequately meeting the needs of its workforce, leading to dissatisfaction among employees. These issues are often compounded by industrial strikes, which reflect broader dissatisfaction with professional development opportunities. Many entry-level workers, in particular, feel that training programs are distributed unevenly and are not sufficiently tailored to their specific roles. According to an internal survey, 30% of Marriott Leicester Hotel employees expressed dissatisfaction with the relevance and frequency of the training programs offered (Hyken, 2022). Employees report that the hotel does not follow up on skill development after workshops are conducted, leaving them without the opportunity to apply new skills in their daily tasks. Additionally, budget constraints have led to a lack of advanced training programs, which causes further frustration among staff members who are eager for career progression.
To address these issues, Marriott Leicester Hotel needs to overhaul its training framework. The company must ensure that its training programs are consistent, inclusive, and properly aligned with employee expectations. One potential solution is for the hotel to organize collaborative training initiatives with senior management, ensuring that employee needs and training objectives are met. However, even after such evaluations, some employees remain dissatisfied, suggesting the need for further improvements. Proactive engagement and transparent communication are essential to maintaining an effective training system that supports employee satisfaction. By taking these steps, Marriott Leicester Hotel can improve its training programs, enhance employee morale, and ultimately improve the overall quality of service provided to guests.

Theme 3: Strategies Implemented by Marriott Hotel Leicester to Improve Employee Training Effectiveness and Boost Employee Satisfaction
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Figure: (Empowering Employee Engagement at Marriott Hotel)
Source: (Gibbons, 2020)
Analysis
In an ideal work environment, employees are more inclined to feel appreciated not just for their professional competencies but also for their personal growth. Marriott’s associate engagement approach, which is referred to as “living core values and culture,” aims to ignite passion by equipping employees with the necessary tools for the company’s success. This initiative emphasizes Marriott’s commitment to supporting its associates while fostering a positive atmosphere that acknowledges and values the unique contributions of each employee.
However, several obstacles may impede the company’s efforts to improve employee engagement. Challenges such as outdated facilities, inefficient communication, restricted career advancement prospects, and inadequate compensation have all acted as significant roadblocks to enhancing employee engagement across the organization.
As a key player in the hospitality industry, Marriott has had to face these challenges, particularly when attempting to execute skill-building programs and internships. The pandemic highlighted issues like a shortage of skilled labour, poor management practices, a lack of training and development programs, and rigid work schedules—each of which affected the company’s operational performance (Gibbons, 2020). In response, Marriott has begun adopting various employee training techniques and on-the-job training programs to engage employees and improve their commitment to the workplace.
Furthermore, the company has implemented flexible policies that enable employees to adjust their work experiences according to their personal needs. By recognizing and appreciating individual contributions, Marriott cultivates a sense of accomplishment and personal growth among its workforce. This approach, in turn, enhances employee motivation, leading to increased performance and higher job satisfaction. These initiatives reflect Marriott's understanding of the importance of employee well-being and its focus on creating a work environment that promotes personal and professional development.
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Figure: (Marriott invests in virtual training for employees)
Source: (youneedtovisit.co.uk, 2024)
Analysis
Recently, Leicester Marriott Hotel has faced challenges related to room quality and staff behaviour, with some customers reporting that the staff did not seem welcoming. This has highlighted a gap in the hotel’s retention policy, particularly in its training and development programs, which have been insufficient in providing the best services to consumers. As a result, the hotel has experienced poor employee management and high turnover rates. In response to these challenges, Marriott has rolled out a leadership training program across 733 managed hotels in various countries. This initiative, developed in strategic partnership with FranklinCovey, a renowned training organization, has become a breakthrough leadership development program.
The program focuses on the "4 Disciplines of Execution," which emphasizes aligning organizational goals from the top and cascading them down to frontline associates. It is designed to foster integrated leadership behaviors in key areas such as guest satisfaction and performance enhancement. The training encourages managers to take key actions in setting goals, making commitments, and implementing effective policies to monitor progress. Additionally, the virtual learning environment established for this initiative allows participants to engage with the training through online interactions, providing a platform for communication between top management and employees via scheduled chat sessions.
The adoption of this virtual learning system has been particularly beneficial for Marriott, allowing the company to sidestep the substantial costs and logistical challenges typically associated with in-person training, such as travel expenses for facilitators and participants. The leadership program has already certified 5,000 managers in a short period and is expanding, with further training for managers across Marriott hotels globally. The program also organizes virtual summits where hotel leaders can meet, share their goals, and discuss their progress with senior management. A key objective of this virtual learning approach is to foster a sense of purpose and connection among teams of staff working remotely across various locations.
Furthermore, introducing real-world annual meetings or conferences could be a valuable addition, offering colleagues the chance to meet in person, renew professional relationships, and develop a stronger company culture. By integrating these opportunities for communication and interaction, Marriott hopes to strengthen its organizational culture and improve employee satisfaction, ultimately leading to better service quality and lower turnover rates.
[bookmark: _Toc190318514]5.2 Discussion
This section effectively differentiates between the literature review and the findings by focusing on insights gained from the project. Various online articles and industry-specific sources have been explored to examine the connection between training programs and employee satisfaction levels. A review of diverse academic literature reveals the importance placed on employee value, career advancement, and the role of innovative workforce training initiatives. Many studies emphasize that developmental programs provide employees with valuable opportunities to engage with modern tools and technologies, which in turn enhances their competencies. Participating in these programs allows employees to navigate challenging situations, acquire new skills, and obtain insights that help them stay ahead of competitors.
On the other hand, some literature highlights the negative aspects that hinder employee performance, particularly in terms of workplace challenges. Issues such as the pandemic's impact, labor shortages, ineffective communication, and an inability to adapt to new trends have become significant barriers that the hospitality industry, including Marriott Leicester, has struggled to overcome. These difficulties have often been exacerbated by unexpected events, causing disruptions in business operations. The literature critically discusses several instances where businesses have suffered from these challenges, underscoring the need for timely adaptation and resolution of such issues.
To counteract these challenges, strategies like fostering a positive learning environment, implementing flexible policies, and developing a comprehensive HR system have been suggested. These approaches aim to support employees in bridging performance gaps and enhance their overall work experience. In the findings section, the direct relationship between employee engagement and effective training programs is explored, showing how these factors contribute to improved performance at Marriott Leicester. Based on internal employee surveys, it was found that job satisfaction levels have risen to 85%, indicating the effectiveness of the hotel’s training initiatives. Moreover, these efforts have resulted in a 15% decrease in turnover rates, surpassing the industry average.
A graphical representation of the findings also highlights employee strikes caused by labour shortages, further illustrating the issue of skill gaps. This problem has led to a decline in organizational productivity, as dissatisfied employees struggle with inconsistent training programs. However, additional industry evidence has shown that virtual training programs—such as those offering networking opportunities and interactive learning environments—have proven effective in increasing employee recognition and engagement. Although this type of data is somewhat limited in the literature, it strongly suggests that Marriott should prioritize mentorship and more robust training programs to address staff needs and navigate the ongoing challenges in the hospitality sector.


[bookmark: _fymims2j1fjf][bookmark: _Toc190318515]Chapter Six: Conclusion and Recommendations
[bookmark: _16qcw31t4z5n][bookmark: _Toc190318516]6.1 Conclusion 
From the analysis above, it is clear that Marriott Hotel Leicester’s strong brand reputation has played a significant role in attracting skilled talent. Additionally, it has been established that the hotel's training programs have been effective in promoting the overall growth and development of its workforce. The thematic analysis revealed that these targeted training initiatives have helped employees enhance a wide range of skills and knowledge. As a result, the hotel’s frontline staff has gained increased confidence in their roles, which has contributed to higher levels of job satisfaction. Moreover, by focusing on employee development, Marriott Hotel Leicester fosters a sense of belonging among its staff, which further supports their satisfaction and engagement.
Despite these positive outcomes, the hotel has faced several challenges in executing training programs, which have impacted employee satisfaction. These challenges include limited career development opportunities, lower wages, and insufficient infrastructure. To address these issues, strategies such as customizing training programs, implementing more flexible policies, and instilling a sense of accomplishment among employees have been recognized as key solutions for improving employee satisfaction at Marriott Hotel Leicester.
[bookmark: _Hlk182585978][bookmark: _Toc190318517]6.2 Recommendations
Enhancing guest experience
Marriott Hotel Leicester places significant importance on its customers, recognizing that they have diverse needs and expectations. To cater to these, the hotel must offer personalized experiences, including preferred room types, customized amenities, and tailored dining options. Additionally, integrating keyless entry and mobile-based services can significantly enhance the overall guest experience by providing convenience and efficiency. Competing hotels have already adopted similar strategies, offering a range of amenities to meet evolving customer demands. Therefore, to stay competitive and improve guest satisfaction, it is recommended that Marriott Hotel Leicester incorporate these advanced features and personalized services into its operations (James and Inyang, 2023).
Optimising operational efficiency
Yenidogan et al. (2021) highlight that technology plays a crucial role in modern business operations, enabling organizations to optimize resource allocation, streamline processes, and enhance decision-making. At Marriott Hotel Leicester, employees are valuable assets, and implementing well-structured training programs can empower them to better meet customer demands. Additionally, adopting sustainable resource management practices, efficient inventory systems, and data-driven analytics has proven beneficial for many businesses. By integrating these strategies, Marriott Hotel Leicester can significantly enhance its operational efficiency, ensuring improved service quality and overall business performance.
Gathering regular feedback from their customers
Shakhovska et al. (2020) emphasize that gathering customer feedback is essential for businesses to refine their operations and enhance service quality. Guests staying at Marriott Hotel Leicester can easily identify service shortcomings, and their reviews provide valuable insights into areas needing improvement. By systematically analyzing this feedback, the hotel's management can pinpoint operational inefficiencies and implement necessary changes. Additionally, structured feedback forms serve as an effective tool for understanding customer experiences, enabling the hotel to address concerns proactively. Therefore, it is strongly recommended that Marriott Hotel Leicester consistently collect and evaluate guest feedback to drive continuous operational improvements.
Improving communication
Effective communication is fundamental for any organization, as it ensures that employees clearly understand their roles, responsibilities, and overall objectives. Strong communication strategies help minimize misunderstandings among staff and guests, leading to smoother operations and improved decision-making. According to industry insights, businesses that prioritize clear and structured communication experience higher employee morale, increased engagement, and reduced workplace conflicts. Therefore, it is highly recommended that Marriott Hotel Leicester strengthen its internal and external communication channels to enhance operational efficiency and overall service quality.


[bookmark: _Toc165909604][bookmark: _Toc190318518]Chapter Seven: Reflective Account
Marriott Hotel Leicester is one of the most renowned hotels in the United Kingdom, where I had the opportunity to complete an internship across various departments (Labrador et al., 2024). This experience provided me with valuable insights into the importance of workforce training and its impact on employee performance. Training programs in the hospitality industry play a crucial role in enhancing the skills of current employees while also preparing potential candidates for future roles. Although there are standardized training programs, companies can customize them to align with their specific operational needs.
Employee training is a fundamental pillar of organizational success, as well-trained staff can deliver high-quality services, directly contributing to customer satisfaction and the hotel’s overall reputation. Furthermore, job engagement has been identified as a key mechanism that positively influences employee satisfaction through effective training practices.
My Experience at Marriott Hotel Leicester
During my internship, I was exposed to various real-life situations that enabled me to develop my skills and recognize areas for improvement. Engaging with colleagues and supervisors on a daily basis provided me with the opportunity to acquire valuable knowledge and gain a deeper understanding of how a globally recognized hotel operates. Observing the internal processes and the way guest interactions are managed gave me a clearer perspective on the responsibilities involved in the hospitality industry.
As an intern, I encountered numerous challenges that helped me enhance my professional competencies. I learned how to interact with guests, understand their preferences, and provide exceptional service, especially during peak seasons. Additionally, I observed some of the key challenges faced by Marriott Hotel Leicester regarding workforce training and its direct impact on employee satisfaction. One major issue I noticed was the shortage of skilled staff during busy periods, which led to increased workloads and operational difficulties. As a result, many employees expressed dissatisfaction, contributing to high turnover rates that ultimately affected guest experiences and the hotel’s reputation (Hall, 2020).
Each role in the hospitality industry requires specific skills, and without a well-structured training program, employees may struggle to perform their duties effectively. Employees need to possess the necessary knowledge, qualifications, and competencies to meet the demands of the UK hospitality sector. However, I observed that Marriott Hotel Leicester does not always prioritize employee training, mainly due to the financial and time investments required.
My Professional Development
Despite these challenges, my internship provided me with numerous learning opportunities. I successfully improved my communication, problem-solving, and time management skills—essential competencies for a career in hospitality. Whenever I encountered difficulties, I sought guidance from my more experienced colleagues, whose advice and perspectives helped me overcome obstacles and further develop my abilities.
Another significant aspect of my experience was the boost in my self-confidence. Regular interactions with guests and handling their requests allowed me to refine my interpersonal skills and effectively manage customer expectations. However, I also noticed certain managerial aspects that could be improved. For example, the rigid work policies created additional stress for employees, particularly during high-demand periods. While maintaining high standards is crucial in hospitality, adopting a more flexible approach could contribute to a more positive work environment. Fortunately, my experienced colleagues provided constant support and guidance, helping me navigate these challenges successfully.
The Impact of Training on Employee Satisfaction
My experience at Marriott Hotel Leicester highlighted the essential role of employee satisfaction in ensuring high-quality service delivery. The lack of efficient training programs and a supportive work environment led to dissatisfaction among employees, which inevitably affected guest experiences. Given that the hospitality industry is continuously evolving, adapting to new market demands is vital for maintaining competitiveness. In this context, investing in employee training and development should be a key priority for long-term success.
Through this internship, I not only gained practical experience but also refined my existing skills by learning from senior professionals in the field. These experiences will significantly benefit my future career and improve my employability within the hospitality sector. However, I also noticed that Marriott Hotel Leicester struggles to attract and retain skilled professionals. Factors contributing to this issue include heavy workloads, lack of flexible work schedules, inadequate wages, and limited career growth opportunities.
In comparison, other hotels, such as Premier Inn Limited, offer higher salaries, flexible working hours, a positive workplace culture, and more opportunities for professional growth. These advantages enable them to attract and retain top talent, making them strong competitors for Marriott Hotel Leicester.
Recommendations and Conclusions
To remain competitive, I believe that Marriott Hotel Leicester should focus more on gathering employee feedback and improving its training programs. Creating development opportunities will not only enhance employee satisfaction but also improve overall guest experiences. Based on my observations, implementing a well-structured training system would help bridge skill gaps and boost employee morale.
This experience has reinforced my aspiration to build a career in the hospitality industry. The knowledge and skills I have gained during this internship will be invaluable for my professional development, and the opportunities I had at Marriott Hotel Leicester have motivated me to continue growing in this field.
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A wonderful place to stay

We stayed here for an evening function. The hotel is lovely. The rooms are clean and have
everything you need. King size bed. Iron, tea and coffee making failties, great bathroom
and nice shower.

The breakfast is very good, lots of choice and hot food.

The evening function at the hotel was a meal for around 250 people. Normally when I've
been to hotels for big functions the food is very average. However, the evening meal was.
superb.

I'can't fault this hotel and Il definitely be back.
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[ Dear Anthony Jackson,
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Regards,
Trevor Baretto

Night Manager.
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Great experience

‘The staff were excellent as aiways throughout our stay, the room was clean and had
‘everything we needed, most importantly the beds were very comfortable, thank you
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1. Poor customer service. Room not available at check in time, although check in was
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