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To Examine the Relationship Between Employee Training and Housekeeping Service Quality at Rossington Hall
[bookmark: _Toc188976376]Executive Summary

This research on the quality of employee training and housekeeping service at Rossington Hall seeks to understand how this luxury boutique hotel delivering exceptional guest services is rated in the market. The current training programs are assessed to analyze its efficiency, the resultant effects on the quality-of-service delivery, and to recommend changes aimed at increasing organizational productivity and customer satisfaction. The report has strong data that employee training is crucial for the provision of a highly clean environment as conveyed by the Rossington Hall personal touch concept. Programs enhance procedural competencies which include cleanliness, or efficient timetable and professionals’ self-esteem plus problem solving skills. This can lead to more reliable and quality service delivery to guests, increased satisfaction and consequently a better reputation to the brand name.
However, gaps in training practices that were elaborated include the following, exclusion of soft skills, sustainability in training to address challenges within the boutique setting. The latter includes high staff turnover and the lack of structured feedback mechanisms which also reduce the effectiveness of training plans. Regarding these concerns, the report suggests training specialized modules, regular revision seminars, and technological interventions including computerized training, online learning and performance enhancement software. Feedback mechanism, staff turnover management and health systems stabilization are also recommended to provide sustainable changes. The adoption of the above recommendations shall ensure Rossington Hall fine-tunes its training solutions, enhance the quality of the housekeeping service it provides, and remain relevant to luxury tourists.
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[bookmark: _Toc188976381]Background Information 
Rossington Hall is a luxurious boutique hotel that prides itself on quality service to its guests with housekeeping being one of its key service outlets. Meditating in a quiet area, the hotel targets the upscale market segment, therefore, services delivered are critical to the business (Mark, 2024). Training has a significant role for employees in the provision of the high standards needed in the performance of housekeeping functions. However, some problems such as the differences in the skill level of staff and the constant change of clients’ expectations mean that training processes are crucial (Elobeid et al., 2019). The present study focuses on identifying the impact of training practices on housekeeping service quality while considering organizational effectiveness and clients’ satisfaction in Rossington Hall.
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[bookmark: _Toc188976378]Aim and Objectives 
Aim: This study aims to examine the relationship between employee training and housekeeping service quality at Rossington Hall
[bookmark: _Toc188976379]Objectives
· To evaluate the effectiveness of current employee training programs at Rossington Hall in enhancing the skills and competencies of housekeeping staff.
· To assess the impact of employee training on the overall service quality and customer satisfaction in the housekeeping department at Rossington Hall.
· To identify areas for improvement in the training methods and strategies to enhance housekeeping service quality at Rossington Hall.
[bookmark: _Toc188976380]Research Questions
· How effective are the current employee training programs at Rossington Hall in improving the skills and competencies of housekeeping staff?
· What is the impact of employee training on the overall service quality and customer satisfaction in the housekeeping department at Rossington Hall?
· What improvements can be made to the training methods and strategies to further enhance the quality of housekeeping service at Rossington Hall?

[bookmark: _Toc188976382]Scope and Organization
The aim of the research in this case is to discuss the role that employee training plays in the quality of housekeeping services at Rossington Hall. The research focuses on the impact of training programs on staff productivity, organizational effectiveness and guest satisfaction particularly concerning the housekeeping department (Atan & Mahmood, 2019). The research is organized into key sections: an introduction including objectives and background, a literature review discussing theory, a methodology describing the methodological considerations, and two case studies that are discussed in detail. The conclusion of the findings will be followed by recommendations on how the training methods should be enhanced. To fill current shortcomings of management practices, the study will seek to add constructive findings that will be significant to Rossington Hall’s management as well as the hospitality industry (Ellingrud et al., 2020).

[bookmark: _Toc188976383]Literature Review 
Evaluating the Effectiveness of Employee Training Programs in Housekeeping
According to Bhatnagar and Nim (2019), employee training programs are critical in hospitality organizations, with emphasis on the housekeeping division because of the organizational influence or service quality and effectiveness. Training is aimed at improving key technical and people skills among employees, so that they match the requirements of luxury facilities including Rossington Hall is. It is also found that job performance does increase through training, but equally important is the development of confidence and commitment in employees regarding service standards.
Sao Joao et al (2019) noted that the method of implementation and the correspondence of the training programs to working conditions are the critical success factors. There is specific STS that contribute positively to the professional housekeeping courses including cleaning practical, practical sessions, detailed cleaning work, time management training, and customer relations. This is complimented by the normal feedback processes and performance appraisals as a way of ensuring that training is relevant to the organization’s objectives and guests’ expectations.
According to Secchi et al., (2019), some of the issues noted include: Resource constraints, staff turnover and or fluctuating training schedules would also be key concerning such programs. Since Rossington Hall is a boutique hotel that foregrounds itself by offering privileges to guests through individual focused service, content being trained needs to be relative to the needs of personnel as well as provisions needed in the hotel.
Davras and Caber (2019) discuss that attending refresher courses, cross-training and integration of technology support with ongoing professional development can bring improvement in the results achieved when delivering training. For example, the application of technology-dependent models can assist with project demonstration and progress monitoring for the staff, so they know where they stand and what they are supposed to do.
Since Tsiopanis (2021) examines by assessing the existing training programs at Rossington Hall, this study intends to pinpoint the positives and negatives, as well as the scope for further enhancements. The proper training structure does not only upgrade the qualifications of housekeeping but also helps to increase guest satisfaction and the hotel’s performance. Drawing dependency on the gaps in the current training practices can offer valuable inputs for improving the employee training programs.
Impact of Employee Training on Service Quality and Customer Satisfaction
According to Padlee et al., (2019), employee training has an important function which is related with service quality as well as customer satisfaction in the hospitality industry with focus on housekeeping department. Training prepares the staff for the anticipation and delivery of guests’ expectations as well as embrace the working culture of high-quality organizations such as Rossington Hall. Quality training of the staff is important for standardization, which is the key to managing guest expectations.
Chen (2023) on service quality reveals that service quality is highly dependent upon competencies and confidence of the housekeeping staff. Skilled employees are more productive, accurate and able to meet the guest’s needs quickly. Training also increases communication skills, so that the staff of the hotel is able to deal with the guests in the right manner. All the aforementioned factors positively influence the perception of overall service quality and, therefore, guests’ satisfaction.
In housekeeping services Schwepker Jr. and Dimitriou (2024) say that customer satisfaction is usually associated with cleanliness, timeliness and responsiveness. Such aspects are trained in the programs to ensure that the staff meet the high standards required in a boutique type hotel. Also, training makes employees develop pride and ownership of their work to ensure they go an extra mile to meet guest demands.
In contrast, Lin et al. (2021) explores how a lack of or irregular training can lead to service failures and decrease guest satisfaction levels. Employee accountability issues are often highlighted when guests complain frequently, or the guest ratings are low.
According to Al-Hyari, (2023) training can enhance the link between service delivery and guest satisfaction, when applied in Rossington Hall. In doing so, the training content is relevant to the expectations of guests as well as the operational objectives of the hotel, thus a win-win situation for both employer and employee. This study aims to assess the impact of current training practices on service quality to establish areas for improvement in customer satisfaction through housekeeping training. 
Areas for Improvement in Training Methods and Strategies for Housekeeping
As stated by the Arici, (2023), organizational training is crucial for the delivery of quality services in housekeeping departments of the luxury hotels that include Rossington Hall. The training of employees ensures that these employees have the right skills and knowledge needed in the delivery of services to guests, however, more needs to be done in the evaluation and enhancement of training models to fit guests’ dynamic expectations and prevail industry trends.
Saut and Bie (2024) identify the focus of the improvement is on the procedure of delivering training on training needs of the housekeeping staff. Scheduled and traditional training programs and seminars barely address the current issues in the workplace of employees of boutique hotels. Designing micro teaching plans which target problem solving ability, work ethic and punctuality of the staff can help to ensure that employees are better prepared to meet the demands of the hotel.
Another area that needs attention is the use of technology in training programs, according to Baquero (2022) technological advances in the use of learning management systems and rich educational simulations can create effective and interesting learning opportunities. These tools help staff to rehearse how they would like to handle real life situations so that they can gain both knowledge and confidence.
As pointed out by Hussain and Khanna (2019) it is also important to ensure that refresher courses are conducted from time to time to ensure consistency in service delivery. Using training updates often, employees will be up to date and better informed on new procedures, products, and preferences by guests. Moreover, cross training is another concept that can be implemented to allow an employee to have a wide vision of the hotel operations as well as to promote teamwork.
Prentice and Nguyen (2021) also described feedback mechanism as another area that requires attention. Having a system where personnel can give feedback on the training sessions enables the programs to be tailored to meet the staff requirements fully. Likewise, performance assessments should also be incorporated into training to assess the effectiveness of enhancing service delivery and to determine the other areas that need to be enhanced.
Highlighting Gap
Staff development is central to service delivery in housekeeping, yet the issues posed by this type of hotel such as the Rossington Hall remain uncovered in the literature. Prior research studies tend to highlight large scale hotel firms and thus there are gaps that correspond with how more individualized and flexible training methods can affect small scale firms (Waqanimaravu and Arasanmi, 2020). This research seeks to address this gap with a study that seeks to find out exactly how the designed training programs enhance service quality in boutique hotels.

[bookmark: _Toc188976384]Methodology 
[bookmark: _Toc188976385]Research Design
This study uses a case study approach and is confined to Rossington Hall as the research site to examine the connection between training of employees and the quality of housekeeping services. Specifically, case studies are well-suited for obtaining rich and detailed insight into the actual training practices and their effects in an organization (Luo et al., 2019). Being a design, this report is informative of Rossington Hall hotel’s operations, training impact, and service quality within a tailored evaluating matrix derived from secondary data sources pertinent to the facility (Snyder, 2019).
[bookmark: _Toc188976386]Data Collection Method
Data collection process involves use of secondary research only where information from academic books, journal articles, industry reports and any other scholarly resources are used. These sources give a good background that enables one to conduct the literature review and look for the theories to apply (Sileyew, 2019). Secondary data makes it possible for the study to be more focused on existing research to address concerns relevant to Rossington Hall.
[bookmark: _Toc188976387]Data Analysis
The data collected is assessed using thematic analysis. This method allows the researcher to draw out patterns inherent in the secondary data relative to the subjects of employee training and service quality. Meeker et al., (2022) defined thematic analysis as ideal for the analysis of qualitative data since the process involves clumping together of concepts of interest based on justification founded on the objectives of a study. 
[bookmark: _Toc188976388]Material and Instruments
This work makes use of diverse information resources; one of them is the website of Rossington Hall Hotel, which presents information about its offered services, training and organizational practices. Secondly, secondary data is collected from peer reviewed scholarly databases such as Google Scholar, Science Direct Full text, JSTOR and the Educational Resource Information Center otherwise known as ERIC. These databases ensure identification of peer-reviewed sources that enhance the reliability and reliability of the study (Vaismoradi and Snelgrove, 2019).
[bookmark: _Toc188976389]Procedure
Secondary sources of data are chosen, evaluated and interpreted systematically with the purpose of identifying particular themes. The method of data collection involved sampling on published studies and reports to establish the state of employee training as well as service quality in the hospitality industry. To analyze the data, thematic analysis is then performed to categorize the findings, and to demonstrate associations between training practices and service results (Ruggiano and Perry, 2019).
[bookmark: _Toc188976390]Ethical Considerations
The research also conforms to ethical standards as it only uses secondary sources, and any work used therein is well attributed. No proprietary or sensitive data is used in this research and all available resources are legal and public domain compliant (Hasan et al., 2021).
[bookmark: _Toc188976391]Limitations
This research depends on secondary research information which may not be suitable for the Rossington Hall case. Moreover, since there is limited primary research data, including questionnaires, interviews, or focus groups, the analysis of the employee’s insights and operational peculiarities might be limited (Squitieri and Chung, 2020).
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[bookmark: _Toc188976393]Descriptive Information 
[bookmark: _Toc188976394]Turnover and Financial 
Rossington Hall, a boutique luxury hotel, targets the specialized premium segment, offering unique services for the wealthy guests. As stated earlier, the primary sources of income for the hotel include accommodation sales, sales of food Through the hotel’s restaurant, and event sales. The hotel sells products through organizing and hosting weddings, business meetings, and other private functions. These revenues are augmented by services such as clientele tailored packages, spa services, and selected client experiences guarantee that the hotel targets the right market of discerning consumers ready to go for a higher quality experience at a premium rate (Book et al. 2019).
However, due to its location in the highly competitive industry, Rossington Hall has been able to post decent financial figures by paying much attention to service quality. A large fraction of its financial planning incorporates reinvestment into staff development and facilities to maintain the company’s commitment to quality. By training their staff to be more effective at providing highly detailed service, the hotel can link guest satisfaction with repeat business which is essential for maintaining turnover (Liu-Lastres et al., 2023).
It’s a fact that along with the distinctive characteristics of being a boutique hotel, this company must face issues like fluctuation in the demand for the hotel services and challenges related to economic instability. High occupancy levels increase profitability during peak times, while low occupancy means that there must be a deliberate effort such as offering discounts or targeting the specific market during the low seasons (Yao et al., 2019). Besides, costs of operation such as utility bills, maintenance and wages for employees create operational pressure on the profits.
To overcome these challenges, Rossington Hall is looking at the options of market diversification and reapportioning of the business mix for more midweek corporate business and outlets and increasing marketing through the internet for the international market. Adopting a sustainability policy in areas like energy consumption could help to cut recurrent costs in the long run, and the conscious tourists would appreciate it (Sao Joao et al., 2019). To accomplish an increase in turnover, Rossington Hall must focus on financial resilience by introducing innovations and working on the strategic development plan.
[bookmark: _Toc188976395]Staffing and Operations 
Staff of Rossington Hall must reflect on the fact that it is a boutique luxury hotel. An ideal number of employees is used to meet the needs of the guests and keep the hotel clean. The housekeeping department in special emphasis on skills such as cleanliness, neatness, speed, accuracy and dedication to work among the staff. Since many employees of the boutique hotel are performing multi-tasks, flexibility is achieved during operations and customers are offered satisfactory service (Priyangika et al., 2020).
Another issue emerging in staffing is the ability to keep competent workers within an organization. Like many hospitality organizations, there is always the problem of high turnover, which is problematic because it creates organizational instability, as well as the need for more and more recalcitrant resources. To counter this, the hotel has a focus on specific training programs as well as engagement activities that will ensure that the employees are loyal and satisfied in their workplace. Relevant feedback sessions, career advancement and appraising superior performance are important factors that can sustain staff morale (Marneros et al., 2020).
Activities in Rossington Hall are well coordinated with the firm’s emphasis on quality and the exclusivity of its products. There is stringency made by the housekeeping department concerning the rooms and common areas, to make certain that they are clean and aesthetically appealing. It applies checklists, task timings, and supervising to maintain operational procedures that would maintain efficiency. Employees are supposed to be able to foretell what a guest would require before being asked, which in turn helps create the best guest experience (Otoo, 2019).
The functional activity of the hotel is contingent upon the changing demand throughout different seasons of the year. At such a time, they can contract extra staff and adjust the working schedules to accommodate the high occupancy rate (Johnson et al., 2019). On the other hand, during low activity, the employees may be expected to attend more training or may be required to organize the equipment and space to ensure they are ready in case of a surge in demand.
In general, the maintenance of organizational flexibility and efficiency regarding staffing and operations at Rossington Hall can be underscored by the development of human resources as an approach towards maintaining uncompromised core service standards. By so doing, the hotel maintains high quality service delivery which fits the brand values of the hotel (Hamadziripi, 2023).
[bookmark: _Toc188976396]Locations and Market Positioning 
Rossington Hall conducted well on the locations strategies since the hall is located in a serene and beautiful area and is a luxury hall suitable for the high-profile clients. Located within the greenery and near old architecture, the location offers a way to get away from any city’s noise and stress, which may make it appealing to tourists visiting for leisure and looking for relaxation (Thoriq et al., 2024). delivers a high-quality experience that aligns with its brand values (Hamadziripi, 2023).
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Locations and Market Positioning 
Rossington Hall is strategically located in a tranquil and picturesque setting, offering a blend of luxury and exclusivity that appeals to high-end clientele. Surrounded by lush greenery and historic charm, its location provides an escape from the hustle and bustle of urban life, making it an ideal destination for leisure travelers seeking relaxation and serenity (Thoriq et al., 2024). This puts it in a strategic position to attract guests coming from other cities or even those who arrive by air, road or rail for events and corporate meetings.
The hotel leverages on this location to develop a niche market selling proposition of being the only luxury boutique hotel. In contrast to the climate of chain hotels that aim at providing consistent services, Rossington Hall has adopted a unique guest experience, personalized to guest’s desires. Such selectiveness goes well with the high-end visitors who seek personalized services, boarding and lodging, and an experience that sets them apart (Zhang et al., 2024). Further, the historical appearance of the property is also added advantage over other similar properties in the region.
Besides leisure, Rossington Hall has managed to market itself as a special occasional venue for celebrations such as weddings, anniversaries as well as corporate events. The luxurious reception venues, quality and choice of food and beverages, and excellent staff work collectively make an event enjoyable for the guests (Andrade et al., 2021). Thus, the simultaneous concentration on leisure and events helps the hotel to diversify its revenues and strengthen the company’s brand image at the same time.
Rossington Hall uses digital marketing strategies for specific groups or audiences and cooperates with marketing platforms that connect consumers with luxury travel experiences. Sustainability has become one of the aspects of its brand image regarding environmental and social responsibility towards the tourists (Sangpikul, 2022). Therefore, Rossington Hall can continue serving its bulk clientele while at the same time setting the hotel as a niche luxury hospitality business.
[bookmark: _Toc188976397]Key Analysis 
[bookmark: _Toc188976398]SWOT Analysis 
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Strengths: A strong reputation for the provision of individualized and high quality services puts Rossington Hall in the league of specialized luxury boutique hotel. For the same reason, it occupies a rather quiet and ancient area, which could attract the clientèle with high demands to the services quality and individual approach. The hotel’s brand value is further enhanced by the overall focus on clean and carefully polished interiors with a particular focus on housekeeping. Training development courses adopted with respect to the need of the hotel to upgrade the staff competency level which in turn produces high quality service delivery (Shoeb-Ur-Rahman, 2024). It also gives the opportunity to host such exclusive events as weddings and corporate team building, which increases the company’s revenue and presence on the market.
Through the following analysis of the general and specific requirements of the hotel guests, the small size of the hotel makes it easier to meet customer needs and demands. This is because Rossington Hall management ensures that the employees work in a close-knit team and this creates an organizational work culture that increases employees’ commitment and thus improves the quality-of-service delivery (Elziny and Emam, 2021).
Weaknesses: Major weaknesses; the hotel has heavily relied on the high-end market. Standard economic factors such as cyclical movements or downturn can deal a devastating blow on this demographic’s spending power and, therefore, the number of bookings. Secondly, Rossington Hall is a relatively small enterprise, and it has fewer rooms and event spaces than competitors with more extensive chains of hotels. This constraint can lead to failure in capturing the high demands during various festive seasons or any other period whereby demands exceed supply (Singh and Nika, 2019).
The other challenge is the high turnover rate, which is normal with employees in the hospitality industry. This can reduce costs on app development and support and maximize the return on investment but at the same time it comes with the disadvantages of recruitment and training and the time taken to train new employees. Besides, the delegation of housekeeping and guest services through manual processes with limited technological advancement may lower the operational efficiency in the future (Tavitiyaman et al., 2022).
Opportunities: Digital technology is a considerable opportunity at Rossington Hall that can lead to impressive expansion. The technological solutions could be as follows: The effective concepts that can be applied are the advanced housekeeping management systems or customer relationship management (CRM) tools. Extending its advertising through online channels like luxury travel sites and social media would help in attracting more foreign guests and promote its brand (Mohamed Idris et al., 2020).
Another opportunity is the increasing awareness of environmental-friendly practices in hospitality has been another opportunity. When adopting environmentally friendly measures like energy conservation, the minimized waste in Rossington Hall can attract environmentally conservationist clientele. Further, increasing its variety of events, like corporate midweek getaways or wellness programs, would help generate more income during the low customer occupancy rates (Rabiul et al., 2022).
Threats: The major threat that Rossington Hall is currently exposed to is competition from other luxury hotels as well as other boutique hotels that may be operating close to the area. Fluctuations in economic conditions force hotels to increase prices, operations can become costly, and interruptions in supply chains for products utilized in maintaining clean facilities also lower profit margins (Hu et al., 2022). The hotel might also struggle with adapting to new trends in the marketplace because guests over time continue to be dynamic in their expectations and needs where young guests may prefer a trendy hotel with themed amenities or thematic themed experiences.
[bookmark: _Toc188976399]PEST Analysis 
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Political: The politics in the area surrounding Rossington Hall are stable so the environment provided is suitable for the establishment of a luxury boutique hotel. Public policies that promote the hospitality and tourism industry are of significance in ensuring the continuation of Rossington Hall. For instance, regional tourism organizations play a crucial role in disseminating information on luxurious travel locations which is a plus for the hotel (Wu et al., 2021). However, standards that relate to labor laws including minimum wages, and regulations concerning employees’ rights affect operation costs, especially as it pertains to the housekeeping department. Moreover, Brexit can affect the UK hospitality inspirational factors such as a restriction on the availability of skilled human capital because of change in visa regulations because of Brexit since the hospitality industry experiences high turnovers (Nunkoo et al., 2020).
Economic: Economic factors have a great impact on the performance of Rossington Hall, since its consumers are high class. Although the UK has remained a competitive market for luxury hospitality, factors like inflation, changes in the exchange rates and economic volatility affecting the hospitality business when visitors cut on the number of luxuries they are able to afford. For instance, while the spending per capita on luxury hotel accommodations in the UK rose by 5 percent in 2024, there is potential for superior service offerings. However, one of the problem areas that are apparent to those in the business is the increasing cost of doing business, whether it is energy costs or wages to workers. Even though the revenues are not stable because of seasonal demands, it is crucial to diversify the revenue sources by offering, for example, corporate retreats or weekday packages.
Social: The social environment is the most suitable for Rossington Hall’s positioning of it as a bespoke luxury. The trends indicate that the wealthy guests are looking for customization, exclusivity and outstanding service – values the hotel brand. Based on the findings of the current literature, 68% of luxury travelers cited personalization services as their most influential factor in selecting hotels (Chi et al., 2020). Also, the increasing rate of environmentally conscious travelers is an opportunity available for exploitation. Due to the adoption of sustainable factors within the operations like the efficient use of water and energy within the Rossington Hall, it will attract many clients who are eco-friendly, hence improving its reputation.
Technological: Technology must be incorporated to remain relevant to the key success factors required in the luxury hospitality sector. Currently, Rossington Hall can adopt some new housekeeping management tools, guest communication tools and CRM tools that can help to optimize the current processes and increase guests’ satisfaction. For instance, warm hotels operating with the assistance of Artificial intelligence-based task automation systems revealed an enhancement of 25% in the hotel operation productivity (Balinado et al., 2021). In addition, there exists an opportunity for the online visibility and promotional techniques of the hotel to extend to the global market since the company has the capability to analyse the effectiveness of the online campaigns. However, failure in the adoption of emerging technologies may slow down the achievement of modern guest expectations (Rather and Camilleri, 2019).



[bookmark: _Toc188976400]Theme Exploration
Effectiveness of Employee Training Programs
Training is very important for the employees in the hospitality industry and especially in the hotels such as Rossington Hall where most of the services offered always must be uniquely accompanied by the high-quality services. Proper training facilitates the housekeeping staff achieves the technical and interpersonal knowledge and skills required to meet operational targets as well as customers’ expectations (Abdulla et al., 2020).
Special training programs are required to address specific issues related to the boutique hotels. Unlike big hotels that are affiliated with chains, boutique hotels may have fewer staff, and the workers are expected to cover all aspects of working. Targeted courses that are specific to Rossington Hall’s needs, for example, preserving the building’s character, or catering to specific guests’ particularities, are crucial to keeping all the processes under control. In addition, training sessions that involve skill-based activities and role plays provide staff with the practice they need to apply the necessary skills in stressful conditions, including increases in business during the festive periods or the arrival of VIP guests. (Hewagama et al., 2019)
Another advantage of good training in service organizations is that it helps create consistency in the quality of service that is being delivered. Standardized cleaning, checklists or other tools, and calls to focus on small details all help to guarantee that the housekeeping department at Rossington Hall will provide consistent cleaning. The general population, especially those in the luxury sector want consistency and training enables the employees to meet these needs (Park and Jeong, 2019).
Nonetheless, some of the issues affecting the implementation of training include resource constraints, and personnel turnover. Fast turnover is characteristic for the industry, which leads to fluctuation and, therefore, unstable trained staff and high costs of rehiring. Moreover, limited time or budget to provide broad training may be a weakness that prevents the hotel from modifying its programs or adopting new tools (Harif et al., 2022).
These problems can be solved at Rossington Hall through the development of practical, long-term training and development programs suitable for its working conditions. Perhaps, through restructuring, refresher session and having a strong mentorship program in the organization could come in handy to fill the gaps. Thus, overcoming these challenges, Rossington Hall can provide guarantees that the training given increases the relevant skills and competencies of the workers of the housekeeping department, thus improving service quality and guest satisfaction (Koo et al., 2020).
Impact of Training on Service Quality
Training is an important factor in the overall service delivery in the hospitality industry, more so in the housekeeping department where productivity and customer satisfaction directly correlate. Maximized employee productivity arises from training programs which enhance their technical and people skills to do their work accurately, efficiently, and on time (Puyt, Lie and Wilderom, 2023).
Training affects service quality in that it has a direct effect on operation efficiency. Housekeeping staff with essential knowledge of cleaning techniques and strategies, schedules, and priorities can perform their responsibilities more efficiently, thus guarantee the tidiness of the luxury spaces. This has an implication on reducing the occurrence of errors or delay, which are significant in the operations of a boutique hotel (Phadermrod et al., 2019). For instance, training programs carried out at Rossington Hall focus on cleanliness and service delivery that will meet the needs of its elite clients by providing high standard rooms.
Training also builds confidence amongst the employees, and this is very important in enhancing service delivery, thereby cutting out on slippage. Confident employees are ready to meet emergent situations, for instance unpredictable resort guests’ request or breakdown of equipment. Thus, by providing knowledge of problem-solving skills and then giving employees the tools to practically apply these solutions in training sessions, the opportunity for service failure and a negative workforce is minimized (Koedel, 2019).
Training also shows positive results in the guest satisfaction index which includes hygiene, attentiveness, and punctuality. From positive feedback, one can hear about the clean work of employees of the housekeeping department, as well as excellent training received by cleaning staff. For example, recent visitors at Rossington Hall have said they liked the cleanliness and order in rooms, factors that are evident that show the effectiveness of the training programs. Furthermore, it means that meeting guests’ needs immediately, for example, cleaning services in a hotel increases satisfaction and consequently, guest loyalty (Hassanien and Dale, 2019).
However, inadequate training may create disparities within the provision of services especially when there is a surge in the number of people served and many of these are individuals hired as temp workers. Because of this, Rossington Hall may consider conducting regular revision courses and tests of working standards to make sure that all the employees do not fall below the standard. Moreover, the use of technologies in training, including work management systems or e-learning courses, can also increase the training’s effectiveness and timeliness (Wu et al., 2021).
In the case of Rossington Hall, the various training activities are linked to the service quality objectives to deliver quality experience to guests. Training goes beyond enhancing the operational capacity of the business by providing refined service, which adds to the hotel’s brand identity as a luxury boutique hotel.
Gaps in Current Training Practices
Determining where and how current training practices are lacking is important to improve the efficiency of employee training and to meet operational needs at Rossington Hall. Whereas the current training covers fundamental housekeeping competencies, there are considerable gaps in covering specific issues in the boutique hotel environment and responding to shifts in the industry requirements (Chi et al., 2020).
There is, however, a concern that the training programs being developed are not unique to concept such as boutique hotel like Rossington Hall. Unlike big, institutionalized hotel companies, the boutiques face several strategic management issues, including delivering individual customer services, as well as preserving the conceptional specialty of the hotel building. Present training programs can cover basic housekeeping principles but do not provide individual training that would enable the staff to address these needs. For instance, training issues regarding the specifics of how to address some preferences of the guests or how to maintain the historical appearance of the items and structures within the property when carrying out cleaning and other related services may not be well imparted to the employees (Wu et al., 2021).
The fourth and important concern is that the training content is not updated frequently enough. The hospitality industry is volatile because guests’ requirements change over and over to meet the emerging trends like sustainable tourism, incorporation of technology, and cultural changes. This means that if training programs are not updated now and then, they are most likely to be irrelevant and not contemporary to the current market. For example, today’s guests often appreciate environmental responsibility, while the housekeeping workers may be unaware of the sustainable practices in cleaning or recycling (Chi et al., 2020).
Also, there are limitations in the current training framework for teaching soft skills, for operational details and cultural norms. There is much focus on technical training and development, but often, employees may lack adequate training on how to build relationships with guests, solve problems, and act appropriately within different cultures, all of which are critical for creating positive impressions out of guests. Such a gap can lead to missed opportunities of strengthening the engagements with guests in a luxury context such as Rossington Hall (Balinado et al., 2021).
Hence, the solutions that Rossington Hall should consider include creating specific training modules, implementing the curriculum changes from time to time, and applying the soft skills and cultural training. In this way, the hotel can guarantee its personnel constant readiness to meet the needs of the boutique setting and thus improve the quality of services offered as well as guests’ satisfaction.
Feedback and Continuous Improvement
Evaluation is essential when it comes to ensuring that training programs that are implemented in Rossington Hall are helpful and up to date. Through structured feedback mechanisms combined with performance evaluations, the hotel is able to fine-tune the existing training methodologies to achieve organizational objectives as well as adapting to changes in customer demand.
Making a survey among employees is an essential part of the identification of possible benefits and disadvantages of the present training sessions. Based on the works of Miller et al. (2015), the housekeeping staff members are particularly well placed to note where there may be gaps in the training content and where training content may not be fully relevant to the staff. For instance, various staff might recommend adding new methods or extra procedures for cleaning a facility or managing requests from the guests. It is always recommended to follow up at every meeting with another session where employees and management can freely and directly discuss their concerns, making everyone feel like they own the company (Rather & Camilleri, 2019).
As with the training programs, the performance evaluations also have an almost equal contribution in measuring the effectiveness. Through the evaluation of the effectiveness of the training activities by measuring the key performance indicator, that includes the time taken to accomplish the set tasks, the scores from the guests, and the measure of errors done in the tasks assigned to the staff at Rossington Hall. Moreso, such evaluations do not only identify successes but also areas of lack of knowledge that warrants further study. For example, if performance data for room turnover has indicated All in all, if performance data for room turnover has indicated constant delays, training on managing time more efficiently may be added.
The feedback loops make it important for the training programs to be relevant with the expectations of the guests and competitive with the standards set in the market. As a result, the hotel can assess commonalities that may include cleanliness, their ability to respond to guests’ concerns or requests, or attention to detail by guest reviews and satisfaction surveys and use this information to further enhance or modify their training material. The constant fine-tuning fosters the sustainability of high levels of services delivery in consideration of real-life realities, as well as guarding against future challenges (Hewagama et al., 2019).
To improve the feedback process, the following recommendations could be made by Rossington Hall: anonymous feedback in the form of surveys, feedback performance dashboards and one-on-one feedback sessions. This way such training becomes current and relevant, thereby training people in an environment that promotes constancy. This approach safeguards and enhances the employee performance, operational effectiveness and guest satisfaction which repositions the hotel as a superior luxury brand (Park and Jeong, 2019).
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Continuing training for the workers should be implemented to ensure a high level of cleanliness in Rossington Hall’s housekeeping services. These programs assure that the organizational supply of technical and people skills pertinent to service delivery of operational effectiveness and guest satisfaction is amply met. Training affects the quality and efficiency of housekeeping services as hallmark to the hotel’s standard services. The idea of specially designed training modules is especially important to address the specific issues that may be typical for the boutique hotel setting. Since Rossington Hall provides services on a large scale, it is imperative to develop the highly individualized approach to delivering the service, as well as to maintain the property’s distinguishing features and unique characteristics, including historical ones, and, also, meet guests’ specific needs and wants. When the hotel develops training activities specifically for meeting these needs, the hotel can improve the staff performance to meet the guests’ expectations.
The present organizational training trends depicted at Rossington Hall establish some skills in first fundamental housekeeping skills with emphasis on tasks with specific housekeeping techniques. However, there are areas that remain underdeveloped: soft skills; sustainable practices, and frequency and timing of updates, to adapt to changing guests’ preferences and emerging industry trends. These limitations can ultimately reduce the efficiency of training endeavors. Benefits that stem from well-trained staff include increased organizational performance, a few service gaps, and guests’ satisfaction, which is expressed in a positive tone. However, factors such as high staff turnover, low levels of computer applications in training and development programs, and poor feedback systems inhibit this hotel from exploiting optimum training opportunities.
[bookmark: _Toc188976403]Recommendations
Develop Tailored Training Modules: Rossington Hall should develop its own training needs to meet the requirements of a boutique hotel. Unlike a chain hotel, a boutique property must be handled closely and require much focus to detail and guest service. Training programs should concentrate on keeping historical features in the building but feature luxury at the same time. Moreover, sessions should focus on service delivery to individual guests, acquisition of problem-solving skills and managing specific guest requirements (Marneros et al., 2020). These specific targeted programs will help prepare staff for the unique demands of Rossington Hall’s operations.
Introduce Periodic Refresher Courses: Therefore, to ensure that its staff is conversant with current trends in the industry and in response to the guests, Rossington Hall needs to develop refresher courses. These sessions may be in matters of sustainability like cleaning and disposal that may go down well with the modern environmentally conscious customers. Further, training should involve information on account of new trends in the hospitality industry such as the provision of touchless services and products, provision of wellness-related services and products among others as suggested by Johnson et al., (2019). Further enhancements of guest interactions can be achieved through constant updates on soft skills such as culture, and communication. Providing these courses at intervals of a quarter or semester basis will help maintain a good quality of service.
Leverage Technology in Training: The use of technology in training can improve participation as well as the outcomes achieved. Online portals can offer engaging, self-taught modules, whilst VR training can place the staff in realistic situations, for example, dealing with an unhappy client or stress-inducing situations. Digital performance dashboards can track both the performance and training of the employees to launch data driven changes (Zhang et al., 2024). Implementing these technologies will enhance training which in turn enhances service delivery a direct improvement.
Establish a Feedback Mechanism: The formulation of a structured feedback system that would help in enhancing training programs. Thus, Rossington Hall can obtain the necessary information concerning training needs and difficulties among the permanent staff and guests. While the content issues may be identified from the discussions and the surveys that can be conducted among the employees, the service issues like, response time, or cleanness, etc., may be identified from the guests’ feedback. Effective feedback will complement the continuous improvement of the program that will embrace the organization’s operation goals (Sangpikul, 2022).
Enhance Employee Retention Strategies: The management must prioritize reducing turnover because a knowledgeable staff is valuable. Based on the identified retention strategies, it is recommended that Rossington Hall improve on employee satisfaction and loyalty. Staff rewards and service incentives like bonuses and other forms of awards are effective forms of staff incentives. The means of career advancement, such as leadership training and career ladder promotion ensure the workforce has a career progression path hence the workers are retained. Also, creating a healthy and effective workplace climate that allows employees to share ideas and participate actively will improve morale among employees (Elziny and Emam, 2021). Recruitment and training costs will be reduced if experienced staff are retained thus service standards will also be kept high.
Align Training with Sustainability Goals: Modern guests appraise sustainability and eco-friendly approaches, so Rossington Hall can implement some sorts of them into the training process. Employees should be trained in the best environmental conservation methods in cleaning, energy and waste conservation. The study noted that training the employees to communicate these efforts properly to guests could help the hotel to manage its sustainable image (Singh and Nika, 2019). This position with global trends will appeal to the environmentally minded traveler and build brand recognition to the hotel.
Monitor Training Effectiveness: For the outcomes of the training programs to be felt at Rossington Hall, there should be great measures of monitoring the training programs that are being offered. The effectiveness of training interventions can be measured quarterly via feedback from guests; room turnovers; and feedback from employees. Bi-annual content review will make training to be up to date in addressing the related industry practices (Mohamed Idris et al., 2020). Information analysis will fill the gap and contribute to constant development and improvement.
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Insights and Observations from My Placement
ERA Cycle 
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Source: (Jones, 2021)
In my work experience at Rossington Hall, it was possible for me to analyze how the training of the employees affects the housekeeping service. These experiences gave a clear view of what makes it difficult to maintain operations when you are running a hotel of this capacity and size and at the same time the benefits that come with it. Applying the ERA (Experience-Reflect-Act) Cycle, I analyzed my professional development concerning the effects of training on quality of service (Rabiul et al., 2022).
Experience
Training experience was a part of my placement in the housekeeping department to understand how training impacted service delivery. Rossington Hall’s programs focus on technical competencies of cleaning procedures as well as furniture setting and ways of maintaining the historical character of the Hall. New staff received mandatory training sessions that set their performance standard of expected level (Hu et al., 2022).
However, some challenges were realized, especially during holidays when extra employees with little training were hardworking to deliver the best standard of the hotel. This resulted in slow turnovers of rooms as well as gaps in the quality of cleaning, while the quality was observed to be very consistent during periods of low demand. Furthermore, I observed that with confidence and through the provision of training in communication and problem-solving among the staff, the guests were happy. The last one was to compare more skilled and less skilled employees: More skilled were able to respond better to various questions, especially concerning complaints – interpersonal skills are crucial.
Reflection
These experiences meant that there was need for more unique training programs for employees in boutique hotels. Thus, contrary to a chain hotel, the delivery service needs to be individualized, and the Rossington Hall’s employees need to know how the guests want to be treated and what they would expect when attending the facility. Although conventional training courses formed a good basis, they did not offer specialization to meet these requirements.
I also felt that there are missing out on soft skills and sustainability training. To this end, not offering such training was not only a lost prospect; but as more guests embraced the principles of sustainability, then the lack of such training was a lost golden opportunity. Instructing the teaching staff to conserve energy or use less energy and reduce waste could help in the improvement of the efficiency of the hotel and make it attractive to the green consumers (Chi et al., 2020).
Feedback mechanisms also appeared underutilized. Hence, regular meetings with the IA staff and guests regarding the structures could reveal training and development deficiencies and improve the programs. For instance, employees said that they would prefer refresher courses when there are frequent changes of staff or during times of increased sales, that is during the festive season. High turnover compounded the pressure on resources, thereby cutting down on the training time. This concern might be mitigated by career advancement and incentive systems that would allow the organization to maintain professional human capital (Balinado et al., 2021).

Action
Therefore, the following recommendations are made to enhance the relationship between training and service quality at Rossington Hall:
Tailored Training Modules: Offer specialized training that tackles issues most common to boutique hotels including ways of preserving features in the building and guest services. These modules would complete the general housekeeping training courses and would meet the needs of the hotel.
Refresher Courses: Conduct renewal courses to fill in the competency deficits and as a way of affording the standard market demands. Examples of areas to train could be communication or culture or sustainability procedures that should enable the staff to respond adequately to contemporary guests (Abdulla et al., 2020).
Technology Integration: Making use of strictly organized business e-learning platforms and virtual reality simulations as a form of flexibility and effectiveness of training. Computing means such as performance indicators could monitor the employees’ performance and facilitate the use of quantitative techniques to conduct training.
Feedback Mechanisms: Implement formal feedback mechanisms to capture views from the employees and the clientele. This would strengthen training partnership and continuation and thus guarantee that training programs are up to date and efficient (Hewagama et al., 2019).
Staff Retention Strategies: Emphasis on the fact of maintaining strong and experienced personnel with the help of the outlined career advancement and valuation systems, bonuses, etc. A stable workforce would mean less onboarding was required, and services would be delivered with more uniformity.
Personal and Professional Growth
The placement offered great learning experience regarding the management of housekeeping and the importance of training as a key determinant of service delivery. I noticed how training alters the demeanor of employees, affects guests, and affects the operations of the business. They also helped me in developing my analytical as well as conflict solving abilities.
For myself, I realized the value of flexibility and good communication, when it is necessary to initiate changes. I also learned the values of staff interaction to get first-hand experience of their struggles while doing their work. In this case, I enhanced my professional knowledge on how to integrate organization practices, operations and guests’ expectations.
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