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[bookmark: _Toc181963292]Abstract
The impact of staff training and development on operational performance and guest satisfaction in the hospitality industry is critically examined in this study using Ibis Nottingham as a case study. The research, which focused on front office operations, examines how rigorous evaluations, employee engagement, personalised training programs, and on-the-job training either support or undermine corporate goals. This study provides a comprehensive analysis of training effectiveness in a budget hotel setting via the lens of five key topics identified in the literature: long-term training evaluation, balancing operational effectiveness and guest satisfaction, and tailored staff training.
The literature indicates that to address specific operational challenges that are unique to each hotel's clientele and environment, bespoke training programs are required. However, Ibis Nottingham's current training initiatives are mainly general, leaving gaps in staff readiness to deal with high visitor volumes and particular local demographics. As a result, a crucial discovery indicates that customised, scenario-based training may close these gaps and improve employee proficiency and visitor happiness. Furthermore, while operational effectiveness is a top priority for low-cost hotels, putting it ahead of the visitor experience might lower satisfaction levels. Ibis Nottingham's present emphasis on technological proficiency sometimes ignores the value of people skills, resulting in effective operations at the expense of fostering friendly visitor relationships. 
The study also emphasises the value of on-the-job training as an affordable way for low-cost hotels to encourage the development of practical skills. According to observations, Ibis Nottingham would benefit from putting in place a structured mentorship program for new recruits to encourage information exchange and hasten their integration into the hotel's standards. Because there aren't enough interactive components or opportunities for one-on-one feedback, employee involvement in training sessions remains low despite these advantages. This disengagement reduces the possibility that training programs will lead to improved operational practices.
Lastly, the study identifies a flaw in the evaluation of training's long-term impacts at Ibis Nottingham, which makes it more challenging to quantify improvements in operational efficiency and visitor pleasure following training. The study recommends setting up a framework for tracking key performance metrics so that the hotel can make data-driven choices about how effective training is.
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[bookmark: _Toc181963294]Research Background
Employee development and training are one of the most important components of the hospitality industry, which will help create high levels of productivity and guest satisfaction, which will provide competitive advantages (Jibril and Yeşiltaş, 2022). Employees in the front office are those who interact with guests first, thus, it is crucial to provide proper training for them. Research shows that well-trained staff in the delivery of their services are likely to enhance the flow of operations and therefore the quality of service delivered to guests. But studies show that various hospitality firms such as the budget hotel chains fail to commit sufficient funds towards training programmes because of the financial challenges (Stefanov, 2023). The main subject for this case study is Ibis Nottingham and the role of front office training in terms of effectiveness and rating results.
[bookmark: _Toc181963295]Research Rationale
Increased competition and high customer expectations in the hospitality industry make it more essential for hotels today to attain a frontline operation and performance (Ibrahim and Rasheed, 2024). The justification for this study is to fill a gap in knowledge on how structured employee devotement influences operational performance and net customer satisfaction in budget hotels. Leveraging this research on Ibis Nottingham will offer answers to a hypothesis of whether any targeted training would increase efficiency and even augment the experience for the guests in the specific hospitality setting This will offer useful recommendations that can be beneficial to improve the resource allocation towards the training in similar environments for hospitality.
[bookmark: _Toc181963296]Research aims and objectives
Aim: 
This study aims to investigate the impact of employee training and development on operational efficiency and guest satisfaction in the front office of Ibis Nottingham within the hospitality industry.
Objectives: 
· To analyse existing literature on the relationship between employee training, operational efficiency, and guest satisfaction in the hospitality industry.
· To evaluate the impact of specific training and development programs on the operational efficiency of the front office at Ibis Nottingham.
· To recommend effective training strategies to enhance both operational efficiency and guest satisfaction at Ibis Nottingham’s front office.
[bookmark: _Toc181963297]Literature Review
Training of employees, productivity, and customer satisfaction issues have received great attention across the various literatures in the hospitality sector. However, the nature of these relations, especially those within front office operations in budget hotels has not garnered as much attention as it should from scholars (Laachach et al., 2024). This literature review aims to provide a critical analysis of the existing literature in relation to the role of training and development and its effects towards enhancement of performance and guest satisfaction of Ibis Nottingham and similar hotels.
[bookmark: _Toc181963298]Employee Training and Operational Efficiency in the Hospitality Industry
The hospitality industry involves constant contact with customers, so high employee competence is crucial for its functioning (Roy and Pagaldiviti, 2023). According to several authors, the application of training increases employees’ skills and knowledge, thus influencing operational effectiveness (Sahibzada et al., 2022). According to the authors of Mohaghegh and Furlan (2020) paper, through structured training programmes, the staff acquires problem-solving skills that minimise mistakes and losses. This view agrees with Rosenzweig et al. (2024) assertion that the frontline employees in the hotel seem to be more capable of addressing the needs of their guests and reduce instances of disruption of service, which in enhanced productivity. On the other hand, some research indicates that there is no guarantee that training resulted in an increase in operational performance because of contextual factors such as size of the hotel, staff turnover, and budget limitations among others (Ntavitavian, 2020). For instance, Ibis is considered a low-tier hotel brand, and it is financially constrained, preventing the company from investing in highly elaborate training processes (Burkert et al., 2022). Fixing the problem of operational expenses imperative results in minimum or even infrequent training, even though Dickerson et al. (2024) has observed that this causes underperformance and high turnover rates. However, according to Guloba et al. (2021), even the most basic hotels can consider achieving operational efficiency by adopting the right, skill targeted training focusing on high impact roles like front desk employees and noting that quality beats quantity when it comes to training.
[bookmark: _Toc181963299]Impact of Training on Guest Satisfaction
In the hospitality industry, customer satisfaction is greatly driven by the services provided by frontline employees, especially in the front office since it is typically where guests have first contact with the establishment (Jawabreh et al., 2022).  Research shows that training helps to improve employee skills, which are necessary for operational and interactive work with guests, and not only technical knowledge (Kumar, 2021). Communication skills, conflict management, and customer service training have delivered the highest guest satisfaction, following the assessment of the role of employee competencies with different customers (Al-Hyari et al., 2023).
However, the positive impact of training in improving guest satisfaction might be contingent upon factors such as employee participation and training utility (Memon et al., 2021). For instance, generic or standardised training could be ineffective in dealing with issues that front office staff in various hotels might encounter, including Ibis Nottingham. This limitation is understandable and consonant with the study conducted by Naranjo et al. (2020) showing that outcomes of training enhanced when programmes match operations of the organisation. Similar to this, Singgalen (2024) support the current performed contextual training for the budget hotels and conclude that the guest satisfaction can be enhanced to a higher degree more effectively if the training is conducted according to the customer characteristics and the service expectation levels of the budget hotel. From this perspective, one gets the impression that it is high time for Ibis Nottingham to assess the relevance and applicability of the implemented training modules (Gardner-McTaggart and Bush, 2022).
[bookmark: _Toc181963300]Evaluating Training and Development Programs in Budget Hotels
Large hotels may be able to allocate resources to employ effective and comprehensive talent development programmes; however, limited resources are common for budget hotels such as Ibis, which translates into constrained capacity for training investments (Paul, 2023). Other scholars have suggested that budget hotels can improve efficiency by applying ‘high-leverage training’ which targets necessary aspects of a worker’s job that affect the operation on a daily basis (Wollard, 2022). This approach supports the conclusions drawn by Stringam and Gerdes (2021) that the training courses focused on critical skills in such sectors as front office are helpful to prevent cheque-in delays and manage guests’ requests, which contribute to the company’s performance.
Further, the study found that integrating on-the-job training with these workshops could be implementable and effective to improve the competency of the staff of budget hotels without the negative impact on business operations (Srivastava et al., 2020). Al-Zoubi et al. (2022) explain that on the job training helps staff learn within their workplace, thereby enabling the practical and effective use of skills. Specifically, this model is helpful in the front office where employees deal with current issues, which are hard to stage in a class (Calvaresi et al., 2021).
[bookmark: _Toc181963301]Training’s Role in Balancing Operational Efficiency and Guest Satisfaction
Findings show that it still proves uneasy for hotels to balance between satisfying the guest needs and clients’ operational requirements and effectiveness particularly in limited-resource contexts (Sharma et al., 2024). While training has been viewed as critical, its contribution on the quest for both efficiency and guest satisfaction may not be straightforward. Ali et al., (2022) noted that although skill-based training increases performance, professional positions in the hospitality industry require both technical competence and interpersonal skills thus it is crucial to incorporate the two types of training components efficiently. According to their research, the solution is that Nottingham, like other hotels such as ibis Nottingham that might not afford to train their staffs more often, should embrace a combination of technical and interpersonal training as the key to improving the efficiency and customer satisfaction.
Furthermore, there is a lack of research on the effects of training on operational performance and guests’ satisfaction in budget hotels, whereas a significant number of studies investigate short-term consequences (Demydyuk and Carlbäck, 2024). This research gap is particularly significant to Ibis Nottingham, because information on the training returns could help in improving the organisation’s operations in the long run.
[bookmark: _Toc181963302]Research Gap 
Therefore, while prior research finds evidence for enhanced operational efficiency and guest satisfaction through training, a gap in practise and research literature explains how training impacts budget hotel operations, and staff positions in the front office in particular. Previous research has explored the overall benefits of employee development in the hospitality sector (Aboramadan and Karatepe, 2021); however, extant literature contains a paucity of research that focuses specifically on the effects of training in budget hotel organisations that often have limited resources. This study will therefore fill this gap by exploring the context-specific needs and effectiveness of front office training at Ibis Nottingham, with a view to generating theoretical and practical knowledge of the implementation and effectiveness of bespoke training solutions in low-supply, high-demand hotel environments.
[bookmark: _Toc181963303]Case Study Methodology
Case study research is a type of qualitative research that enables the researcher to study various events, cases, or situations in their natural setting (Schoch, 2020). The case study approach is more effective as it centres on analysing certain cases of organisational practises, including training and development in the hospitality industry. As a research design, it has the advantage of delving deeper into the various aspects and forces at work hence suitable for this research topic.
[bookmark: _Toc181963304]Benefits of Case Study Methodology
Another advantage of case study research is that it lets the researcher understand the context in which the phenomenon under study exists. One of the advantages of case analysis is the ability to clearly convey the full picture of real circumstances, which may not be apparent when using other approaches (Dźwigoł, pers com). Secondly, case studies help to collect diverse and detailed research data through various methods, including interviews, observations, and analysis of the documents available (Wood et al., 2020). The findings of this study will thus be stronger if there is triangulation of data as a way of improving the credibility and reliability of results.
[bookmark: _Toc181963305]Limitations of Case Study Methodology
Moreover, there are some limitations associated with case study research methods that can be discussed below. Researchers themselves may bring biases to the study due to the interpretation of data, because of their own experience and worldview (Bergen and Labonté, 2020). Secondly, the results derived from this research will be possibly confined to a particular case only and thus, may not be transferable to other organisations (Paparini et al., 2020). If other forms of research methods are not employed, then a limited understanding of the phenomenon under study will be obtained from case studies alone.
[bookmark: _Toc181963306]Techniques Used in the Study
Besides the case study method, this work will also use reflective writing and netnography. On the basis of the reality that reflective writing helps the researchers think through the process as well as the subjectivity involved in the process of doing research, it is important for researchers (Yuan et al., 2018). It can also be useful in enhancing the assessment of the researcher’s bias, which may be there in the study. On the other hand, netnography is a research technique that is applied for studying online communities and interactions in an effort to identify and evaluate certain participants’ behaviours and attitudes observed in the latter (Kozinets and Gretzel, 2024). This method is applicable to this research since it allows the researcher to get a real life feel of the experiences of the employees and guests regarding the front office of Ibis Nottingham. Hence, with the adoption of the study’s methodological frameworks, which include case-based approach, netnography, and reflective writing, this study aims to gain a general view of the function of employee training to operational speed and guests’ satisfaction (Bhattacharyya and Dash, 2021).
[bookmark: _Toc181963307]Case Study Discussion 
[bookmark: _Toc181963308]Background Information 
Ibis Nottingham Centre is found in the Lace Market trading region, making it easy for clients to access the key social culture hub of Nottingham. This contemporary hotel provides guest service features a 24-hour front desk and contemporary bar, perfect for business and leisure purposes (Guestreservations, 2024). All the clean and spacious rooms have a flat-screen television, fast internet connexion, and a private bath that improves the guests’ comfort. Located near Motorpoint Arena and Victoria Shopping Centre, the hotel presents itself as a convenient option, though it has to deal with both economy and luxury competitors; training and development are vital in order to sustain desirable operational productivity and increase the level of guest satisfaction.
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Fig1: Logo of ibis Hotels
Source by: (Seeklogo, 2024)
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Fig 2.: ibis Nottingham Centre
Source by: (Guestreservations, 2024)
[bookmark: _Toc181963309]Current Operations 
The ibis Nottingham Centre can best be described as an economy hotel with the ability to attract a lot of guest traffic. Placed in the centre of the Lace Market district, the hotel has 142 rooms including those adapted for people with disabilities and rooms for families. Facilities and services include free Wi-Fi, flat-screen TVs with Freeview, and en-suite facilities with power showers. 
The hotel emphasizes sustainability by implementing environmentally friendly practices, including reducing single-use plastics and food waste. Guests can enjoy a 24-hour bar and lounge that serves a variety of drinks and light snacks, alongside discounted overnight parking at the nearby Lace Market Car Park.
With its central location, the ibis Nottingham Centre is within walking distance of local attractions, shopping areas, and nightlife, making it ideal for both leisure and business travellers. The hotel is conveniently situated just a five-minute walk from Nottingham railway station and approximately 21 kilometres from East Midlands Airport, enhancing its accessibility for visitors. Customer satisfaction is reflected in positive reviews, with a rating of 4.2 out of 5, highlighting its comfortable accommodations and friendly service (all.accor, 2024).
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Fig 3: Amenities in Ibis Nottingham Hotel
Source by: (all.accor, 2024)
[bookmark: _Toc181963310]Turnover and Staffing
Ibis Nottingham Centre, part of the Accor Hotels group, operates within the budget hotel sector, catering primarily to cost-conscious travellers. While specific turnover figures for the hotel are not publicly available, it can be inferred that as part of a larger chain, the hotel benefits from a consistent flow of guests due to its strategic location and the brand’s reputation for affordability. The hotel features a staffing model typical of a mid-sized establishment, likely employing around 30 to 50 staff members, including front desk personnel, housekeeping, and management (all.accor, 2024).
[bookmark: _Toc181963311]Number of Branches and Locations
Ibis Hotels operates over 1,200 properties globally, with a significant presence in the UK. The Nottingham Centre location at 16 Fletcher Gate is one of the key branches situated in the heart of Nottingham, easily accessible by public transport and close to local attractions (all.accor, 2024). Other notable Ibis branches in the vicinity include Ibis Budget Leicester and Ibis Budget Derby, reflecting the brand's commitment to providing budget-friendly accommodations across the East Midlands.
[bookmark: _Toc181963312]Geographical and Cultural Context
Located in Nottingham’s historic Lace Market district, the Ibis Nottingham Centre is surrounded by a vibrant cultural scene. Nottingham is renowned for its rich history, including connections to Robin Hood, and is home to attractions such as Nottingham Castle and the Motorpoint Arena (all.accor, 2024). The hotel’s proximity to shopping districts, nightlife, and public transport—specifically, the Nottingham railway station just a five-minute walk away—enhances its appeal to both leisure and business travellers.
The region boasts a diverse population, with Nottingham being a hub for education and culture, hosting universities and a variety of events throughout the year. Tasty food markets, art galleries, and theatres are also part of Nottingham’s cultural landscape, which the tourists can enjoy (Hopkin, 2022).
[image: ]
Source by: (all.accor, 2024)
[bookmark: _Toc181963313]Sustainability Initiatives
It is also reported that Ibis Nottingham Centre has carried out some measures that are conducive to environmental preservation, including the unnecessary minimization of the use of plastics and exploitation of energy. This is in line with the increasing emphasis that travellers place on the sustainability factor of their accommodation (Baena and Cerviño, 2024).
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	PEST Factor
	Description
	Impact on Hospitality Industry

	Political
	Government policies, regulations, and political stability.
	Fluctuations in the legal requirements regarding taxes may influence company cost structures and profits (Devereux et al., 2020). On the one hand, political stability thus fosters investment and on the other hand political instability can discourage tourists.

	Economic
	Economic growth, inflation, and disposable income levels.
	A robust economy increases consumer spending on travel and dining, boosting hospitality revenues (Zhang et al., 2024). However, economic downturns or rising inflation can reduce disposable income, impacting demand.

	Social
	Changing consumer preferences and demographics.
	Changes in people’s lifestyle and their growing concern towards their health are modifying service provision. The increasing number of elderly people may also alter the preference for convenient services and spaces (Robinson et al., 2020).

	Technological
	Advancements in technology, such as online booking systems and mobile apps.
	Adopting technology helps in the achievement of higher customer satisfaction due to better delivery of service, efficient and effective marketing and management (Donald and Donald, 2024). However, it demands a high level of investment and changes.


Political
Government policies, regulations and political stability greatly influence the success of the hospitality industry. These external factors may include: Fluctuations in taxes may have a strong impact on operation costs and returns. For example, if we consider the argument that the state government should increase tourism taxes, then it might discourage the visitors. Also, political stability enhances a positive environment for investment, thus promoting the tourism sector, while political instability may lead to reduced tourist traffic due to insecurity (Khan et al., 2021).
Economic
Many factors, including the pace of growth, level of inflation, and consumers’ disposable income, affect the hospitality industry. Increased spending is linked with a healthy economy, which means more people pay for travel, meals, leisure, which in turn mean higher revenues for the hospitality sector. On the other hand, in a situation of recession or increased inflation, people might cut on their unnecessary expenditure and therefore affect the demand for hospitality services (Tai, 2024).
Social
Social factors include shift in customer consumption patterns and customer base. Hospitality operations also strongest and emerging business trends contend with a heightened focus on health and sustainability concerns, pushing hospitality businesses to formulate service strategies (Zhang et al., 2023). Besides, it will be vital to address such demographic characteristics as the percentage of ageing people, which may affect the organisation of hospitality facilities and services.
Technological
Technological advancements, such as online booking systems and mobile applications, are revolutionizing the hospitality industry (Thakur, 2022). By embracing technology, businesses can enhance customer experience through improved service delivery and efficient operations. However, integrating new technologies requires significant investment and a willingness to adapt, which can be challenging for some establishments.
[bookmark: _Toc181963315]SWOT Analysis
	Strengths
	Weaknesses

	1. Strong brand recognition within the Accor Group.
	1. Limited luxury amenities compared to competitors.

	2. Central location in Nottingham attracts business and leisure travellers.
	2. Dependence on a price-sensitive customer base (Tomczyk, 2023).

	3. Affordable pricing strategy appeals to budget-conscious guests.
	3. Smaller property size may limit capacity during peak seasons.



	Opportunities
	Threats

	1. Increasing domestic tourism due to the pandemic recovery.
	1. Economic uncertainties affecting consumer spending.

	2. Growing demand for sustainable hospitality practices (Legrand et al., 2022).
	2. Intense competition from other budget and mid-range hotels.

	3. Technological advancements enabling enhanced customer experiences.
	3. Political instability impacting travel regulations and tourism.


The SWOT analysis of Ibis Nottingham Hotel highlights its strengths, weaknesses, opportunities, and threats. Strengths include strong brand recognition within the Accor Group, a central location that attracts diverse travellers, and an affordable pricing strategy catering to budget-conscious guests (Page and Connell, 2020). However, weaknesses involve limited luxury amenities, reliance on price-sensitive customers, and a smaller property size that may restrict capacity during peak times. Opportunities lie in the rising domestic tourism due to post-pandemic recovery, increasing demand for sustainable practices, and technological advancements enhancing guest experiences. Conversely, threats encompass economic uncertainties affecting spending, fierce competition, and potential political instability impacting travel (Iștoc et al., 2024).
[bookmark: _Toc181963316]Competitor Analysis 
	Competitor
	Price Range (per night)
	Quality Assessment
	Comparison to Ibis Nottingham

	Ibis Nottingham
	£60 - £90
	Good quality with essential amenities. Clean, modern design, and comfortable bedding. Strong brand reputation within Accor (Dasgupta and Jamader, 2024).
	

	Premier Inn
	£65 - £100
	Similar quality to Ibis with a slightly more upscale feel. Offers family-friendly options and good breakfast.
	Slightly higher price but offers more extensive amenities, potentially appealing to families.

	Travelodge
	£50 - £85
	Basic accommodations with limited services. Quality can vary by location, but generally meets budget traveller needs (George, 2021).
	Generally lower-priced; however, quality and amenities may not match Ibis standards.

	Holiday Inn Express
	£80 - £120
	Offers complimentary breakfast and a higher standard of service. Rooms are modern and well-maintained.
	Higher price point but with better amenities and service quality.

	Hilton Garden Inn
	£90 - £140
	Superior quality with extensive facilities, including dining options and fitness centres.
	Significantly higher price with premium service and more luxurious experience.


Ibis Nottingham competes effectively in the budget segment, offering good quality at a competitive price. However, competitors like Premier Inn and Holiday Inn Express provide enhanced amenities at higher price points, presenting both challenges and opportunities for differentiation in the market (George, 2021).
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Source by: (Tripadvisor, 2020)
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Source by: (Glassdoor, 2022)
Ibis Nottingham Hotel, located in the vibrant Lace Market area, has garnered an overall rating of 4.0 out of 5, based on 1,656 reviews, ranking #26 out of 41 hotels in Nottingham (Tripadvisor, 2020). Guests often praise its prime location, with easy access to popular attractions like Capital FM Arena and a variety of nightlife options. Reviews frequently highlight the hotel’s amenities, including free Wi-Fi and 24-hour snack service, which contribute to its appeal among budget-conscious travellers.
However, not all feedback is positive. Reviewer Steviefox69 mentions that while the check-in process was efficient and the location excellent, the room was "tired" with a disappointing view of a brick wall. This critique reflects a common sentiment that, despite being marketed as a budget option, some rooms may not meet the expectations of guests seeking more modern accommodations. The phrase "average Ibis budget even though it’s not a budget" resonates with many, suggesting a perceived disconnect between pricing and quality (Tripadvisor, 2020).
Conversely, Suzanne H shares a glowing review of her five-night stay, describing the room as spotless and commending the warm welcome from staff. This positive experience highlights the importance of good service quality which is also well articulated in comments such as ‘good management’ and ‘great staff.’
Despite a predominantly positive customer rating for the hotel, the two areas that feature constant complaints include poor room conditions and expensive services, putting into question Ibis Nottingham’s performance in a competitive market. As evidenced by the employee reviews, lack of high wages is still an issue suggesting possibilities of staff turnover that affects customer service later (Glassdoor, 2022)
[bookmark: _Toc181963318]Summary of Key Findings 
In the line of economy hotels, Ibis Nottingham Centre is uniquely located in the Lace Market part of the city, which would attract tourists as well as business travellers. It has 142 comfortable and simple rooms along with basic amenities for budget travellers and serves as an advocate for environmentally friendly practises such as cutting the use of plastics. However, guests can find cheaper accommodation at nearby competing hotels including Premier Inn or Holiday Inn Express which provide even a broader range of services (Gursoy et al., 2022). Guest reviews focus on what the hotel does well, like location and services; however, it reveals mixed results in the room experience, where improvements can be made. Therefore, the Ibis Nottingham Centre’s location, affordable pricing model, and guest-oriented approach make it advantageous within the context of the market environment, but better consideration of guest experiences and improvements of the hotel’s operational performance will be the keys to the company’s success.
[bookmark: _Toc181963319]Theme Exploration 
[bookmark: _Toc181963320]Theme 1: The Importance of Tailored Employee Training
It is an understanding that performance improvement in the hospitality industry requires training to ensure that the employees are competent enough for the job. Sahibzada et al. (2022) has pointed out that training programmes The need to develop specific training programmes tailored to the employee’s needs and challenges enables the development of the relevant skills that can directly improve the use of problem-solving skills to avoid errors and deal with efficiency. This view is also in line with research advocating for contextual training in enhancing operational performance. The problem of using a generic training programme may be that it does not respond adequately to the needs of Ibis Nottingham and, in particular, the problems that front office personnel face. For example, if the training excludes certain situations that are associated with the local customers or frequently occurring business challenges such as large-scale guest cheque-in, employees may not feel ready to fully accommodate the customers’ expectations. As the competition grows and the guests become more demanding, the hotel needs to create an intensive and substantive training programme adapted to the needs of Ibis Nottingham; using examples and real operational issues and concerns determined by the hotel could increase the levels of staff knowledge and the efficiency of operations (Deri et al., 2023). It can be suggested that the hotel should conduct a needs assessment to establish specific training needs. This assessment could involve conducting a survey to determine from the employees and the management where exactly they think there is lack of adequate practise and thus require further practise (Ghani et al., 2022). After this, Ibis Nottingham could set up training sessions that nurture communicational skills, conflict, management, and other essential fields in accordance with the hotel’s environment. Such targeted efforts are likely to increase employees’ productivity and overall customer satisfaction levels.
[bookmark: _Toc181963321]Theme 2: Balancing Operational Efficiency and Guest Satisfaction
One of the complexities often encountered by the hospitality industry is the conflict between productivity and consumer engagement. According to Ali et al. (2022), there is merit in the blending of both the technical skills and the interpersonal skills to improve on the overall service. This is especially the case with front office departments where staff members interact directly with guests.
Front office employees of Ibis Nottingham are the gatekeepers who directly interface with guests, which makes their training beneficial to its functioning and customers. In a situation where a hotel trains its employees only in operational skills say cheque-in procedures but does not train interpersonal skills, then it is possible to get a well-oiled machinery but a highly dissatisfied guest. For example, a staff member may quickly cheque guests in, but if he or she does not smile, it can result to disgruntled guests (Fagyas and Datta, 2023). People first remember how they are attended to and not the rate at which they are served. Therefore, it is recommended Ibis Nottingham should aim at availing both the operational aspects of the business as well as the customer service training to their employees. These could be activities that involve patron simulation where the staff engages in practising how to handle different customer needs while at the same time having confidence in the management efficiency processes. In addition, the inclusion of guest feedback in the training assessments leads to an improvement of service delivery since the staff is prepared to meet the expectations of the guests (Singh et al., 2024).
[bookmark: _Toc181963322]Theme 3: The Role of On-the-Job Training
As discussed in the literature, on the job training is adopted as a feasible strategy for the budget hotels. As pointed out by Al-Zoubi et al. (2022), this method enables individuals to learn in their workplaces, implement what they acquire without much delay which can be constructive for operation roles where flexibility and prompt decision making are vital. Considering the fact that budget hotels rarely have it easy when it comes to the number of resources available for staff training, it could be highly advisable of Ibis Nottingham to invest a lot of effort into making sure that the front office staff receives on the job education. It could involve assigning them with senior role models during their probationary period there by learning on the job. It may help make staff familiar with the operational requirements and expectations of the assigned hotel more quickly and improve overall staff efficiency (Seidu et al., 2022). For instance, while training junior employees, it is possible to let them observe veteran employees as they handle a lot of pressure during rush hour.
This needs to be done in a more structured format for effectively to become a standard method of providing support and coaching to new staff at the Hotel. Additional formative assessments could also be implemented through weekly feedback sessions to discuss the issues encountered in the course of the training progression and implement changes, if necessary. This feedback loop will enable the hotel to isolate best practises to adopt while still supporting the employees and encouraging them to give constant feedback.
[bookmark: _Toc181963323]Theme 4: Addressing Employee Engagement in Training Programs
Practise has shown that factors such as relevance and level of engagement towards training programmes have a very close relationship with the efficiency of the programmes. Memon et al. (2021) posited that aspect of employees’ interactions during training is essential for the transfer of knowledge from training to performance. Motivated workers could also be more inclined to learn information and could use this acquired knowledge in the delivery of service.
The employees in Ibis Nottingham may consider training as an activity that is obligatory, and they do not see it as a chance to improve. Such an attitude means that employees are not very enthusiastic about the training and thus the level of interaction might be very low, meaning that they are not likely to retain a lot of information as training. For instance, if training sessions are more of presentations with little or no practical content, the staff may lose interest, thereby reducing the effectiveness of the training in addressing efficiency issues and meeting guests’ needs. In response to this, the hotel needs to ensure that training is not seen by the employees as a formal process that has been imposed in the organisation.
To make training more effective, Ibis Nottingham should also engage in participative training, which include training by workshops and group discussions so that the employees can be fully involved and share his or her experiences. Furthermore, efforts should be made to involve the employees in the process of choosing the items included in the training content, as this would enhance their commitment to the training taking place (Bulchand-Gidumal et al., 2024). Another way that can influence staff engagement with their development is through encouraging participation and achievement in training programmes.
[bookmark: _Toc181963324]Theme 5: Evaluating Long-term Training Outcomes
It is important to point out here that there is lack of research on the training, especially in terms of its outcomes in the area of low budget hotels. In their work, Demydyuk and Carlbäck (2024) affirm that knowing such impacts is crucial for explaining training expenditures. Without such an assessment, even the hotel may fail to realize the potential returns of investment in training which may lead to lack of further investment in this business-critical issue. The hotel may currently not have a structured process of assessing the overall impact of the training exercises it conducts. For instance, if the training is conducted in the hotel but little is done in terms of monitoring performance indicators or the feedback of customers after the training program had been implemented, the hotel may lose sight of the impacts of training on productivity and customer satisfaction in the long run. Using a framework for evaluating the training return on investment in the long-term can present essential data to the management for future training expenditures. Thus, Ibis Nottingham should work on establishing the strategy for further monitoring and evaluating the training effectiveness. This could involve using various KPIs concerning guest satisfaction score and the staff turnover rate before and after the training sessions to enable the hotel to evaluate the real value of its training. Further, guests and employees would regularly be polled to generate continued insight about training advancements or recognize areas that deserve additional focus (Nadjmuddin and Hanadya, 2024).


[bookmark: _Toc181963325]Conclusion and Recommendations
[bookmark: _Toc181963326]Conclusion
The issues pointed out during the analysis raise the imperative for more focused training interventions at Ibis Nottingham. Generic knowledge does not equip the front office staff to cope with issues they meet on a daily basis hence deteriorating their work and guests’ experience. In essence, it means that a more specific strategy in training is required to enable the workers to be ready to address a number of possible situations in the best manner. One common issue that remains consistent in the hospitality industry is that of costs and guest satisfaction. This can also be complimented by the fact that interpersonal skills are equally as cardinal in ensuring that daily operational procedures are effectively implemented. Any front office employees must be trained on how to be friendly and make the guests feel comfortable while attending to their needs effectively. Control Workplace training is deemed practical to adopt by Ibis Nottingham as it is perceived to be effective due to the average amount of resources required by budget hotels. With this approach, workers may get knowledge in a practical setting, which speeds up their ability to adapt and do their jobs effectively. The degree of employee participation during training has a big influence on how effective training initiatives are. Workers that are disengaged are less likely to learn and use new skills, which can impact their performance and the overall experience of visitors. For this reason, designing dynamic and captivating training sessions is essential to optimising employee engagement and learning results. There is lack of systematic approach to evaluate the sustainable impact of training interventions in Nottingham Ibis. It is important for justifying training expenses and for choosing wisely to support future initiatives to know how training improves operational efficiency and guest satisfaction.
[bookmark: _Toc181963327]Recommendations
· Conduct a Needs Assessment: To address challenges that affect staff training, it is recommended that Ibis Nottingham should undertake a needs analysis. This way you would ensure the training materials are appropriate and the actual problems encountered on the job by each employee are considered.
· Develop Tailored Training Modules: On this basis, the hotel should develop individual training activities precise for critical spheres, such as conflict management, communication, and Thai customer service. Training, which is targeted at the specific demand of the hotel will increase competence and confidence levels of the staff.
· Integrate Operational and Customer Service Training: Organise technical and interpersonal training co-aligned that provides theoretical and practical approaches (Bilsland et al., 2020). Commoners and operational exercises should also be incorporated to ensure that the employees are ready to deliver fast and warm services.
· Establish an On-the-Job Training Program: To address this issue, Ibis Nottingham should introduce a fixed structured on the job training programme which involves senior colleagues to train new employees. Besides teaching and training, this specific kind of mentoring may assist the staff members in getting a better match with the hotel’s environment and culture.
· Enhance Employee Engagement Strategies: In order to enhance employee participation Ibis Nottingham should incorporate the following training techniques in its training and development process; seminars, group discussions, practical exercises among others. Recording people’s opinions on the training of techniques and materials used can go a long way in increasing employee commitment towards the same.
· Implement a Training Evaluation Framework: Set a framework for tracking and assessing the sustainability of training endeavours over the medium term (Kravariti et al., 2022). This plan should also consider the identification of KPIs that reflect the position prior to the training and immediately after it, for instance, staff absenteeism rates as well as visitor feedback. Staff and visitor feedback surveys could be conducted at regular intervals to obtain such feedback.
· Foster a Culture of Continuous Improvement: • Encourage and foster lifelong learning for employees across the entire organisation. Implementing training programmes and development may assist in preventing turnover and keeping the employees active and interested in their positions.
Thus, solving these problems and adopting the described measures, Ibis Nottingham can improve the performance of the employees, the efficiency of the functioning of the company and guest satisfaction. It will help to turn the hotel chain into a market giant in the intensely competitive industry of hospitality.

[bookmark: _Toc181963328]Reflective Account
[bookmark: _Toc181963329]Introduction
While working at the Ibis Nottingham, I was able to observe the effect of training and staff development on front desk and the customers. Thus, it can be noted that through this learning, the complex nature of a hospitality sector got realised more profoundly, the effectiveness of adequate training measures as sustenance for people along with addressing the adequacies of each on the demands of the workers and the guests. In this reflective account I will dissect my experience based on the identified major themes of staff engagement and customised training as well as achieving balance between operation efficiency and guest satisfaction.  
[bookmark: _Toc181963330]Tailored Employee Training
One of the greatest things that I discovered while I was interning is the significance of the end masse staff training. When I started observing more closely, I saw that many of the training courses at Ibis Nottingham had similar structure and contained mainly the information about standard operating procedures. While these trainings provided important technical competencies, many of them failed to address issues that front desk personnel actually faced at the workplace (Najafi, 2024). For example, I pointed out the fact that the training failed to adequately cover cases with respect to the local customer base, many of whom may come from different cultural backgrounds and bear specific expectations. Thus, there is a possibility that stronger emphasis on the specialist training approach will lead to a rather substantial growth of worker competency. It also shows that members of staff personnel with problem-solving abilities to better address the visitors’ concerns leads to increased visitor satisfaction (Hamadziripi, 2023). This made me realise how important it is to include examples from practise and cases based on the real work of Ibis Nottingham into the training process. This realisation made me surer that training should not be standardised and generic but should be done according to the circumstances of the hotel and its employees.
[bookmark: _Toc181963331]The Role of Employee Engagement
Another significant phenomenon that was observed at my workplace during the placement was employees’ engagement in training. This is because I observed that many front desk employees viewed training as a burden and not as opportunity to advance themselves. This impression mainly led to low levels of engagement as it impacted the retention of the training content as well as the ability to apply what was learnt in practise (Jenkins, 2020). For example, I noticed that some of them did not speak during a customer service skills training session; the staff members were bored. Looking at the above scenario critically, it is possible to realise how important it is to create an interesting training environment. For improved engagement, training courses should contain elements that involve participation, and these include workshops, group discussions, and practical exercises (Deri et al., 2023). I believe that including employees in the development of training materials might increase their sense of involvement and ownership. If workers feel that their experiences and opinions are valued, they are more likely to engage in their training and use what they have acquired in their regular interactions with visitors.
[bookmark: _Toc181963332]Balancing Operational Efficiency and Guest Satisfaction
Finding a balance between operational efficiency and guest satisfaction was a never-ending challenge for me at the Ibis Nottingham. In order to manage check-ins and promptly address guest queries, front desk staff must operate efficiently; nevertheless, this focus on efficiency shouldn't come at the expense of establishing a welcoming and comfortable atmosphere. During my visit, I witnessed instances when hotel staff prioritised speed above providing excellent customer service. For instance, a front desk staff member quickly checked a guest in without engaging in conversation or offering customised assistance. The guest had a sense of undervaluation and dissatisfaction despite the expeditious check-in process (Stumhofer and Ndilula, 2023).
I learnt from this experience that training should prioritise the development of both technical and interpersonal skills. Employees at the front desk need to be taught not just to complete their jobs quickly but also to make visitors' stays enjoyable and unforgettable. I think that giving staff members the skills they need to strike a balance between productivity and satisfaction may be accomplished through role-playing activities that mimic interactions with visitors. This strategy allows the employees to have a practise as to how they will handle various demands of the visitors without disrupting the flow of production.
[bookmark: _Toc181963333]The Importance of Continuous Improvement
I became aware of the significance of enhancing the exercises for the further training and growth of employees as I progressed through my placement. The analysis conducted revealed the fact that the evaluated organisation, Ibis Nottingham, does not conduct regular assessments of training outcomes. Although training sessions were organised, it was not ascertained whether these were effective and there was no feedback from the staff and visitors (Hu et al., 2022). That is why there were difficulties in identifying the impact of training on the operational outcomes and tourist satisfaction rates in the long term. I was able to think for some time and then, I came up with the idea that may be useful for the hotel – the creation of a system to monitor and evaluate the outcomes of training activity. It would be useful for Ibis Nottingham to capture specific KPIs in order to understand how employee performance and guest satisfaction ratings might change before and after training (Amos et al., 2020). Moreover, the establishment might benefit from continually asking the staff and its clients about areas where they believe further improvement is required and in which directions the upcoming training should be focused.
[bookmark: _Toc181963334]Conclusion
In conclusion, I understand how staff development and training operate fully due to my internship with Ibis Nottingham. It also involves the employees in the process through involving and designing personalised training programmes and incorporating a balance between working the productivity and the happiness of the employees is one key factor in training that was discovered in the hospitality industry. Additionally, I understood that training methods, in order to remain effective and optimised, have to be subject to constant updates. These insights have not only expanded my general understanding of hospitality as a field of study but also helped me to focus on the role of training and development in enhancing employee satisfaction and visitors’ experience. Training is not a mere operational requirement, but it is worthwhile a strategic intervention, committed to individual and organisational development, something that accompanies me in my professional growth.
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