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[bookmark: _Toc16248862]1. Introduction
Hospitality related business organizationsoffer different services to its customers like foods, beverages, accommodation, transport facilities, business meeting, conferences, and family events and so on within the hospitality and tourism industry. Hospitality and tourism industry is the most competitive industry all over the world. Therefore, hospitality organizations require skilled human resources for achieving their business goals and objectives (Boella& Goss-Turner, 2013). In this report, different aspects of Travelodge Hotel such as company background and its customers will be outlined. Moreover, the role of staffs within the hospitality organization and their supports on achieving organization goals will be discussed. Furthermore, the importance of training and development for the organization will be outlined as well. Besides, a role from the company will be chosen and the importance of this role for the organization will also be discussed. Moreover, the skills and knowledge which are required for the role will be illustrated. Finally, a SWOT analysis will be included for the chosen organization.

1.1 [bookmark: _Toc16248863]Company Background
Travelodge Hotel is a UK based hospitality organization which is operating its business in the hospitality and tourism industry. The company has been founded in 1985 and now it is the second largest hotel chain in the United Kingdom. At present, the company has more than 560 hotels all over the UK, Ireland and Spain. It provides lavish bedrooms with standard services as well as other facilities to its customers. The mission of the organization is to establish itself as a leading budgeted hotel chain of the world through offering accommodation services along with greatest facilities at a reasonable prices. On the other hand, the company’s goal is to obtain massiveshare in the market as well as huge customer base by offering standard hotel rooms for their targeted customers. Moreover, the company wants to provide supreme value for leisure and corporate travel (Travelodge, 2019). 

[bookmark: _Toc16248864]1.2 Customers of the company and their expectations on the company services
Travelodge Hotel offers its different services to over 18 million customers annually. Its customers include individuals who travel to different destinations of the UK for either business or personal purposes. The customers expect from the hospitality organization that they will get satisfactory hotel services from it along with reasonable prices. Moreover, they also want to book rooms without any difficulty and expect that they will get high quality room service, free internet access, good quality foods and beverages and other facilities. Considering the expectations of customers, Travelodge hotel has been taking different initiatives to satisfy the needs and requirement of the customers. The company has modernised more than 30,000 of its hotel rooms. It has also launched direct online booking system for its customers. Moreover, the company has also launched premium rooms and has been giving attention on offering new kinds of foods and beverages for its customers. Furthermore, customers want accommodation facilities in convenient locations and in this regard, more than 80% of hotels of the company are built in major centres of different cities, towns and well-liked outing spots of the UK. 


[bookmark: _Toc16248865]2. Discussion
[bookmark: _Toc16248866]2.1 Role of the employees within the organization
Travelodge Hotel has over 11,000 employees who work together for delivering its different services to the customers. Employees of the hotel play different important roles which are helping the organization for achieving the goals of the organization. Staffs are working in different positions like frontline customer service posts, maintenance and construction team and a variety of positions for support centre. Moreover, staffs can also work in both full time and part time categories of jobs. Travelodge Hotel prefers candidates for different positions who want to build their careers in hospitality industry. The organization also looks for employees who are fit with their organizational commitments. However, hospitality organizations need to provide more importance on the satisfaction of the customers for getting success in the competitive market (Boella& Goss-Turner, 2013). In this regard, employees of the organization require to delivery different services to the customers properly. Moreover, employees of the hotel also support the organization for ensuring high quality services. On the other hand, tourists with diverse cultural backgrounds come to the hotel. Therefore, Travelodge Hotel provides importance on diverse human resources with different backgrounds and experiences. The diverse workforce of the hotel is supporting the company to deal with different types of customers who are coming from different countries of the world. 


[bookmark: _Toc16248867]2.2 Training and development and the importance of training and development for the organizations
Training and development can be considered as an important component for every organization. The term training can be stated as a systematic process of improving knowledge, behaviours and skills of employees for increasing efficiency and productivity of any organization. On the other hand, the term development refers to the systematic actions of learning which help individuals to enhance their knowledge and expertise for further professional growth. Training is a short-term process whereas development is a long-term process of learning. Both training and development are important for the employees to increase their efficiency, skills and knowledge (Nuruzzaman, 2012). On the other side, organizations get benefits through initiating training and development program because employees can be able to work more effectively after taking part in different training and development programs. Moreover, training and development help organizations for establishing a safe and supportive work environment. Organizations can also increase productivity, performance of the staffs and employee satisfaction and morale through training and development. Furthermore, organizations can also get advantages from new innovative ideas, technologies and strategies through initiating training and development programs. Moreover, employee feel motivated and satisfied after receiving necessary training and development initiatives which can also help the organization for reducing employee turnover (Hickey, 2018). 

[bookmark: _Toc16248868]2.3 The role of Cleaner and the importance of this role
Cleaner is an important job position for any hospitality organization. Travelodge Hotel has many cleaners who perform different tasks for the organization. Cleaners ensure proper cleanliness of hotel rooms, lobby, kitchens, washrooms, corridors and outdoor premises. They also work for replacing and cleaning coverings, bed sheets, and mattress cushions and so on. Moreover, cleaners need to greet all the customers properly and also require to provide answers appropriately on different queries of the customers. Cleaners also manage inventory of different cleaning items properly. They involve with vacuuming carpeted areas and cleaning floors as well. Therefore, cleaners require to do many tasks in the hotel and their role for ensuring a clean and organized entrance of hotel could not be deniable. It is important for the hotel to become neat and clean because customers could not be attracted and satisfied if they find dirty and disorganized appearances of the hotel. In this regard, cleaners play an important role to ensure cleanliness as well as making good impressions to the customers for the hotel (Borralha et al., 2016)

Self-reflection
At present, I am serving as a cleaner in the Travelodge Hotel. I am working together with five other cleaners as a team. Our key responsibility is to keep the hotel areas neat and clean for the visitors. Travelodge Hotel has huge customers and different visitors come to the hotel all around the year. So, we need to perform our responsibilities effectively so that we can satisfy the needs of the customers. However, Travelodge Hotel provide values to its employees and I get all the necessary supports from my employer for working efficiently. Moreover, I have taken part in the induction program of the company after joining the hotel. This induction program has been developed specifically for the cleaners and I have received sufficient trainings for performing my job as a cleaner. Besides, the work environment is also friendly and positive so that I feel comfortable and motivated during working at my workplace. Nevertheless, Travelodge Hotel provides adequate salaries and compensations to its employees and we have no dissatisfaction with remuneration or other offerings of the hotel. We have flexible working hours as well and the schedule of working is also properly maintained by the responsible officer. Hence, my working experience in the Travelodge Hotel is quite satisfactory. 

[bookmark: _Toc16248869]2.4 Skills and knowledge for cleaner position and training and development requirements for the role
Skills and knowledge which are required for the position of cleaner can be understood by the following job description of cleaners in Travelodge Hotel:

Title of the Job Position: Cleaner
Reporting person: Admin officer

Objectives of the job position: 
· Keeping the hotel premises neat and clean;
· Take care of different hotel facilities;
· Carrying out duties related to cleaning and maintenance.
Responsibilities: 
· Performing cleaning activities in different hotel areas like wiping, sweeping, mopping, washing and vacuuming;
· Changing bed sheets, towels, mattress cushions and so on;
· Washing, folding and ironing clothes;
· Emptying waste bins and dispose the waste to the designated disposal areas;
· Dusting and polishing equipment and furniture;
· Replacing supplies like soaps, shampoos, tissue papers and so on;
· Inspection of cleanliness status of the hotel premises and maintenance undertakings; 
· Reporting officer on any kind of essentials for repairing or insufficiencies;
· Maintaining inventory of cleaning equipment and other items;
· Answering queries of the customers effectively;
· Delivering different cleaning related room services to the clients efficiently;
· Cooperating with all other staffs;
· Following all company policies and procedures related to health and safety.

Required skills and qualifications for the job:
· Degree from high school;
· Evidence of working experience as cleaner in a hotel;
· Sufficient knowledge on cleaning materials and equipment;
· Knowledge of MSDS (Material Safety Data Sheet) of cleaning chemicals;
· Being honest, cooperative and reliable;
· Physical fitness for carrying out cleaning activities;
· Good communication skills;
· Ability to work with team 


The role of cleaners is very important for creating good impressions of the Travelodge Hotel to the customers. Therefore, cleaners are needed to provide necessary training and development program for improving their skills and work performance. Cleaners need to be trained enough on application of different cleaning equipment, health and safety issues, communication with visitors, maintenance of cleaning tools, waste management and so on. Hence, the organization needs to take into account training and development program considering these aspects for the cleaners. 

[bookmark: _Toc16248870]3. SWOT analysis
SWOT analysis is used by different organizations to identify the strengths, weakness, opportunities and threats which are associated with the organizations. The SWOT analysis for Travelodge Hotel is given below:

Strengths 
· Provides standard quality accommodation facilities with reasonable process;
· Facilitates direct online booking system for the customers;
· Consider customers preferences for offering services;
· Provides free Wi-Fi access, high quality room services and good foods and beverages to the customers;
· Hotels are located in various convenient locations all around the UK.

Weakness
· All hotel rooms are not modernized;
· Limited share in the market.

Opportunities
· Extension of business in various countries excluding UK, Ireland and Spain.
· Making partnerships with other companies and building good reputation,
· Targeting different segments of customers.

Threats
· Enormous competition in the hospitality and tourism industry;
· Unstable political condition of UK because of BREXIT issue.

[bookmark: _Toc16248871]4. Conclusion
Hospitality organizations face huge competitions and they need to ensure high quality of services for obtaining customer satisfaction. In this regard, employees paly significant role for achieving business goals and objectives of the hospitality organizations. Therefore, the organizations must need to consider the importance of training and development for increasing the skills and efficiency of the employees. In this report, different aspects of Travelodge Hotel have been discussed. Moreover, the role of employees and importance of training and development for the organization have been illustrated. The role of cleaners and their importance for Travelodge Hotel have also been discussed. Besides, skills and knowledge for the role and required training and development for cleaners have been outlined. Finally, a SWOT analysis has been provided for the hotel.
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Plan of Training and Development for Travelodge Hotel

	Name of Training:Training on cleaning
	Length: 10 days
	Type of Training: On-site and off-site




 Goals of Training:
1. Improving work performance of the cleaners of Travelodge Hotel.
2. Making aware on health and safety policies and procedures of the organization. 
3. Providing guidelines on handling hazardous materials during cleaning activities.
4. Increasing ability of the cleaners to deliver high quality services.

Effect of training:
· Improvedefficiency.
· Increase of work performance. 
· Being aware on health and safety issues.
· Skilledemployees for handlinghazardous materials and delivering high quality services.

  Certificate Skills Covered
· Professional cleaner of Travelodge Hotel
· Introduction to health and safety policies and procedures

	Length
	Results
	Description
	Resources for training

	Comments

	5 days
	Increase of efficiency on cleaning 
	Necessary training will be given on cleaning activities for increasing efficiency 
	Training room, cleaning equipment, training materials
	

	1 day
	Making aware on company health and safety policies and procedures 
	Trainees will be introduced with company health and safety policies and procedures
	Training room, fire safety equipment, materials of training
	

	2 days
	Safely handling of hazardous materials
	Participants will be provided training on procedures of safely handling of hazardous materials and use of MSDS
	Training room, training materials, MSDSs
	

	2 days
	Improving communication skills
	Training will be provided on how to communicate effectively with customers and other staffs of the hotel
	Training room, training materials
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