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[bookmark: _Hlk121044131]INTRODUCTION customer satisfaction Now days Hilton is facing high level of employee burnout. the reason employees are getting high level of work load and stress. According to Day,Crown and  Ivany (2017) The customer satisfaction has highlighted how organisations are changing so quickly today, which is one of the main causes of the health issues and job discontent that employees are facing. However, because these organisational changes are inevitable, employees are experiencing burnout as a result of the high demands, excessive effort, and tiredness. Their actions and level of productivity at work are both indicators of burnout. When clients are not handled appropriately and their displeasure grows over time, this becomes much more obvious. Although organisational changes cannot be avoided, they can be stopped. This will save employees' jobs, lessen undesirable outcomes, and lessen employee anxiety and depression. Now days Hilton is facing high level of employee burnout. the reason employee is getting high level of work load and stress 
Customer satisfaction and employee burnout are related     
 Employees are the back bone of the hotels. Customer satisfaction and employee fatigue are related. The way that the employees act has a big impact on the how pleased the customers are. When an employee is interacting with a customer, the employee's body language is essential in determining whether the customer will be satisfied or not. The customer satisfaction can be significantly increased by an employee's cheerful outlook and smile, and vice versa. Employees are more likely to stay with a company for an extended period of time.
                                                                                                  .





Signs of employee burnout in HILTON 

· heavy work load and stress
· [bookmark: _Hlk120627867]feeling undervalued or unappreciated
· long hours duty 
· lack of control over their job 
· [bookmark: _Hlk120628143]reduced productivity
· heavy work load and stress affected employees
Industry psychologists have recognized that personal traits affect how well people handle difficult work situations (Maslach et al., 2001; Tokar et al., 1998). In other words, what stresses out one person could not stress out another. Although the success of hospitality businesses depends on staff members who can execute their duties under pressure, relatively little empirical study has been done on the impact of individual personality traits. Numerous research on burnout in different service industries have discovered a link between a person's personality and their level of job stress (Piedmont, 1993; Zellars et al., 2000; Allen and Mellor, 2002; Goddard et al., 2004; De Vries and Van Heck, 2002).
                                                                                                           
· long hours heavy duty 
 According to (ALLIE BLACKHAM) The number of hours worked and work patterns have changed for many employees in a variety of industries. Recently, Select Health polled LinkedIn users to find out how many hours they typically work each week, and the most common reaction was around 40 and 60 hours. Any quantity above 35 hours a week is frequently seen as full-time employment, and working overtime per week can be detrimental to one's health and wellbeing. Although many companies rose to the occasion and used technology to shield their labour from the danger of uncertainty, some may have been ready to send their employees home forever. However, those who made the switch to remote work could have observed a marked increase in the of hourly wages on average per week. Although flexible remote work choices are frequently promoted, those who work from home frequently discover that they are working longer hours. In a formal office setting, it is simpler to discern among work and personal time since employees are required to leave the office.
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feeling undervalued or unappreciated
One of the main factors contributing to employee burnout is feeling undervalued at work. Employee satisfaction is higher when they feel as though they are having an impact. People are also happier in their employment when they feel their managers regard them. When workers feel valued, they are more likely to work longer and harder.

reduced productivity
Employee burnout leads to subpar performance since tired employees are not at their best. Professionals become less creative and productive. Employees that are burnt out are also more likely to leave their jobs because they become disengaged. Burnout can result from long work hours, working for a company they despise, or possessing too much responsibility. (Necter team causes employee fatigue)
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*How to overcome Employee burnout
     I also found some information about workers burnout. According to Kraft (2018), when employees recognise their own strengths and flaws, employee burnout and its impacts might be lessened. This lessens the likelihood of burnout while assisting them in managing their negative feelings. The writer clearly advises that workers build solid partnerships at work that will support one another mentally and improve productivity and efficiency.  Based on a 2015 study published in the Journal of Personnel Psychology, it was found that workplace friendships are beneficial for employees in this customer satisfaction assignment. Numerous studies have shown that having friends at work reduces the risk of psychological issues like anxiety and depression as well as high blood pressure (Lizano, 2015).
. Communication is one of the most crucial solutions. In the workplace, efficient communication can help to lessen misunderstandings and frustrations. The ability for the employees to share their feelings and thoughts makes them feel satisfied. A two-way communication is always beneficial for the connections between workers and employers, and it also helps to build strong relationships with clients (Ochoa, 2018). This demonstrates that the employer and the employees may both take steps to lessen the likelihood of employee burnout while also delivering their customers outstanding service, which fosters long-lasting connections between the firm and customers.
Employee support: According to (Natalie Rogers,) chief people officer at Unum, employers may offer additional assistance and benefits to workers who use flexible scheduling. "It's crucial to give employees access right away to a wide range of direction, and support resources that might improve their health and well-being. Employees will be helped to adjust to hybrid working by having access to virtual doctors, employee assistance programmes (EAPs), and early intervention for vocational rehabilitation, including support for both returning to work and continuing at work, says the expert. It might be challenging to monitor an employee's mental health when they work remotely. According to Charles Alberts, head of wellbeing solutions for Aon in the UK, communication is crucial for understanding what has and hasn't worked because it can be utilised to inform a flexible working approach. "Ask employees how they prefer working. They shouldn't feel obligated to be seated all day and shouldn't feel bad for taking breaks, he argues. There are a variety of support strategies that employers can take to lessen burnout. According to Rogers, creating a mental health route is a smart place to start in order to ensure that companies are taking the proper precautions against stress, burnout, and other mental health issues. In addition to making sure that workers have access to treatment and wellbeing services, she says that line managers need to get training and support in order to recognise the signs of burnout and be able to point employees to possible best. Check-ins with remote workers on a regular basis can assist line managers keep tabs on welfare and get a sense of how employees are doing. According to Grace McMahon, a life coach with the Being well organisation, "Employers can maintain an open line of communication that can be utilised honestly to discuss any concerns or challenges workers are encountering, in order to manage workloads and prevent burnout. promoting peer support among employees and fostering informal settings for conversation about interests outside of work, such as book clubs, exercise courses, or quiz nights, in order to improve mood and team spirit. According to Alberts, it's critical to control stress and burnout levels at work because the World Health Organization classifies burnout as an occupational problem (WHO). "The Health and Safety Executive stress risk assessment, which consists of 35 questions based on research, can help to reveal the extent of employee stress as well as its root causes. In order to truly learn how they're doing, [employers] should ask twice, he continues, "since this demonstrates a genuine interest in employees. Controlling stress and burnout levels at work is essential, says Alberts, because the World Health Organization considers burnout to be an occupational disease (WHO). "The 35-question Health and Safety Executive stress risk assessment, which is based on research, can assist identify the severity of employee stress as well as its underlying causes. He goes on to say, "[Employers] should ask twice to really learn how they're doing. Since it shows that you genuinely care about your staff.

Work place support: Burnout is normally handled by employees, but according to Darcy  Gruttadaro , director of the Centre for Workplace Mental Health, a division of the American Psychiatric Association Foundation, "there's greater acknowledgment that companies need to do more. "According to Gruttadaro, if she were to put a number on it, she thinks that the organisation bears roughly 70% of the blame for burnout and each individual bear the remaining 30%.  But many are developing professional coping strategies .At the beginnings of the pandemic, Kittredje was the only HR employee working for Agora's U.S. subsidiary. The business has grown by three times in the last two years to 190 employees, and it also held an IPO. Agora's HR division now employs three staff, giving Kittredje "a sense of ease" because she can outsource duties. She suggests HR professionals become adept at "aggressive delegation." One pitfall HR professionals fall into, according to her, is thinking they have to do everything all the time. Additionally, Kittredje exhorts people to schedule time each day to "think, breathe, and take a stroll. "She has also sought help from her best friend and HR mentor. Kittredje remarks, "She has a plethora of expertise. "I rely heavily on her." HR professionals may ignore themselves while concentrating on assisting workers in managing their stress, according to Maher. "HR may often have a 'do as I say, not as I do' mindset because we can get so involved up in making people' lives easier that we forget to take care of ourselves, too," she says.HR professionals frequently require reminders of current perks, just like all other employees do. As an illustration, Advance Auto Parts provides 10 complimentary counselling sessions as part of its employee assistance programme. According to Rivera, "We provide so many amazing benefits that we don't fully benefit ourselves." Young cites the fact that "the epidemic has pushed firms to acknowledge that burnout is real" as one advantage of the previous two years; as a result, some are doing more to support staff. 
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Training and development: According to Rabie et al. (2016), training and development includes educational activities carried out by a company or organisation to improve the skill sets and knowledge of its employees. Additionally, training is a quick process that helps employees develop their skill sets in accordance with the demands of the particular organisation. The training and development of each organisation, though, varies, according to Chaudhary and Bhaskar (2016), despite the fact that the transferrable abilities are the same. The main goal of the HRM training and development programme is to improve employees' capacities for developing confidence and self-esteem in overcoming challenges in their professional paths.
                                                                       A learning process defined as training involves changing attitudes as well as acquiring knowledge, ideas, and norms in order to continuously improve. Training is the method of acquiring information, talents, and skills via career growth (Lackey, 2000).
Wolfgang et al. (1998) note that some commentators refer to training for the work as a way to improve financial performance and categorize such training as either on-the-job or off-the-job training. Using actual equipment, on-the-job training takes place in a typical office environment. When instructed, learners will use the necessary equipment and supplies. Off-the-job training is defined as instruction given outside of an employee's wages work place, which during moment the employee forgoes doing their regular duties or job. A learning process defined as training involves changing attitudes as well as acquiring knowledge, ideas, and norms in successful organizational change. Training is the method of accessing data, talents, and skills via career growth (Lackey, 2000).
Wolfgang et al. (1998) note that some commentators refer to training for the work as a way to improve financial performance and identify such training as either on-the-job or off-the-job training. Using actual equipment, on-the-job training takes place in a standard office environment. When instructed, learners will use the necessary supplies and equipment. Off-the-job training is defined as orders given outside of an employee's wages work place, during which moment the employee disregards fulfilling their daily duties or job. 
                                                                      Employee performance can be defined as the accuracy with which workers carry out their job responsibilities and how well it performs in comparison to the tasks that were given to them (Dyer, 1994).
According to (Robert, 2006), an employee's competence and desire to put up the necessary effort influence what well people perform. Employee performance is assessed in relation to the competencies required by the organization's job duties and in comparison to those competencies. An important performance metric is measuring employee performance to core competence models that are in line with the particular role. The competence model serves as the human resource foundation for hiring new workers, determining current employees' weaknesses and strengths to better target training, coaching, and monitoring, as well as hence measuring employee performance (hillary, 2009). Employee effectiveness is defined by how well an emp Employee performance is a set of actions, outputs, and outcomes that result from successfully completing job tasks while using certain skills. (Aguinis, \s2006). task and contextual performance characteristics are used to measure employee performance. Task dimension of performance comprises all job-related activities that enable task completion, and contextual dimension of performance includes all employee behaviour that promote duty toward the firm and fellow employees.  
 The contribution of training and development on employee’s performance                                                                   
        According to Noe (2001), organizations that prioritise training and development are better equipped to safeguard the interests of their many stakeholders and are thus more likely to retain their clients, customers, workers, shareholders, and other stakeholders over time. Better financial performance for the company results from this. According to Myles (2002), a firm that strives to provide excellent training, development, and rewards for employee performance has motivated employees who are more inclined to participate in their job, which in turn improves performance and customer loyalty. More recurring business and referrals from satisfied clients will result from these same employees and providing superior service at the point of contact with the public. Increased sales from repeat customers and referrals will result in higher business profits, improving shareholder return on investment.
 As a result, the greater return on investment benefits the shareholders, who may decide to expand their investment in the company. This example depicts the "virtuous circle" as defined by Lisk (1996), where there is a positive feedback loop between performance and training and growth.     In order to improve an organization's competitiveness, Armstrong (1998) claims that on-the-job training is helpful in acquiring and using certain management, leadership, technical, manual, and administrative abilities. Since the trainee job is learned and competence is developed at the same time, it has the benefit of realism and immediacy.  
Ingham and Holden (1994). To emphasise, implementing training techniques carefully may be a very cost-effective investment if the right ones are used. They also claim that trainees could not profit from an increase in training techniques if it is not done in a proper manner exercise. Training programmes may be broadly divided into two categories: on-the-job training and off-the-job training. On-the-job training is perhaps the most popular method of education. It can range from the intentionally simplistic method, which includes verbal explanations or demonstrations of how to handle tools and other equipment, to more advanced techniques.
                                                                                                                                                       

[bookmark: _Hlk121303571]      
Methods for Training and Development Techniques: According to Rhernebergen and Wognum (2002), companies consciously engage in core development to help workers grow and be prepared to deal with new challenges. As employees move up the organisational ladder and into positions with increased responsibilities, the management is also going through this process to design a strong human resources development plan that will ensure they get the training and upgrades they require.
    A careful selection should be made from among the many pedagogical tools, techniques, and training methods available for assisting learning in order to successfully meet the training objectives. The following section provides a brief discussion of some of the major methods and strategies.
JIT, or job instruction training:
the on-the-job training Coaching and training are both forms of one-on-one instruction provided by employers. The JIT incorporates the future activities:
• Getting the trainee's interest and attention while preparing him in terms of his own job skills.
• Highlighting the job's needs in terms of what the trainee must perform.
• Putting the assistance in action, getting obey training, and so on.                                                                              
Coaching: Again, coaching is the superior's on-the-job training of a subordinate in a field of specifically defined tasks. This technique is more suitable to organizing new hires and assisting impoverished employees in understanding certain jobs. The supervisor must have excellent interpersonal skills and the ability to establish a cooperative connection with the trainee. Program instruction:
Programmed learning, a kind of individual study, is more researched to fulfil the behavioural aim and non-motor skill on knowledge is to be gained by many trainees. The professor inspires the students to advance independently through the curriculum.
. Job rotations: These are a sort of on-the-job training that places a focus on providing trainees experience in a variety of job types, places, and divisions. These approaches are more suitable for broadening one's skill set, enhancing operational adaptability, delivering satisfaction to mundane tasks, and increasing person's entire view.
Conference: The Conference method is used to aid in the development of employees' problem-solving talents. The two techniques that are frequently used in the organisation are meetings and group discussions. The conference method or group discussion has the effect of altering how participants share their experiences and rearranging their opinions, thinking, and attitudes. Laboratory training: Laboratory training, also called as sensitivity training or group T-group, is a popular method for instilling teamwork among employees. It is centred on the participation of group dynamics. The participants are given access to both scheduled and unstructured experiences in order to assist them build interpersonal competence, self-awareness, and leadership skills. To lead the group, the trainer has to have received professional training.
Case study: The case study approach entails problem-solving analysis of written descriptions of incidents, scenarios, or management problems that provide pertinent facts. This approach is suitable for fostering a problem-solving mindset and aptitude while also providing practical application of management concepts, tools, and techniques with an emphasis on management idea and development. 10. In-Basket: In-Basket or In-Tray approaches stimulate a variety of decisions a trainee may have to make in real life. The trainee is given a packet of paper and expected to make judgments within a set amount of time after failing to contain administrative issues. Several trainees' decisions are recorded and compared to one another. Learning occurs when trainees consider and assess the decisions.
 (Reference personal management and human resources by cs vanlata)

Advantages of Development and Training: One of the most important motivators used to assist people and businesses in attaining their short- and long-term goals and objectives is employee training and development. Along with improving knowledge, skills, and attitudes, training and development also has a number of other benefits. According to Nassazi (2013), the below are typical advantages of staff training and development: (1) It boosts the motivation, self-assurance, and morale of personnel. (2) As an outcome of individuals being capable of reducing waste, manufacturing costs are reduced. (3) It fosters a sense of security, which lowers absenteeism and turnover. (4) It improves staff contribution in the change process by educating them with the skills needed to adapt to novel and difficult circumstances. (5) It makes chances for recognition, better salary, and raises open. (6) It helps the company in improving the staff's availability and calibre. It is important to keep in mind that people grow more productive with time (Bapna, Langer,
Mehra, Gopal, and Gupta (2013)), as training and development programs enhance people's capacities. Even organization's give economic aid to people who enrol l in these programs (Jehanzeb & Bashir, 2013). The development of pertinent and effective training and development activities is the responsibility of every firm in raising employee performance. It is critical to uphold the idea that employees are an organization's most important asset. A firm must provide an appropriate supply of personnel that is functionally, technically, and socially capable of progressing into specialised or management roles in order to maximise the contribution of its employees (Nassazi, 2013). In generally, businesses that proactively adopt staff training and development initiatives get excellent outcomes from the participants (Jehanzeb & Bashir, 2013).
[bookmark: _Hlk121303694]
Factors Affecting Employee Performance: Similar to any other aspect of training and development, a range of factors can have an impact on how well employees perform. According to Arinanye, it may be due to the leaders' attitude, personal concerns, duties, commitments, norms, and standards (2015). Asim (2013) cited a number of factors, including a lack of the necessary equipment and knowledge, a high workload, a lack of essential human resources, inadequate manager procedures, unclear performance criteria or goals, a sluggish assertion within the organisation, peer pressure to grant a limited demonstration, and the inability to achieve more. How well employees perform is also influenced by other factors. The basis of an organisation is founded on trust. As a result, there is an increase in worker productivity, positivity, and increased concentrations of collaboration between leaders and employees.
The behaviours, attitudes, and outcome variables in the workplace are examples of such an element. Trust in the workplace encourages transformational leadership and boosts organisational commitment. Organisational culture is the level to which people feel dedicated, dedicated, and committed to the brand.
According to Arinanye (2015), there are three components to organisational commitment: (1) The amount of connection, engagement, and attachment to the organisation is evaluated by affective commitment. (2) Normative commitment describes the pressures that a person has to continue their employment due to obligations related to their employment. (3) The purported expenses of leaving the company are the focal point of the continuity commitment.




                          CONCLUSIONS AND RECOMMANDATIONS

The study reinforces to what was officially known about training and development methods at the Hilton Hotel. It has added to our awareness of the variables that influence how effective training and development techniques are adopted. This research reveals There are significant differences in how Hilton hotels use and value training and development practises. Based on the findings, there is a high correlation between However, the results are considerably varied in terms of training and development methods elements and hotel category and kind of business as well as hotel age and size (capital or employees).
This is sometimes leading in the development of a more strategic, integrated approach to the application and significance of training & development. This study is simply indicative; further research is required. According to the research, training and development may be more important than initially assumed in the coordination of activities for the development of human resources. These findings only make the case for the use and acceptance of employee growth-focused training and development techniques as a rule of the thumb in human resource development.
The implementation and implementation of recognised training and development strategies in I hotels seems to have contributed to the changes that have been found in this research. Consequently, it appears that after years of relative
Organizational marginality, training, and development are starting to take centre stage in many hotel organisations' human resource development plans .Future studies should take into consideration advance prior important factors that have not been taken into consideration or omitted from other studies and are likely to have an impact on the adoption of training & development practises in Indian hotels, such as management support, employee satisfaction and attitudes, perceived information quality, training & development needs, perceived benefits, implementation issues, and the cross-cultural factor.
For employee performance, the training and development department is primarily in charge (Asim, 2013).
Performance can be shown by increased production, ease of use of modern technology, or a highly driven person (Nassazi, 2013). Organizational leaders should set goals and criteria against which performance may be measured as they work to increase employee performance levels. When the latest findings were linked to a review of the literature, substantial recommendations had to be made to the top management level in

the tourist ministry, the Egyptian hotel association, and managers of human resources and training in the hospitality sector. The use of TL must be discussed in managerial meetings more regularly, increasing the awareness of the relative value of such regular discussions among top management, department managers, and supervisors. The research results discussed in this study may be used by the hospitality sector to help managers become more aware of and conversant with various leadership philosophies
 The hotel's CEO, senior executive, and management must comprehend how TL may be put to optimal use as a tool.JS and cases of employee burnout can be avoided and minimized with the use of a management solution that helps to sustain and even enhance efficiency.
Persistent research is crucial in this field. The following recommendations for further study are made in light of the literature review and study results. Exploring the adoption of TL in other hotel departments is a natural continuation of this investigation. More study is required to determine the extent of TL in other hotel categories and service environments, such as restaurants. 















Research method: This study was done utilising a quantitative research methodology. This method has been used to identify and establish the relationship between several variables. The secondary data that forms the basis of the customer satisfaction study assignment was gathered from a variety of sources, including journal articles, research papers, websites, books, and more. Customer satisfaction and employee burnout are the dependent and independent variables in this study, respectively. Customer satisfaction and employee burnout are dependent and independent variables that can be related using the information obtained from these resources.
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