8





Title: The Impact of Staff Training on Guest Satisfaction: A Case Study of the Novotel Milton Keynes






Student Name: Carolina Zastavnitchi
Student Number: 2233507
Module Name: Hotel Placement Research Project
Module code: BMIH6008
Project Supervisor: Ben Ka Po Chong
















[image: ]


[bookmark: _Toc213097085]Acknowledgement 
 	I would like to say that I am thankful to my supervisor who guided me and gave me continuous motivation in this research process. Their suggestions and insightful opinion have played a vital role in designing the quality and trend of this work. I also owe my success in completing this study to the faculty and the staff of the university who provided support, resources, and knowledge towards my success. The management and employees of Novotel Milton Keynes are wholly responsible by graduation of their cooperation and involvement in this research to facilitate the gathering of pertinent information on staff training and the satisfaction of guests. I am deeply appreciative of the fact that my family was patient, understanding, and supportive in my studies and they made me feel motivated even when things were hard. I would also like to note the presence of supportive and supportive ideas of my friends and peers who have been with me the whole time and have provided supportive ideas, discussions, and constructive feedback that allowed me to remain focused and keep on getting better.


[bookmark: _Toc213097086]Abstract
 	The report aimed at assessing the association between the training programs, the staff performance, and the perception of the guests in the hospitality context. The aims were to look at the structured training and improve its communication, professionalism, responsiveness and find out areas that Novotel can improve its staff development strategies in order to sustain excellence in its services. The research was based on the secondary data materials and theoretical constructs based on the relationship between the development of human capital and the direct impact on the guest satisfaction outputs. The results show that employee training has a great impact on enhancing the services and boosting the degree of customer satisfaction. The results of employees who underwent consistent and constant training showed an improved level of confidence, skills in problem-solving and interpersonal communication. The increased satisfaction of guests was in connection with the professional behaviour of the staff, feelings and stability manifested in their behaviour. The study discovered that training does not only enhance the technical knowledge, but also emotional intelligence that is fundamental in developing guest experiences that are positive. 
 	It was also found that the presence of knowledgeable and confident employees is paramount in making sure that there is trust in the guests together with reliability of service. Employees who were well informed of the operations of the hotel, the safety measures, and the sightseeing activities in the local areas were able to offer the visitor more specific information and guidance. This observation is consistent with the Human Capital Theory implying that the education of employees drives more productivity and business performance. Staff training has made Novotel Milton Keynes capable of sustaining its brand hotel and ensuring that it does not lose its competitive edge in the hospitality industry. Training has hence seen to be not only an operating endeavour but also long-term strategic investment which in its turn boosts the satisfaction of the employees and also loyalty of the guests. Emotional engagement and personalised service was the other finding. The level of satisfaction among guests increased when personnel showed a true interest and understanding and concern towards their preferences. The paper has highlighted that emotional attachment in service provision brings remarkable moments that transcend normal customer expectations. There was however a gap that was found in the uniformity of refresher training programs. Lack of frequent reinforcement can result in a decrease in skill or lack of motivation in staff as time goes by, which will impact the quality of service delivery. This observation shows that continuous training programs are required to help employees remain motivated, encouraged, and focus on expectations of the guests.
 	Some of the challenges that were also noted during the research to influence the effectiveness of training were large turnover of staff, lack of follow-up mechanisms and lack of localisation of the global training material. These concerns lower the sustainability of the training strategy of Novotel. The research advises the development of training materials to be more local and in line with the local taste of the guests by including specific cultural differences to make the learning process more relevant. It was also discovered that the incorporation of the guest feedback into the training evaluation process would enable Novotel to consistently fine-tune its strategy and keep it consistent with the reality of the service standards. The recommendations of this paper aim at improving the long term outcomes of the staff training at Novotel Milton Keynes. 



Table of Contents
Acknowledgement	2
Abstract	3
1	Chapter 1 Introduction	7
1.1	Research Background	7
1.2	Research Aims and Objectives	7
1.3	Research Objectives:	7
1.4	Rationale	8
2	Chapter 2 Literature Review	9
2.1	Introduction	9
2.2	The Importance of Guest Satisfaction in Hospitality	9
2.3	The Role of Staff Training in Service Quality	10
2.4	Theoretical Frameworks Connecting Training and Satisfaction	10
2.5	Empirical Studies on Training and Guest Satisfaction	11
2.6	Challenges in Implementing Staff Training	11
2.7	Research Gaps	12
2.8	Chapter Summary	12
3	Chapter 3 Methodology	13
3.1	Introduction	13
3.2	Research Philosophy	13
3.3	Research Approach	13
3.4	Research Design	13
3.5	Data Sources	14
3.6	Data Collection	14
3.7	Data Analysis	14
3.8	Ethical Considerations	15
3.9	Chapter Summary	15
4	Chapter 4 Findings and Discussion	15
4.1	Introduction	15
4.2	Thematic Findings from Secondary Data	16
4.2.1	Staff Training and Service Quality	16
4.2.2	Communication, Professionalism, and Guest Experience	16
4.2.3	Employee Motivation and Confidence	17
4.2.4	Consistency and Standardisation across Departments	17
4.2.5	Training and Guest Loyalty	18
4.2.6	Challenges in Implementing Effective Training	19
4.3	Discussion	19
4.4	Summary of Findings	23
5	Chapter 5 Conclusion and Recommendations	24
5.1	Conclusion	24
5.2	Recommendations	26
6	References	28



[bookmark: _Toc213097087]Chapter 1 Introduction 
1.1 [bookmark: _Toc213097088]Research Background
 	The hospitality industry is rapidly expanding, so customer satisfaction is essential (Ali et al., 2021). Hotels compete based not only on price and location but also on service. The quality of service provided by an establishment’s staff members directly influences the guests’ feelings always. Staff members who go through training are confident, motivated, and efficient in fulfilling their job responsibilities. The training that hospitality staff go through increases the quality of service, which increases guest satisfaction while at the hotel. Novotel Hotel, operated by Accor Group, is a strong brand name. Novotel Hotel focuses on comfort and modernity for all guests. In the UK market, Novotel Hotel faces strong competition from hotels and several other competitors. In training staff members in the housekeeping department, the food service department, and the front office department, all influence the quality of service, the guest’s perception, a guests stay, and a guest’s sense of satisfaction about their stay (Putri et al., 2021). Reports reveal that customer loyalty is predicated largely on perceived service quality and competence. There is documentation on the proposed relationship between training and enhanced service outcomes in some capacity. This particular study will evaluate training for staff members and guest satisfaction at Novotel Hotel. Findings from this study can evaluate whether the training can inform improvements and enhance customer loyalty in the future.
1.2 [bookmark: _Toc213097089]Research Aims and Objectives
 	This research is aimed at investigating the impact of staff training. It dwells on the cognitive approach of learning how training enhances guests service quality. The paper discusses the practices that assist personnel in providing superior experiences continuously. It also examines how to increase skills of employees in hotels. The findings of this study will aid in improving the performance and satisfaction of the staff.  
1.3 [bookmark: _Toc213097090]Research Objectives:
· To evaluate the existing staff training programs in The Novotel Milton Keynes and evaluate their effectiveness in enhancing the quality of the services at the completion of the next quarter. 
· To determine the relationship between employee training and guest satisfaction scores over a six-month period.
· To identify key areas where staff performance impacts guest satisfaction and service delivery within the hotel.
· To recommend practical strategies to enhance staff training programs to improve guest satisfaction within the next six months.
1.4 [bookmark: _Toc213097091]Rationale
 	Hospitality is an industry that relies heavily on excellent service to ensure that the customers are satisfied, and the image of the hospitality business is positive (Al-Hyari et al., 2023). The skills, professionalism and the attitude of the hotel staff determine guest satisfaction. It happened during my work placement at The Novotel Hotel as I observed that competent, confident, and friendly employees kept on delivering memorable guest experiences. This study will evaluate the existing training programs and determine how to improve them to lead to the improvement of the quality of the service. In the end setting up the correlation between training and guest satisfaction will help the hotel make effective decisions regarding both employee learning during the line of duty as well as enhancing guest satisfaction with quality guest experiences during their stay in the hotel.



[bookmark: _Toc213097092]Chapter 2 Literature Review 
1.5 [bookmark: _Toc213097093]Introduction
 	This chapter analyses the literature with respect to training and guest satisfaction in the hospitality industry. It is important in that it helps to create an academic and practical context of training. The literature review will identify theories, models, and frameworks that provide relevant context for the training phenomenon, as well as gaps in the literature that underpin contemporary justification for training. Guest satisfaction, and the voice of the customer aspect in hospitality practice, is truly dependent on staff training (Papademetriou et al., 2023). This chapter will clarify in what ways training can enhance service delivery and service outcomes. It will also show how training can impact customer trust and loyalty. Novotel properties are used as a case context to connect global research. The literature review will draw from service quality frameworks and the human capital theory (Godfrey Nyongesa et al., 2022). The literature review will also assess investigation about the hotel service operations specifically. This chapter will develop a foundation for evaluating contemporary staff training effectiveness. 
1.6 [bookmark: _Toc213097094]The Importance of Guest Satisfaction in Hospitality
 	Guest satisfaction is critical for hotel success and long-term competitiveness worldwide (Singgalen, 2024). Guests who are satisfied with their hotel stay are more likely to return again in the future and to recommend the hotel to friends and family. While facilities and amenities can be similar, it's ultimately the actions and behaviours of the staff that make an impact (Helmi Adiningtyas and Heppy Millanyani, 2024). Professionalism, attentiveness, and sharing personalised experiences are all important elements to ensuring guest satisfaction in hospitality services. Studies show that training staff directly leads to enhanced levels of guest satisfaction. Training staff also encourages consistency of high-quality service delivery across the various touchpoints of a guest's experience (Haris et al., 2024). At Novotel and other chain hotels, trained employees contributed to improving customer loyalty levels. Other service quality frameworks also confirmed that trained employees are linked directly to improved guest experiences. High-performing employees are better motivated, translating positively into better outcomes for customers everywhere. Hotels that invest in properly credentialing and upskilling employees have a competitive reputation and loyalty advantage (Zaman et al., 2025). Therefore, the guest experience largely depends on qualified and continuous staff training.
1.7 [bookmark: _Toc213097095]The Role of Staff Training in Service Quality
 	Staff training prepares employees with skillsets for effective customer engagement (Glaveli et al., 2023). It encompasses technical knowledge, combined with interpersonal skills, and the ability to resolve problems. Training guarantees staff can deal with complaints and deliver bespoke experiences (Okeke et al., 2024). Training provides staff with confidence, professionalism, and reliable service, which can determine nationwide hotel operations. In Novotel, brand standardisation is made possible by stringent global training capabilities. Employees are also trained to modify services as a result of guest expectations (Nguyen and Malik, 2022). Training allows for acceptable services even during unusual or difficult circumstances (Alderson et al., 2022). It prepares employees to engage with customers quickly and effectively across multiple culture environments within hospitality markets globally. Scholars state that training should not be regarded as a cost (Prem Sagar Menghwar and Daood, 2021). Rather, training is a critical long-term investment for hotels. Strong training provides conducive organisational performance, productivity, and customer satisfaction outcomes. Thus, with or without training, training deserves its place when discussing service quality across the hospitality sector.
1.8 [bookmark: _Toc213097096]Theoretical Frameworks Connecting Training and Satisfaction
 	The SERVQUAL model clearly identifies five dimensions of service quality (AlOmari, 2020). These dimensions are comprised of tangibles, reliability, responsiveness, assurance and empathy dimensions. Staff training has a direct association with each of these five dimensions of service that are important. Training provides the staff with the possible skills to serve the guest expectations (Miguel, 2024). For instance, the responsiveness dimension is enhanced when the staff is given strong training on communication skills. The reliable service dimension is enhanced when the staff is trained on how to be consistent with the service in question (Collis and Hussey, 2014). Human Capital Theory also discusses the importance of investing in training employees and the outcomes of it (Arokiasamy et al., 2023).  In service hospitality, training investment meant developing employees and enhancing guest satisfaction. Employees develop competency and the guests experience higher service quality consistently (Papademetriou et al., 2023). Training develops employee confidence, that translates directly into customer trust (Stangrecka and Bagieńska, 2021). Both frameworks indicate that training is an optimal way to enhance guest satisfaction, consistency and trust. Novotel utilizes both frameworks to maintain the service delivery expectations of their brand standards (Nurtirtawaty et al., 2024). Therefore, training is valuable for quality service and customer loyalty.
1.9 [bookmark: _Toc213097097]Empirical Studies on Training and Guest Satisfaction
 	The existing empirical literature indicates that employee training has a significantly positive relationship to guest satisfaction (Aktar, 2023) who even found that employee training relates positively to employee satisfaction. Happy employees will work harder which results in better levels of satisfaction for customers. Li et al., (2020) also directly linked trainings to a higher level of service quality through their investigation of training quality impacting guest satisfaction levels in many hotel brands and noted that the level of service attentiveness and related service knowledge was a strong factor influencing guest loyalty. Multiple studies also contemplated the reliability of training quality and customer trust together with customer experiences. When staff teaching and staff training are reliable and consistent then guest satisfaction levels rise dramatically (Pius et al., 2023). However, if training is perceived as relevant training and is often enough, the learning outcomes will be much higher. Amitabh Deo Kodwani and Manisha Kodwani (2021) acknowledged that the training effectiveness is variable dependent on the organisations training priorities and staff motivation. Continuous staff training and development is paramount to Novotel, as a mature hotel, or a hotel with similar status (Tschech and Frouté, 2024).
1.10 [bookmark: _Toc213097098]Challenges in Implementing Staff Training
 	Though training has its benefits, hotels encounter challenges when implementing programs. High turnover in hospitality reduces the long-term effectiveness of extensive training strategies. Each time a new staff member is employed, training modules have to be repeated, increasing the cost of training. Baum (2015) acknowledged turnover as a major issue industry-wide (Popa et al., 2023). Training is costly, and hotels occasionally take a conservative approach to large investments. Training approaches and intended professional service behaviours may not consider specific locations' customers' expectations (Furr et al., 2022). Cultural systemic differences may not encourage hospitality to provide consistently native professional service behaviours through service delivery and provide adjustments on local practices and to the impact of training. Motivation plays another important aspect of training effectiveness. Reasons for training must be delivered to encourage employee engagement and sustainable learning of skills back at work (Susanto et al., 2023).  Reaching these challenges offers insight into the visible benefits of training. Although Novotel has a standardisation approach to a welcome process, the hotel needs to test and implement strategies for localisation gains too. Knowing that barriers should be overcome, the outcome of training should grow consistent positive guest satisfaction over time towards a premium service (Saxena et al., 2023).
1.11 [bookmark: _Toc213097099]Research Gaps
 	While training enhances service, there are still significant gaps in current research. Studies have not benchmarked Novotel hotels in the UK. Guest satisfaction is usually investigated holistically, without making the connection back to training (Qing et al., 2023). Further research should link specific training initiatives with satisfaction with guests. The literature rarely, if ever, examines guest perceptions alongside staff perceptions in a combined and coordinated way (Singgalen, 2025). The second gap is the limited study of long-term impacts of training on service quality. Continuous training may have an impact on the consistency of service delivery, however, there is still limited research (Van Assen, 2021). The closing these gaps will increase the validity of the claim that training is effective across the globe. This study provides a research project that investigates the impacts of training on Novotel Hotel staff. Insights will be gathered from customers and employees. The research findings will potentially yield useful recommendations for Novotel practice. Completing this study will lead to better training opportunities and enhanced satisfaction outcomes.
1.12 [bookmark: _Toc213097100]Chapter Summary 
 	The research supports that training has a positive effect on employee performance and guest satisfaction measures. SERVQUAL and Human Capital Theory highlight connections between training and service. Training develops employee confidence and consistency, as well as customer confidence in hotels. The potential for training to fulfill the purpose of providing better service is undermined by barriers, such as challenges of maintaining employees, finances, and a cultural divide. Given the lack of research focusing on Novotel hotels in the UK, this research is inspired by the idea that more evidence on long-term consequences of training in hospitality is needed (Han et al., 2022).  The results will allow the industry to take note of training effectiveness and areas for improvement opportunities that could benefit hotel service significantly that encourages guest loyalty for Novotel. Training needs to be treated as investment, and not another operational expense. Training and development remains a key to being successful in hospitality today. Implementing effective training supports satisfaction and sustainability for hotels long-term (Jibril and Yeşiltaş, 2022).
[bookmark: _Toc213097101]Chapter 3 Methodology 
1.13 [bookmark: _Toc213097102]Introduction
 	This chapter describes the methodology behind the conduct of the research, which was based on secondary data. Secondary research implies that the research did not gather any new information from people (Wickham et al., 2019). Instead, it used information that is already available in books, journal articles, reports, and online sources. This method was used as it is appropriate one for analysing of existing studying and official data about staff training and guest satisfaction in hotels. It helps to save time and resources, while allowing for a great depth in understanding the topic. The information gathered from reliable sources such academic publication, companies and hospitality research databases was studied thoroughly to identify the patterns and correlations between training of staffs and guest satisfaction at Novotel Hotel.
1.14 [bookmark: _Toc213097103]Research Philosophy
 	The research is based on the interpretivist philosophy. This philosophy is focused on understanding the meanings and opinion which are found in the existing studies rather than measuring numbers or collecting statistic (Zyphur and Pierides, 2020). It helps the researcher to understand the finding of how staff training contributes to guest satisfaction from different authors and organisations points of view. The use of interpretivism ensures that the study will interrogate the experiences of people and why some training endeavours have been successful in hotels such as Novotel (Carruthers, 2025). It is an adaptive approach which allows a more profound thinking and interpretation in comparison with the mere use of numeric data.
1.15 [bookmark: _Toc213097104]Research Approach
 	The method of the study adopted is the deductive approach. This implies that it is a starting point from a few known theories such as the SERVQUAL model and Human Capital Theory and then apply them to the context of Novotel Hotel (Oo, 2023). The goal is to determine whether these existing theories also yield explanations to the increased guest satisfaction of this hotel brand via staff training. By looking through past studies and comparing them to Novotel's practices, the research is also able to verify or refute what has already been found by other scholars (Tu, Nhung and Dung, 2024).
1.16 [bookmark: _Toc213097105]Research Design
 	The research design has a qualitative desk-based research approach. This means that all the information was gathered and analysed from published materials instead of people. The study is focused on understanding of ideas, patterns and relationships by reading and analysing secondary sources (Davidson et al., 2019). This desk-based design is used to help relate different viewpoints and identify common themes about training and guest satisfaction. It is most appropriate to choose a case study as in the case of Novotel Hotel etc a lot of useful information is available through the form of company publications and hospitality industry research (Amelinda Nathania Veren Kindangen and Merinda Pandowo, 2022).
1.17 [bookmark: _Toc213097106]Data Sources
 	The data were gathered from reliable secondary sources such as academic journal, hospitality management textbook, Usually Accor Group and Novotel annual reports, online hospitality database and also tourism research websites. In order to ensure accuracy and relevance, only credible and up-to-date materials were used, primarily between 2019 and 2025. The selection of sources was made according to their relationship with the main themes of training, quality of service and customer satisfaction. For instance, journals, such as International Journal of Hospitality Management and Tourism Management, offered useful insights regarding the effectiveness of training (Moradi, 2023). Company websites and industry reports also provided real examples provided by Novotel and other hotels.
1.18 [bookmark: _Toc213097107]Data Collection
 	Since this study did not collect primary data, the information was collected by search at different digital libraries and official websites. Databases such as Google Scholar, ScienceDirect and Emerald Insight was used to find academic papers (Li et al, 2020). Industry reports and company data were gathered from the sustainability and performance publications of Accor (Dincer, Keskin and Dincer, 2023). The most relevant studies were selected by reading the abstract and summary to ensure that the study focused on training and guest satisfaction (Zarezadeh et al., 2022). All samples of materials so chosen were carefully recorded with complete references for later analysis.
1.19 [bookmark: _Toc213097108]Data Analysis
 	The data was analysed using the thematic analysis method. This means that the researcher read and reviewed all the information collected to identify any repeated ideas or patterns. The most identified themes were staff training and quality of service, encouragement of employees, communication skills, and guest loyalty (Górska-Warsewicz and Kulykovets, 2020). Each theme was discussed to demonstrate how it influences the satisfaction of guests at hotels. A comparative analysis was also used in comparing the Novotel's practices with other Hotel brands like Hilton or Marriott (Wisang Residata et al., 2023). This helped to know what is Novotel is doing well and improved.
1.20 [bookmark: _Toc213097109]Ethical Considerations
 	As this research was conducted by using only secondary data, there was no direct contact with people. Therefore, there was no privacy and consent issue. However, ethical standards were still followed by ensuring all the materials were appropriately cited and referenced using the Harvard style (Hasan, 2021). No information was copied without acknowledgment of the authors of the original texts. Data taken from official and public sources were used responsibly and no confidential and false data included (Dougherty, 2021).
1.21 [bookmark: _Toc213097110]Chapter Summary
 	This chapter explained how the study was conducted using the method of secondary research. The interpretivist philosophy and deductive approach were followed in the process. The data was gathered from academic, company and industry sources, which was analysed using thematic and comparative techniques. By making use of existing information, in contrast to a fresh set of surveys, the research was in a position to explore the topic in depth and from various perspectives. This method guaranteed undisputed and well-backed outcomes concerning the effect of staff training on guest satisfaction in Novotel Hotel.




[bookmark: _Toc213097111]

Chapter 4 Findings and Discussion 
1.22 [bookmark: _Toc213097112]Introduction 
 	This chapter presents the research findings that were based on secondary data. Instead of collecting new data from people, information was gathered from academic studies and industry sources. The analysis of the research was also supported by company reports and published materials. The objective was primarily to examine the effect of staff training on the guest satisfaction in hospitality industry. Novotel Hotels were a major example taken by the study. The obtained data has been critically evaluated in order to determine common themes and trends. These themes were categorized by the frequency at which they were used in the literature reviewed. The former theme justifies the good relationship that exists between the quality of staff training and quality of service delivery. Trained workers are able to effectively work and satisfy the expectations of the guests. The second theme is the significance of good communication and professional conduct among the hotel employees. The communication skills are useful in enabling the employees to deal with the needs of the guests in a polite and fast manner. The third theme is about motivation and confidence which comes as a result of constant training of the staff. Employees who are motivated and confident will provide a guest with a better service experience. The last theme is the role of the consistent training programs in the increase of the guest loyalty and satisfaction. In hotels, training improves the performance of employees and the quality of services and customer relationships (Mekoth et al., 2023). This helps in enhancing greater guest loyalty and long term success of Novotel Hotels.
1.23 [bookmark: _Toc213097113]Thematic Findings from Secondary Data
[bookmark: _Toc213097114]Staff Training and Service Quality
 	Many studies show that the training of the staff is related directly to high quality of service in hotels. Well-trained employees grasp their job duties better and provide a service with efficiency (Ali et al., 2021). They have the potential to resolve guest problems rapidly and make fewer mistakes. Research carried out by (EHL, 2024) concluded that regular training assists employees improve their technical as well interpersonal skills leading to smoother operations. In the case of Novotel Hotels, training is a key component of the service strategy of Accor. The company offers continuous courses in ways to treat guests, clean and treat the guests professionally. Reports from Accor (2023) are important in this context, to highlight that their Heartist training programme is about empathy, respect and communication in order to strengthen the quality of service. This demonstrates that good training is not only about the knowledge but about influencing the behaviour of employees to enhance the satisfaction of guests.
[bookmark: _Toc213097115]Communication, Professionalism, and Guest Experience
 	Another common finding in the reviewed sources is that communication and professionalism play a big role in guest satisfaction. According to the SERVQUAL model (AlOmari 2020), the elements of service quality consist of reliability, responsiveness and empathy all of which relied on strong communication skills. Studies indicate that when hotel staff communicates clearly and politely, the guests feel disrespected, and unappreciated. (Noorani, 2024), as well as, as explained by (Niles, 2014) and (Vick, 2018), professional communication has also built trust and comfort during the guest's stay. In Novotel, the features of the brand standards encourage staff to use positive body language, active listening, and explanation. This communication training helps employees to understand the guest's needs and deal with the complaints effectively. As a result, guests are more comfortable and satisfied.
[bookmark: _Toc213097116]Employee Motivation and Confidence
The key results of effective training programmes are the motivation and the confidence of the employees. Training does not only introduce new skills but it also makes employees more confident and enthusiastic about their work (Aktar, 2023). Employees who are well trained tend to have feelings of appreciation and respect by their bosses and this enhances the sense of commitment to an organisation. This feeling of worth and belonging makes the employees be more focused and proud in their work. The employees also have a sense of achievement when they acquire new knowledge and this enhances their attitude in the workplace. Employees who are motivated tend to take their work more positively and enthusiastically. Their motivation provides a friendly ambiance that customers are willing to feel once they enter the premises (Camilleri et al., 2023). It has been found out that a confident employee is more likely to provide more reliable and superior quality services (Christos Papademetriou et al., 2023). The Accor Group has developed training programmes around the world which are directed towards skill development and recognition in the case of Novotel Hotels. Such programmes have appreciation systems like certificates and in-house rewards which help in recognizing employee performance and gains. This kind of recognition enhances morale and motivates the staff to continue their performance at the same level. 
 	Employees feel confident once they feel trusted and supported hence they treat guests better. Self assurance enables employees to communicate better, complains to be addressed amicably and problems to be solved effectively. The behaviour improves the customer experience of the entire guest experience and leads to customer satisfaction. Wang et al. (2021) state that the level of employee motivation and confidence affects the perceptions of the guest regarding the quality of the services. Thus, investing in employee training will result in a better guest loyalty and positive reviews that Novotel will get indirectly. To conclude, employee motivation and confidence, which are acquired during training, are the essence of providing stable and high-quality service. Motivated employees would give a lasting experience that would reinforce the reputation of the Novotel in terms of quality hospitality and satisfaction of guests.
[bookmark: _Toc213097117]Consistency and Standardisation across Departments
It is also revealed in the secondary data that consistency in service is very critical in big chains of hotels. All Novotel hotels have the same high standards of service that the guests expect. They should be able to do this whether they remain in London, Paris or Dubai. The staff training provided to staff members, according to Christos Papademetriou et al. (2023), also makes the standard of services similar in all departments. These are the front office, housekeeping and the food and beverage departments. The regular and systematic training will enable employees to know their roles and be able to offer quality services. It also minimizes matters of confusion and discrepancies in performance among various branches of the hotel. Accor, the parent company of Novotel, gives the staff official operations manual. This guide will have straightforward training processes and customer care instructions to every employee (Ali, 2023). These rules assist employees to offer uniform service that suits the company. Using the standard procedures means that clients of the hotel are always guaranteed of quality and professional service. They should also be consistent in service in order to build trust and loyalty with the guests.
 	Customers who have experienced a good occasion will come back again. Dušan Mandić et al. (2023) confirm that this consistency enhances the image of Novotel throughout the world. It also promotes customer satisfaction that guarantees the reliability of the quality of service across all hotels. By adhering to common standards, the employees create a solid and cohesive brand identity. Customers in various markets are likely to be loyal to Novotel since consistency has enabled the company to achieve a competitive edge. Thus, service excellence predominantly involves staff training and standard operations.
[bookmark: _Toc213097118]Training and Guest Loyalty
A number of research studies have indicated the close connection that exists between training and guest loyalty. The satisfaction of the guests is also known to rise when employees do their tasks in confidence and with care. Guests who get quality service will be willing to make a repeat or refer others to the hotel (Anne-Celine Depierraz, 2024). Constant training of the employees will assist in enhancing knowledge, communication, and delivery of services. It helps them to address various guest demands in a professional manner and make unforgettable experiences. Such experiences ensure that the guests feel treasured and important in the course of their stay. It has been demonstrated that loyalty is enhanced by continuous training that is regular (Agyeiwaah et al., 2021). Staff will lose their drive and quality of services is likely to decline without constant training. It may decrease the level of satisfaction and repeat bookings in the hospitality business. It is also through training that employees are made aware of the expectations of guests as well as responding better to feedback. This healthy linkage between training and loyalty was confirmed in the 2024 performance report of the Accor Group. According to the report, the staff development programs in Novotel hotels led to increased number of repeat guests and higher score on online reviews. This demonstrates that staff training is a way of creating both short term and long term benefits to the hotels. 
 	The Human Capital Theory is also applicable to its findings (Arokiasamy et al., 2023). This theory states that the better skills and abilities of the employees are developed, the better will be the overall performance of the company and the trust that customers have on it. Hospitality is one of the areas where competent workers have a direct impact on the experience of the guest, which results in more loyalty and brand awareness. Thus, the more hotels are oriented to the continuous learning and staff development, the better the relations with guests are reinforced. Professional employees are more assertive, driven, and in a position to deliver excellent services. This consistent quality encourages guests to return and remain loyal to the brand. Hence, training programs play a vital role in ensuring lasting guest satisfaction and loyalty in Novotel Hotels.
[bookmark: _Toc213097119]Challenges in Implementing Effective Training
 	While the benefits of training are clear, in roughly the same vein in secondary sources there is also a demonstration of the challenges with training. (Nanu and Rahman, 2023) discuss that the hospitality industry faces high staff turnover which results in fewer long-term return of training. Many employees walk out once they have been trained and hotels have to spend their money time and again on new programs. Additionally, training needs to continue evolving with changing customer expectations and technologies (Dixit and Sunita Jatav, 2024). For example, the new requirements that modern guests are demanding are digital communication and sustainability awareness. Therefore, it is important for the hotels to cover these topics in their training. Novotel's management reports are learning modules that are continually updated to keep up with the trends and customer needs in the market.
1.24 [bookmark: _Toc213097120]Discussion
 The purpose of this discussion is to explain the research findings clearly. It connects the results with earlier studies and theories reviewed. The emphasis is put on the strong influence of the staff training on the guest satisfaction. The discussion is structured in accordance with key themes noted in the research. These are themes such as professionalism, friendliness, knowledge, efficiency and responsiveness at Novotel. Other themes are also the value of the guest, personalisation, consistency of the services and communication. The skills of problem solving, quality of services and loyalty and competence of the staff are also significant (Antic and Bogetica, 2024). The discussion of each of the themes occurs in relation to previous researches and models. As an illustration, guest satisfaction across the world is associated with professionalism and friendliness. The training of the staff can assist in enhancing those behaviours and corroborate earlier studies about service (Konstantinidou et al., 2023). The wisdom and professionalism make the guests feel special and loved at all times. The responsiveness and communication also instill trust and minimize guest’s dissatisfaction to a large extent. The uniformity between departments brings out the importance of good training programmes well. Problem-solving skill demonstrates how employee education helps in building confidence in the time of unforeseen difficulties (Suleyman Umit Senocak and Fatma Demirkiran, 2023). Loyalty to guests is seen when competency and quality of service are upheld at all times (Anderson, 2025). These findings are in line with literature indicating that training enhances the performance of hospitality services. The results validate the training influences on satisfaction and provide Novotel-specific findings that are evident.
 This finding agrees with Ali et al. (2021), in which the authors emphasize behaviour as a primary contributor to customer satisfaction in hospitality. The SERVQUAL model dimensions of empathy and assurance are also related to professionalism and friendliness (AlOmari, 2020). These attributes contribute to creation of trust and emotional comfort to every guest. They ensure that customers feel in their hotels, needed, respected and accepted. Training programs seem to work well in the building of required soft skills at Novotel. These competencies have a great impact on the guest experiences and satisfaction with hotel services. Professionalism has not been introduced by literature only through technical training. It also indicates motivation and confidence that employees acquire as a result of training programs (Papademetriou et al., 2023). The interviews with the staff of Novotel displayed that training enhanced job confidence and motivation. These advancements influenced the positive communication and interaction with the guests in the hotel by the staff. This confirms the Human Capital Theory that associates training with increased productivity (Arokiasamy et al., 2023). The staff development investment directly impacts the staff performance and satisfaction of the customers. Nevertheless, employees also reported incidences of inconsistency in training at Novotel. The frequent refresher courses would reinforce long-term outcomes and make the experience of the guests even better (Bardukova, 2023).
 This discovery is similar to Li et al. (2020), who emphasized the knowledge of staff. Educated employees assist in the development of better guest confidence and loyalty (Gunawardana et al., 2024). In the case of Novotel, knowledge is significant due to the fact that it operates in the international market. Hotel guests will be relying on employees to provide services and local advice. This is explained using SERVQUAL model in terms of assurance and reliability service dimensions. Well informed employees will give correct information, and this enhances reliability in service provision. The guests appreciate the fact that staffs are able to respond appropriately to their needs. Prem Sagar Menghwar and Daood (2021) state that this is well explained by the Human Capital Theory. According to the theory, competence is a result of devoted training and investment in skills. Investment in the development of the employees by the hotels enhances their skills and efficiencies in their jobs. The competence of the staff demonstrates the organisational endeavor to enhance the quality of service delivery by means of learning. It implies that the employees will work better with the right type of continuous training programs. These results indicate that product-knowledge training is useful in enhancing the standards of service. The people who are aware of hotel products and procedures can provide better service to the guests (Huang et al., 2023). Employees who feel confident have a positive interaction with the guests and serve their requests more effectively. This trust is directly related to the guest satisfaction and is the determinant of the long-term brand perceptions. Employees that are well trained cause less errors, leading to reliability and customer confidence. Training also assists employees in knowing how to solve issues of guests in a calm and fast manner. It also makes sure that every guest is delivered with the same and quality service during their time. Nithiaprathap Paneerselvam et al. (2024) believe that training also minimizes errors when performing service operations. This accuracy will result in increased customer satisfaction and general performance in hotels. In the case of Novotel, the constant training programs play a critical role in ensuring a good brand reputation. Employee training creates a team which is flexible to the needs of guests and trends in the industry. It also promotes innovation and flexibility which are very crucial in the contemporary hospitality. The frequent training programs enable the employees to refresh their knowledge and skills to improve their performance. This continuous learning culture facilitates motivation and professional development of employees in the organisation. All the employees become loyal and productive at their work places when they feel that they are important and they can do something. The training also enhances the teamwork and communication among the departments of the hotel with an aim of enhancing coordination. This has led to the seamless delivery of professional services to the guests at all points of contact. Hence, Novotel must continue to invest in holistic and systematic training of staff. This will aid in ensuring that the guests remain satisfied, services are maintained and that the brand loyalty is successful. Trust and competitiveness in the hospitality industry is guaranteed in the long run by continuous development of staff skills.
 The invention of personal value is closely related with the level of guest satisfaction. Singgalen (2024) stated that the emotional experiences tend to be of greater significance compared to the real offerings. This fact demonstrates that facilities are not as important as personalised attention. The communication and interaction with the guests were trained by Novotel, which brought good results. Employees could interact with customers in a way other than offering simple service. This outcome is the direct result of the empathy aspect of SERVQUAL. Empathy implies individual care and concern over every guest. The employees who have undergone customer care training deliver warm experiences that create loyalty among the guests (Wang et al., 2025). The results indicate that the staff training program at Novotel is effective in developing a customer-oriented attitude amongst the employees in the organization. Visitors usually recognize the real attempt of the personnel to serve personal needs. This will assist in establishing a friendly and a nurturing service atmosphere to every guest. It also demonstrates that the employees are aware of the need to pay attention to the personalities and empathy. As stated by Viterouli et al. (2024), the importance of personalisation to enhance the guest satisfaction is significant. Nonetheless, employees have also complained that they have been struggling due to insufficient follow up training programs. Employees might not be able to stay at high levels of empathy unless they are reinforced on a regular basis. The ongoing learning is necessary to ensure that service standards remain similar in all the departments. Refresher training may assist in keeping the employees abreast with the dynamic guest expectations and service approaches. The continuous improvement enhances employee self-esteem and development in the organisation too. The frequent training will make sure that the concept of personalisation is at the center of service culture. Viterouli et al. (2024) highlight that a continuous improvement helps establish emotional attachment with customers. This relationship plays an important role in developing meaningful and fulfilling hospitality experiences. The motivation and the teamwork among the staff also improves when they are assisted with regular training. The sense of appreciation makes the employees work towards providing quality customer care service day in, day out. Service quality in Novotel can be increased further with the potential increased follow-up training. It would assist in keeping the employees motivated and focused on the company objectives and principles. Despite the limited challenges, the organisational performance of Novotel is overall positive. Visitors still place the hotel high in terms of friendliness, professionalism and the quality of the service offered. Nonetheless, the main gap that is observed is in training reinforcement management. The initial training can have a positive influence, but these positive outcomes can lose their effectiveness with time in the absence of a regular reinforcement. This may cause differences in the service delivery and decreasing the satisfaction among the guests. This reinforcement continued training management would play a great role in bridging this gap. It would also keep the employees of Novotel offering warm and personalised service at all times. This reaffirmation of the staff development is critical to ensure high standards of Novotel. The empathy, motivation and customer satisfaction will be maintained over the long term by the continuous training.
1.25 Summary of Findings
 	According to the secondary data staff training is significant in enhancing the guest satisfaction. It shapes the employee communication, performance, and behavior when attending to the guests. Training assists the staff to acquire confidence, professionalism and even motivation in their daily activities. It also makes sure that the quality of services is maintained in various departments and branches of the hotel. The appropriate training enables the employees to be knowledgeable on the needs of guests and provide them with a better level of services. The study and corporate reports indicate that the continued training program in Novotel has robust positive influence on the rate of satisfaction among the guests. These programmes establish a culture of lifelong learning and mastering of skills in an organisation. Consequently, the guests will get improved services and this translates to positive reviews and increased loyalty. Nevertheless, to sustain such outcomes, hotels should keep on updating their training material on a regular basis. The performance of the employees should also be monitored and feedback given on how to improve it. The ongoing process of evaluation will make the training process relevant and effective to address the evolving guest expectations. In addition, the employees are encouraged to become lifelong learners as a way of remaining active and dedicated. These findings will be discussed in terms of their associations with existing theories in the next section. The SERVQUAL model describes the impacts of the dimensions of service quality on the satisfaction of the guests. The Human Capital Theory emphasizes the importance of investments in skills and knowledge of the employees. All these theories combine to demonstrate why training is the key to success in the hospitality industry in the long run. They also show how effective training strategies are capable of generating a great competitive advantage to hotels such as Novotel.
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1.26 [bookmark: _Toc213097123]Conclusion
 	The analysis indicated that the training strategy of Novotel is aimed at ensuring that there is uniformity in service delivery across its international estates. This uniformity however does overlook the local expectations of guests and culture at times. A less global, more localised training process can thus enhance flexibility and realness when dealing with guests. The literature review revealed that the training effectiveness was also requiring not just design but also commitment of the leadership and motivation of staff. The training is most effective when the workers know the reasons and individual growth prospects are perceived. Well-designed programs may be rendered ineffective without the managerial reinforcement. There should be leadership participation in the areas of follow-up, coaching and constant feedback analysis in order to maintain the performance changes.
 	The research concluded that staff turnover has remained a significant issue in the hospitality business, Novotel included. Large turnover rates also come with high operational costs since every new employee has to be trained; both as an initial and as a refresher training. Intensive recruitment processes lessen the returns of training programs in the long term and complicate service continuity. The real concern regarding the solution of this problem is based on the retention strategies and career development opportunities that will place us at the appropriate level of productivity and training redundancy. The report concluded that training has been not only an instrument of acquiring skills, but also a motivational instrument that increases loyalty. When employees are made to feel that they are appreciated by being given a constant professional growth, chances are that they will be more dedicated and deliver their best. The results were also in line with the theoretical framework of the Human Capital Theory, which holds that investors consider employees as assets and the worth of these assets increases with investment in training and education. The further the organisation invests in staff development, the better the quality of the services and customer satisfaction is improved. In the same manner, it can be said that according to the SERVQUAL model such dimensions as responsiveness, empathy, and reliability are directly impacted by well-trained employees. It was found that, in cases where training is consonant with these dimensions, the training results become more quantifiable and long-term oriented. Hence, training must be viewed as long term investment and not as a short term operation expense.
 	Nevertheless, a number of weaknesses were found in the training practice at Novotel. It is not easy to measure the real payoff of training investments because the long-term impact assessment is absent. The connection between the guest experience and staff performance is poor due to little customer feedback integration to the training contents. The research also established that service delivery among international employees may be influenced by the cultural differences, despite undergoing standard training. This underlines the necessity to incorporate the cultural intelligence as well as diversity management into trainings modules. Training success is not just a matter of content, but how it has appealed to the various employee backgrounds. The other key finding of the study is that the hospitality industry needs to adopt digital revolution in the delivery of training. Increased need of elastic learning solutions in terms of flexibility and technology necessitates the hotel to invest in online learning systems, virtual simulations, and information analytics packages. The innovations can render training more interactive, measurable and efficient. The capacity to introduce digital learning in Novotel will enhance the accessibility and engagement and minimise costs. Incorporating technology with human interaction is the future of training in the hospitality sector as it will produce adaptive learning environments. 
 	The report concluded that the performance of any hospitality organisation, such as Novotel, is highly connected with the power and the willingness of the workforce. Life-long training develops confidence, competence, and consistency- all of them lead to customer satisfaction and brand loyalty. In the case of Novotel, the results affirm the necessity of having both a well-organized and a loose staff training strategy. A standardisation based training strategy coupled with localisation can make the company more responsive and guest-oriented. Conclusively, the findings of this study suggest that staff training is a crucial factor to influence guest satisfaction and organisational success in hospitality industry. Ongoing employee training will result in an increase of service quality, better relationships with the guests, and the elevated staff morale. In the case of Novotel Milton Keynes, the establishment of a learning and professional development culture will not only be beneficial in terms of operational efficiency, but also will improve its service-oriented and customer-centric image as a hotel. Therefore, for long-term guest satisfaction in a fiercely competitive market, it is important to focus on employee training.
1.27 [bookmark: _Toc213097124]Recommendations
 	Novotel must develop an acceptable system of assessment of effectiveness of all the training programs. The framework will involve pre and post training tests where the knowledge, skills acquisition and behaviour change can be measured. Dependent KPI such as the score of the levels of customer satisfaction, rate of service recovers and rate of employee retention should be under consistent observations. Future training design and delivery should be informed by feedbacks by the guests and employees. This evidence based practice will make sure that resources are efficiently invested and results are measurable. Assessment of the framework after every few months will also be a form of ensuring the constant refinement and responsibility of training practices.
 	The study has demonstrated the importance of follow-up sessions, which build the skills learned in the long run. Innovative training programs should also be implemented quarterly by Novotel as part of its refresher training on the areas of communication, empathy, and problem-solving, which are the core areas of service provision. Micro-learning could be designed in short and focused sessions, and could be implemented during the weekly team meetings as a means of staying engaged. Constant learning will eliminate skills and make the employees adjust to host evolving demands. The training programmes must be based on different departments and shifts. Regular reinforcement is an effective way to increase knowledge retention and make employees sure and motivated to provide high-quality services.
 	Mentorship initiatives have the ability to augment learning within the workplace by matching the experienced personnel with the new workforce. Experienced employees are able to offer their hands-on information, service methods, and problem solving solutions to supplement formal education. Peer learning promotes teamwork, cooperation and common responsibility of service delivery. Mentorships are also beneficial to lower the turnover as they contribute to the sense of belonging and enhancing professional growth. Such a system will provide a conducive learning atmosphere whereby employees always give feedbacks to one another and enhance together. Novotel ought to officially appreciate mentors who have exhibited the aspect of leadership in facilitating team enhancing.
 	In order to achieve flexibility and learners involvement, digital learning platforms and simulation-based modules should be employed at Novotel. The online training systems give the employees convenience and consistency as they can have access to the learning materials anytime. Virtual simulation may recreate real-life situations of a guest as it can assist the staff to practice in response to complaints, special request and cultural interaction. Online analytics programs are able to monitor the progress of the employees as well as detect areas of improvement. This is an efficient technology-based learning that is in line with the expectations of the new workforce in the hospitality industry. A combination of digital and face-to-face approach will deliver a balanced, interactive, and cost-efficient training ecosystem.
Novotel should create a greater relationship between training design and guest feedback. The analysis of data should be done regularly through surveys, reviews provided online and through the complaints to detect repeated service difficulties. Such lessons should be included in the training topics, and in real-life scenarios. For example, when guests complain that they are delayed either during the check-in or lack of empathy, this training should focus on such issues. 
Moreover, the inputs provided by the guests and the employees should also be incorporated continuously into training design and implementation at Novotel Milton Keynes with the help of a structured feedback-driven learning framework. The systematic analysis of the guest feedback gathered by post-stay surveys, online reviews, and in-person comments must be developed to determine the new areas of service deficiencies and new behavioural expectations. Similarly, it should appreciate employee feedback as a source of training relevancy, eliminating disengagement, and promoting professional development ownership needs. By making organising an open feedback culture with the ability of employees to present issues and recommendations, the team will develop a collaborative and responsible culture. The use of regular team debriefing and feedback sessions will aid in establishing any patterns of recurring service trends and skill gaps to enable training material to be updated accordingly. 
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