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Abstract
The purpose of the research project was to determine the role of employee training on guest satisfaction in an economy hotel environment using the Ibis Hotel Northampton as the case study. The study was aimed at researching the effect of training practices on the quality of service, the performance of staff and the general experience of the guest in a budget hotel environment defined by resource constraints, short staffing patterns and stressful work conditions. The research was conducted based on the rising concern in the hospitality sector over the trends in service delivery inconsistency and a disparity in the degree of guest satisfaction. The main objective of the study was to examine the connection between the training of employees and the satisfaction of the guests in the placement hotel. In this goal, it was planned to fulfil the following objectives which include:
· Reviewing literature that was available about employee training and guest satisfaction
· Conduct research on the current training practice at the placement hotel through primary and secondary data
· Examine the satisfaction of the guests towards the quality of service and employee performance
· Assess the issues related to the operations using analytical framework
· To make a practical recommendation to raise the effectiveness of training and guest satisfaction.
To examine the research objectives, a mixed-method research methodology was chosen. The survey based structured questionnaire of 120 respondents (primary quantitative data) was used. This has helped to capture the perceptions of the guests regarding the staff training, the responsiveness, communication, professionalism and effectiveness of the services provided by the staff. The secondary qualitative data were also acquired by conducting online guest reviews, literature research and industry reports. Analytical tools such as PESTEL and SWOT were used to evaluate both internal and external forces affecting training practices and the running of hotels. The theoretical data interpretation was based on the Human Capital Theory and service quality models.
The results showed that the training of employees played an important role in the satisfaction of the guests. The interaction of staff responsiveness was found to be the most important factor with respect to the guest satisfaction as compared to communication and professionalism. The focus of the guests was on efficient, reliable and faster service provision, considering value-for-money expectations as offered by economy hotels. Nonetheless, the findings demonstrated irregularities in service provision with specific percentages of guests claiming to have poor service request management, communication issues and delays in service provision. Such inconsistencies implied uneven application of training practices which could be due to high turnover of staff, work pressures and limited time to engage in constant training.
Issues with communication-related problems appeared as the most frequent service problem, which means that the current training practices might have been more technical oriented rather than being based on the development of soft skills. In addition, problem-solving and service recovery were established as the main areas where training was unused and guests were sensitive to the manner in which service issues were addressed as opposed to the occurrence of issues. The results were consistent with other available literature that highlighted the strategic effects of employee training in improving the quality of service, guest satisfaction and organisational performance.
The findings guided the research to come up with some practical recommendations for the placement hotel. These comprised of a general systematic training, higher communication and service recovery training, enhanced responsiveness and time management, standardised onboarding, cost effective online training processes and a practice of constant monitoring on the training consequences by means of guest feedback.
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[bookmark: _Toc219826464]Chapter 1: Introduction
[bookmark: _Toc219826465]1.1 Concise Background
The hospitality sector is an efficient service-oriented sector, and customer satisfaction levels are highly dependent on the quality of interaction of the employees, service standards and operational effectiveness. The high levels of guest satisfaction when running on a restricted budget can be considered a big managerial challenge in the case of low-cost segments like the economy at a low-cost hotel brand (Simangunsong, 2021). Training employees is important in improving the quality of the services provided, as it equips the employees with the skills, knowledge and behavioural competencies to deliver the kind of service that the guests anticipate (Sult et al., 2024). An efficient training has positive effects on providing service, minimising service failure and increasing customer perceptions, loyalty and brand recognition.
Although the significance of training has been acknowledged, fluctuation in service delivery and satisfaction of the guest is being reported in different brands of hotels and has been widely publicised with online reviews and comments (Kazakov et al., 2025). The problems are mostly observable in the areas of operation-specific front-desk service, housekeeping culture and sensitivity to the needs of the guests (Hidajat and Mansur, 2024). As such, the analysis of how employee training influences the satisfaction of the guests in a genuine working environment will be beneficial to further academic knowledge and practical hotel management.
[bookmark: _Toc219826466]1.2 Research Aims, Objectives, and Questions
[bookmark: _Toc219826467]1.2.1 Aim
This research aims to analyse the impact of employee training on guest satisfaction at IBIS Hotel Northampton.
[bookmark: _Toc219826468]1.2.2 Objectives
· To examine existing literature on employee training and guest satisfaction in the hospitality industry.
· To investigate employee training practices at IBIS Hotel Northampton using primary and secondary data.
· To analyse guest satisfaction levels in relation to service quality and staff performance.
· To identify operational issues affecting guest satisfaction and evaluate them using analytical frameworks.
· To propose practical recommendations to enhance training effectiveness and guest satisfaction.
[bookmark: _Toc219826469]1.2.3 Questions
· How does employee training influence guest satisfaction at IBIS Hotel Northampton?
· What training-related issues affect service quality and guest experiences?
· How can training practices be improved to enhance guest satisfaction?
[bookmark: _Toc219826470]1.3 Overview of the Case Study
[bookmark: _Toc219826471]1.3.1 Highlighting the Hotel Brand
IBIS is a global economy hotel brand under the group Accor (Ibis, 2024). The brand concentrates on low costs, standardisation and constant delivery of services as it serves the business and leisure travellers.
[bookmark: _Toc219826472]1.3.2 Location
IBIS Hotel is located in Northampton, UK (TripAdvisor, 2025). The hotel comprises business travellers, tourists and short stay clients. Its location requires the staff to do hard work, to ensure efficiency and quality service delivery, irrespective of the high turnover of guests.
[bookmark: _Toc219826473]1.4 Key Theme of Topic
The most important theme of this study is the relationship between employee training and guest satisfaction in an economy hotel. The research investigates the quality of the service, personnel performance and guest perceptions after the implementation of training effectiveness. Responsiveness, communication, professionalism and problem-solving skills are being emphasised in particular and discuss how the training practices led to regular service delivery and increased guest satisfaction in a low-cost hotel environment. In the UK hospitality sector, the role of all these factors is vivid because they are related to improving guest satisfaction standards (Singgalen, 2024). Thus, overall service recovery can be fostered with a high-quality brand reputation to promote long-term consumer retention at large. 



[bookmark: _Toc219826474]Chapter 2: Literature Review
[bookmark: _Toc219826475]2.1 Introduction
This literature review critically discusses available academic and industry-based studies on training employees and how it affects guest satisfaction in the Accor group - IBIS Hotel Northampton. The issues of training are also reviewed in connection with problematic aspects of training and suggested separation strategies. The analysis frameworks are also applied to the exploration of internal and external factors that impact the hotel business.
[bookmark: _Toc219826476]2.2 Influence of Employee Training on Guest Satisfaction at IBIS Hotel Northampton
There exist several hospitality research studies that discuss a close positive correlation between employee training and the satisfaction of the guests. As Zhu et al. (2021) opine, properly trained employees are better in their service competence, have better communication and emotional intelligence, which all lead to better guest experiences. Training provides the employees with procedural knowledge and standards of behaviour, which is one of the expectations in branded hotel chains. Training is even more important in economy hotels where the number of staff is usually limited and operational efficiency is given the top priority. According to Ogunnaike et al. (2022), reliability, efficiency and responsiveness of the staff members have been identified as the most important qualities of guests in a budget hotel. Thus, frontline staff are instrumental in creating perceptions of value for money among guests to the company.
According to the empirical research, it has been suggested that continuous training enhances service recovery, complaint management and personal interaction, which results in more satisfaction ratings and positive online comments (Hasbi and Hanafi, 2024). In the case of IBIS Hotel Northampton, the guest feedback often mentions the staff behaviour, the efficiency of check-in and attentiveness of service, which proves that these factors also determine the level of satisfaction of the guest.
[bookmark: _Toc219826477]2.3 What Training-Related Issues Affect Service Quality and Guest Experiences?
The economy hotels have high turnover rates, which tend to decrease the pay-off of the training programmes. Lack of adequate staffing may limit the opportunity to do any systematic training, and employees may learn through on-the-job training with rather uneven direction (Walker and Nickson, 2025). In addition, it has been found that the training in a small hotel is usually task-oriented and does not focus on soft skills like emotional labour, cultural awareness and interaction with customers (Dalkhjav et al., 2024). Such an imbalance can result in service experiences that are within the operational standards, but cannot surpass the expectations of the guests (Cottrell, 2014). Guest reviews of different hospitality platforms online are often accompanied by complaints about the staff, hygiene and professionalism, showing that there is a discrepancy between training requirements and the real provision of services to the customer (Vo et al., 2022). Equally, the reviews of employees indicate workload and insufficient staffing, both of which might decrease the effective implementation of training materials and adversely affect the treatment of the guests.
[bookmark: _Toc219826478]2.4 How can Training Practices be Improved to Enhance Guest Satisfaction?
The sources of literature overwhelmingly encourage the need to adopt continuous and holistic training methods to enhance guest satisfaction. Lamri and Lubart (2023) underline the fact that effective training must have a combination of technical skills, behavioural and customer-based competencies. In context to the hotel staff, this consists of communication skills, conflict resolution, teamwork and the service recovery strategies. E-learning platforms and micro-training modules are the technological approaches that have been deemed as economically viable solutions for the economy hotel brands (Elshaer et al., 2025). The methods enable flexibility and standardisation, bearing operational constraints. Also, involvement of employees in designing and providing feedback on training has also been found to enhance motivation and service commitment (Van Assen, 2021). Employees tend to incorporate skills learned during the training in their operations with guests when they have a perception that the training process is relevant and helpful, thus boosting their level of satisfaction.
[bookmark: _Toc219826479]2.5 Analysis Using PESTEL and SWOT
PESTEL Analysis
	PESTLE Factors 
	Description 

	Political
	· The political aspects include the UK employment legislation, minimum wage laws, health and safety provisions and other factors which directly influence training needs and workload of the staff (GOV.UK, 2022). 
· These regulations require frequent training, creating more pressure on budget hotels in their operations

	Economic
	· The economic conditions are also important because economy hotels have small budgets and minimal staffing strategies. 
· Increased costs of labour and inflation can limit investment in intensive training programmes, which could affect the quality of service and satisfaction of the guests (Wilson, 2025).

	Social
	· Some of the social aspects are evolving guest demands, greater cultural diversity, and rising concerns regarding service efficiency and professionalism (Gurung et al., 2024). 
· This is necessitated by constant training of the employee, whether in communication, emotional intelligence and customer service aspects, to satisfy various needs of guests.

	Technological
	· The technological factors are also an opportunity to improve the process of training conducted through e-learning, digital onboarding and service systems (Elshaer et al., 2025). 
· Nevertheless, the lack of proper training on the utilisation of technology can hurt the efficiency of the services and the experience of the guests (Das, 2023).

	Environmental
	· Sustainability and energy efficiency are some of the environmental issues that necessitate staff awareness and training to guarantee adherence to the brand standards and guest expectations concerning practises of responsible tourism (Mahran et al., 2025).

	Legal
	· The legal factor includes data protection, legislation on equality and safety at work, which can only be addressed through an organised and continuous employee training to prevent the risks of operations and a tarnished image (Sharma and Kumar, 2025).


SWOT
	Strengths 
	Weaknesses 

	· IBIS Hotel Northampton has several internal strengths that favour employee training and satisfaction with guests. 
· Being a part of the Accor group, the hotel can be considered a company that runs on a globally recognised brand and has a standard procedure of operation and clear service expectations (Accor Group, 2023). 
· These are the guidelines that give a formal basis to employee training and enhancement of the standardity of service delivery. 
· Also, the strategy of the brand being efficient and affordable is quite consistent with the organised training programme to achieve the aim of reliability, professionalism and guest satisfaction in the key service touchpoints. 
· The Staff training is critically focused on a structured onboarding procedure to comply with the Accor brand standards. 
· By fostering a consistent service delivery further, communication can be transparent. 
· These programs also leverage the soft skill development of employees with an effective performance standard. 
· Thus, the organisation caters to Accor’s global training systems at large. 
	· The hotel also has internal weaknesses, which could inhibit the success of training programmes. 
· Being an economy hotel, the IBIS Hotel Northampton has lean staffing models and high workload requirements, which could limit time to engage in extensive and ongoing training of employees. 
· Employee turnover is high in the hospitality industry, and this phenomenon also hurts the long-term effectiveness of training investments (Ghani et al., 2022). 
· It can lead to the creation of discrepancies in the experiences of service quality and the experience of the guests.

	Opportunities 
	Threats 

	· It has a number of external opportunities that can benefit the performance of the workforce and the satisfaction of the guests. 
· The growing access to online training modules and online learning facilities can be offered as cost-effective methods that are able to meet the budget limit and still facilitate continuous competency building (Minor et al., 2025). 
· Specific communication, service recovery and customer engagement training will provide a possibility to enhance the relationship with guests and raise the level of their satisfaction (Caferra et al., 2025).

	· The external threats that the hotel will encounter include increased expectations of guests due to online reviews and rivalry that can be provided by other accommodation providers. 
· Unfavourable customer response concerning the quality of service will soon affect the brand image, causing the necessity to take proper steps to train the staff to eliminate service failures and preserve competitiveness.



[bookmark: _Toc219826480]2.6 Theoretical / Conceptual Framework
The conceptual model that will be relied on in this research includes the Human Capital Theory and the Service Quality-Guest Satisfaction. Human capital theory was developed by Becker in 1962 as a potential concept in economics that showcases the value of investing an individual’s skills, capabilities, and experiences to optimise productivity standards and overall economic performance of the organisation (Awu et al., 2025). On the other hand, the Service Quality-Guest Satisfaction Model deals with the tangibility, reliability, responsiveness, assurance and empathy (Puspitarini, 2025). All these combined help hospitality firms like IBIS to improve the overall service quality and guest satisfaction standards. 
According to the Human Capital Theory, individual productivity and organisational performance increase once they invest in employee training (Ullah et al., 2022). Training in the hospitality industry enhances skills, competence of the employees in service provision and problem-solving capacity, which is directly proportional to the satisfaction of the guests and their perception of the quality of services offered.
The employee training (independent variable) has a direct relation with guest satisfaction (dependent variable) through the service quality dimensions, including the aspect of responsiveness to guests, their reliability and professionalism demonstrated by the employees. This framework helps to recommend the fact that good training enhances better service delivery, fewer service failures and better perceptions of the guests (Slavković et al., 2023). Through amalgamation of theory and concept, the framework offers a systematic underpinning for the analysis of the impact of the training practises on the outcomes of the guest satisfaction within a budget hotel set up.
[bookmark: _Toc219826481]2.7 Literature Gap
Despite the huge amount of literature that proves the presence of a positive relationship between employee training and guest satisfaction, there are multiple gaps in the literature on hospitality. The available literature on the topic has concentrated on the high-end or big hotel chains with little emphasis on the economy hotels that have to operate within limited resources (Prentice et al., 2025). Also, most of the studies are quantitative, overlooking the actual employee level and the reviews of guests on the basis of the real operation scenarios. The UK hospitality industry has also not been undertaken on the single hotel-placement based research, which incorporates analytical frameworks like PESTEL and SWOT. This research is able to fill these gaps because the research will integrate both primary interview findings with secondary thematic analysis in order to evaluate the training effects in a real-world economy hotel setting.



[bookmark: _Toc219826482]Chapter 3: Methods
[bookmark: _Toc219826483]3.1 Overview of the Case Study
The study is based on a case study of the IBIS Hotel Northampton, which is an economy hotel that is faced with a competitive hospitality setting. The case study approach is suitable because it allows a detailed analysis of the employee training practises and their effectiveness in satisfying guests in an actual organisational environment (Hosen et al., 2024). It was in the hotel placement experience that the researcher got a first-hand experience of the operational practises, service delivery issues, and guest feedback/feedback, so the setting of applied hospitality research is suitable. The research incorporates both primary and secondary sources of information to come up with an overall insight into the research issue.
[bookmark: _Toc219826484]3.2 Methodological Approach
The research methodology is described as the organisation of the process of research planning, data collection, data analysis and data interpretation to eventually respond to research questions and research objectives (Veal, 2006). The methodological choices in hospitality research should be in line with the nature of the research problem and the circumstances. The research is carried out as a mixed-method study, which involves the primary quantitative and secondary qualitative methods (Saunders et al., 2012). The quantitative study involved a measurement of the perception of employees' training and satisfaction of the guests on a structured survey that was carried out among 120 respondents through Google Forms. This survey took place in the four weeks of December, 2025. The selected respondents were found through a convenience sampling approach, specifically those who used this hotel's service regularly and were present in the hotel as guests during the survey. Email details of guests were collected from the IBIS hotel’s databases with the due permission of the Hotel Authority. The survey was conducted using Google Forms to record participants' responses digitally. This method enables numerical, pattern and objective responses for comparison.
The qualitative approach was employed by use of the secondary thematic analysis, based on available literature, online reviews of guests and feedback in relation to employees to determine four major themes that were considered to be pertinent to training and quality of service. The application of theory assists in the interpretation of the findings (Human Capital Theory), which highlights the essence of investing in labour skills so that the performance of the organisation is boosted (Mutua et al., 2024). The experimental research design was not adapted because of time constraints and ethical issues in the placement environment (Bryman, 2008). In its turn, a non-experimental, descriptive design was deemed to be more suitable. The main software application to extract the survey data and graphical representation was Microsoft Excel.
[bookmark: _Toc219826485]3.3 Advantages, Limitations and Associated Techniques
The case study approach has a number of merits, which include situational richness, practicality, and the possibility of connection between theory and practical operations in the hospitality industry. The mixed-methods design would help in triangulating data, which would increase the validity and reliability of results (Ahmed et al., 2024). However, limitations also exist, including biases in participants’ selection and many others (Davies et al., 2025). The hotel restricts the extent to which the findings can be generalised in the hotel industry as a whole. Also, there can be survey bias or biased opinions of the respondents. The limitations have been managed through the use of straightforward questions on the surveys, an adequate sample size and corroboration of results with the literature. Other methods related to it are Likert-scale analyses on quantitative analysis and thematic coding on qualitative analysis.
[bookmark: _Toc219826486]3.4 Other Significant Methods Employed – Relevance and Application
The secondary data analysis was used to contextualise primary data. A set of academic journals, industry reports and online reviews made by the guests was analysed to determine employee training and guest satisfaction. PESTEL and SWOT analytical frameworks were also used to evaluate internal and external issues that affect the hotel's activities. Such techniques enhanced the analytical nature of the research and evidence-based conclusions and recommendations (Grbich , 2006).


[bookmark: _Toc219826487]Chapter 4: Findings and Discussion
[bookmark: _Toc219826488]4.1 Introduction to Findings
In this chapter, the major findings of the study exploring the influence of employee training on guest satisfaction in IBIS Hotel Northampton are discussed. The results are based on the mixed approach, which relies on the quantitative data in the form of questionnaires with the guests (Wallwey and Kajfez, 2023). This also involves the qualitative data analysis through secondary sources, including the online guest reviews and other literature on the topic. The frameworks of the results are arranged based on the main research objectives and are aimed at covering the service quality, staff work performance and training efficiency in an economy hotel setting.
The findings section will focus on objectively providing the patterns and trends that develop due to the gathered data and outlining the effect that employee training has in relation to the perceptions of the guests, efficiency of service delivery and the personal satisfaction of the guests. The areas of service interactions, such as front-desk operations, responsiveness, communication and professionalism, are discussed. The evaluation of the critical interpretation will discuss the existing academic literature and theoretical frameworks, such as Human Capital Theory and service quality models, is provided.
[bookmark: _Toc219826489]4.2 Findings and Results
[bookmark: _Toc219826490]4.2.1 Primary Interview Analysis
Graph 1
[image: Forms response chart. Question title: 1. What aspect of employee service influenced your satisfaction the most?. Number of responses: 120 responses.]
The results indicate that the response of staff (41.7%) had the strongest contribution to the satisfaction of the guests followed by staff communication and staff professionalism (23.3% and 23.3% respectively). Among the ones that were cited by a majority of respondents (11.7%) was the problem-solving ability. This implies that visitors to the IBIS Hotel Northampton appreciate timely and attentive service. The issue of training is concerned with responsiveness and front-line efficiency.
Graph 2
[image: Forms response chart. Question title: 2. Where did you most frequently interact with hotel staff during your stay?. Number of responses: 120 responses.]
According to the results, guests communicated most with the staff when dining in the restaurant/bar (36.7%), housekeeping (35.8%), with the front desk/reception (15.8%). Guest services were in the common areas at (11.7%). This prove that training should not be constrained to reception staff, but should be extended to the departments where the guests interact most.
Graph 3
[image: Forms response chart. Question title: 3. How would you rate the overall training level of hotel employees?. Number of responses: 120 responses.]
Most of the respondents perceived the employee training to be good (35%) and poor (35%), which was characterised by inconsistency. In the meantime, the ratings of training being very poor were 16.7%, whereas the ratings of the same as very good were only 13.3%. Such results provide reasons to believe that training may exist and influences the way of the guests who stay at a place understand service quality.
Graph 4
[image: Forms response chart. Question title: 4. How effectively did staff handle your requests or concerns?. Number of responses: 120 responses.]
The data demonstrates that 43.3% of guests rated the effectiveness of staff in terms of responding to requests very well and 17.5% rated it very well. However, a significant 39.2% have suffered ineffective and very ineffective handling. This points to the shortage of problem-solving and service recovery skills. This also implies the necessity to conduct specific training to enhance staff confidence and response towards the concerns of guests.
Graph 5
[image: Forms response chart. Question title: 5. Why do you think employee behaviour affected your hotel experience?. Number of responses: 120 responses.]
The findings indicate that quick response (33.3%) and staff knowledge (29.2%) was the core reasons why employee behaviour affected the experience of guests. Role confidence emerged at 25%, and politeness left alone had the least impact of 12.5%. This is an indication that competence and efficiency are the main aspects that guests are concerned with, rather than courtesy alone, which supports the aspect of practical and role-specific training.
Graph 6
[image: Forms response chart. Question title: 6. What type of service issue did you experience, if any?. Number of responses: 120 responses.]
The results show that the most prevalent service problem for guests was communication problems (42.5%). These were in turn followed by delays in service (27.5%), service quality concerns (15.8%) and had no problems (14.2%). Such results indicate communication as one of the weaknesses and one of the critical points of improvement with staff training as an instrument.
Graph 7
[image: ]
The findings demonstrate that training was perceived to have a positive and very positive impact on 34.2% and 17.5% of the respondents, respectively. The Guests were asked about the training of staff in the hotel. Thus, the Google Form survey technique could capture the service quality with staff competence levels, followed by their professionalism. Thus, they could understand the validity of training in overall hospitality service delivery. Nonetheless, 48.4% gave a negative or a very negative impact. Such a conflict of perception implies that inconsistent delivery of training can result in the inconsistent quality of service. This may adversely influence the satisfaction of guests which supports the necessity of designing training programmes.
Graph 8
[image: Forms response chart. Question title: 8. Where do you think additional employee training is most needed?. Number of responses: 120 responses.]
The majority of the respondents mentioned problem-solving skills (39.2%) and communication skills (29.2%) as the areas that they need to develop further during training. Technical skills were at (19.2%), and customer service skills were the least at (12.5%). This means that the guests want the staff to be able to solve problems efficiently which justifies the necessity of training that is not limited to the regular operations of the facility.


Graph 9
[image: Forms response chart. Question title: 9. What level of professionalism did staff demonstrate during your stay?. Number of responses: 120 responses.]
Most of the guests viewed professionalism as high (46.7%) and very high (17.5%), which points to positive impressions. The service quality was analysed by the guests against their personal expectations, previous staycation experience, and the identification of the core hospitality service standards in the UK. Thus, their perceptions were essentially subjective in comparing service quality and operational consistency. Nevertheless, 35.8% indicates professionalism, low or very low. This difference is a sign of inconsistency of service standards that might be associated with training absorption or the level of experience among employees.
Graph 10
[image: Forms response chart. Question title: 10. Why would you consider staying at this hotel again?. Number of responses: 120 responses.]
The constant quality of the service ranked as the most influential reason to walk back (43.3%), followed by service delivery that was efficient (34.2%). Staff friendliness and experience were not as important. This proves that the guests look more at reliability and efficiency rather than at personal friendliness. There may prove the necessity to adhere to the training process and ensure the sustenance of the service quality and the loyalty of its customers.
[bookmark: _Toc219826491]4.2.2 Secondary Qualitative Thematic Analysis
Theme 1: Staff Responsiveness and Service Efficiency
One of the prevailing themes identified during the secondary data and online guest reviews is the fact that staff responsiveness is critical in influencing the type of guest satisfaction. In line with the initial results, numerous guests' feedback emphasises that the speed of replies to requests, speedy check-out/check-in services and availability of immediate help are key elements (Singgalen, 2024). The use of the lean staffing model can help the hotel improve employees’ multitasking nature and flexibility in their core responsibilities, and promote efficiency-driven services to a great extent (Perdomo-Verdecia et al., 2022). This helps in increasing the attitude towards the quality of services. Responsiveness is a major measure of value money in a lean economy hotel like IBIS Hotel Northampton, where a lean staffing model is usually practised. 
Nonetheless, several reviews also note the delays during the peak times, which are usually explained by either understaffing or a lack of prioritisation of the tasks. These aspects indicate that, though there are operational procedures, there still exist training gaps in time management and service prioritisation (Mattila et al., 2025). This finding is supported by the literature, which suggests that responsiveness is an essential dimension of the quality of service, and it is highly conditioned by practical and situation-based training. Service delivery can be poor with uneven reinforcement through training, and this creates mixed experiences for the guests.
Theme 2: Communication Skills and Service Consistency
The theme of communication appears as one of the recurring themes affecting both negative and positive experiences as a guest. Secondary qualitative data demonstrates that the guests expect the staff to enhance clear, confident, and factual communication with the front-desk staff when resolving service concerns (Bigwanto et al., 2024). Dissatisfaction and negative online reviews were often caused by poor communication, such as a lack of clarity in explanation or inconsistency in information. This theme is evident in the survey findings, in which the most prevalent service issue was determined to be communication problems. 
As in an economy hotel, employees are likely to work on multiple tasks in various departments, and in this case, there is a chance that they will fail to communicate effectively without proper training (Zientara et al., 2023). The available literature highlights the fact that communication skills training will lead to better clarity of services, minimised misunderstandings and consistency in service touchpoints (Giannotti, 2025). According to the findings, the existing training practises might be concentrated on operations to the extent of overlooking interpersonal communication. At IBIS and the other Accor Group Hotels, entry-level training includes a structured induction process with health and safety orientation, followed by on-the-job training (Accor Group, 2023). All these trainings are provided to new staff to help them understand current organisational practices and identify areas of improvement, and stay more flexible in organisational operations at large. Therefore, enhancing communication-based training may hence lead to the minimisation of service failures and the enhancement of the level of guest satisfaction.
Theme 3: Professionalism and Employee Confidence
According to secondary information, visitors compare professionalism with the level of knowledge of the staff, trust in competence in performing their duties and compliance with brand quality, not with politeness (Juni and Hutasuhut, 2023). Frequently, positive reviews mention well-trained and confident members of staff, whereas unpleasant reviews mention being uncertain or unenthusiastic about responding to requests. This is in line with the Human Capital Theory that proposes investment in employee training to increase their competence and organisational performance (Isah Leontes and Hoole, 2024). The dissimilarity in professionalism through the guest commentary might be due to high staff turnover and inconsistent training displayed in the economy hotels. The literature also endorses the position that professional service standards require continuous training so that they are upheld (Dimitriou, 2022). The findings also put the importance of structured onboarding and refresher training where all the employees are expected to be able to perform in an outstanding way of professionalism and confidence. At IBIS, training usually takes place in terms of developing a structured induction plan for new joiners. This induction is related to the hotel’s service standards and health and safety training. For instance, in the Accor Group, individuals are provided with clear pathways and mobility to grow with potential programs to shape future leaders and nurture individuals’ core potential to a significant extent (Accor Group, 2025). Also, the inclusion of comprehensive programs and mentorship programs is effective in recognising talent more efficiently. 
Theme 4: Training Gaps in Problem-Solving and Service Recovery
The last theme is associated with the training gaps in problem-solving and service recovery. Secondary qualitative analysis demonstrates that guests are very sensitive to how service issues are handled compared to the issue (Ewanlen, 2022). Assessments usually reflect dissatisfaction where the employees fail to solve difficulties effectively or when issues are not passed upwards. This result can be supported by survey findings, where problem-solving skills were defined as the most required field of further training. Employees in economy hotels often have to solve the problems by themselves, which is why the training on problem-solving is vital (Koc et al., 2023). Available literature indicates that successful service recovery training enhances the loyalty of the guests and counters the adverse perceptions. There might be a lack of organised service recovery training at the operational levels, which may cause service inconsistencies (Mir et al., 2023). Specific training would help mitigate this lapse and bring meaningful changes to the level of guest satisfaction and brand image.
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This discussion section is a critical interpretation of the findings deliberated in the preceding chapter that relates them to the available academic literature, theory and practices in the hospitality industry. The overall objective of the study was to examine how the employee training influenced the guest satisfaction in the IBIS Hotel Northampton, which is an economy hotel business in a competitive and highly price-sensitive environment. The results obtained in the primary quantitative data and secondary qualitative analysis present valuable information related to the impact of training practises on the service quality, the performance of the staff, and the overall experience that the guests have.
The topic of the discussion is how training effectiveness influences the staff's responsiveness, communication, professionalism and problem-solving skills and how discrepancies in training may negatively influence the perception of guests. In addition, this section explores operational implications of the findings for the placement hotel in consideration of limitations of the research and key areas where training interventions can be used to improve guest satisfaction and organisational performance. This discussion will address and incorporate theory with practice in supporting the conclusions and recommendations given in the final chapter as evidence-based.
[bookmark: _Toc219826493]4.4 Interpret and Analyse the Research Findings
The findings of the research indicate the distinct correlation between training of employees and guest satisfaction, as they confirm the available literature on hospitality that places training as a fundamental contributor to service quality. The major information indicated that the responsiveness of staff was the most influential parameter that influenced guest satisfaction, followed by communication and professionalism. These results are consistent with those provided by Shulga (2021) and Chehab et al. (2021), claiming that the frontline employee competence and responsiveness are among the factors that are highly influential in customer perceptions, especially in the economy hotel premises where service encounters are common, but the resources are scarce.
The great rate of responsiveness implies that guests are ready to see efficient and quick service delivery rather than more personal attention. This is in line with the expectation of the customers in the budget hotel who are more concerned with efficiency, reliability and value for money (Baquero, 2023). Nevertheless, the results also showed an increased percentage of customers complaining about the inability to handle the requests and delays in receiving the services. This discrepancy means that there are inconsistencies in training implementation, other than a lack of training (Simatupang, 2025). Although there are possible training programmes, they seem to have an imbalanced response, which can be explained by the high staff turnover, work pressure and time set aside to engage in constant learning.
The most observed service problem facing the guests was communication-related problems, which aligns with literature that suggests communication to be a very important soft skill in hospitality service provision. Even operational standards may result in low standards of poor communication, misunderstandings, unmet expectations, and dissatisfaction (Karatepe et al., 2023). This implies that training that is currently upheld in the placement hotel could be too task-oriented, with little emphasis being made on interpersonal and communication skills. According to Barreto and Mayya (2023), the problem of effective training is that it should combine both behavioural competencies and technical skills, and the results of the study confirm this point with the highest possible chance.
Professionalism and confidence among employees are also reported to be influential in satisfying the guests. On the one hand, professionalism was rated highly by many guests and on the other hand, the rating was rather low, which points to inconsistency in service delivery (Liasidou et al., 2024). According to the Human Capital Theory, this creates a lopsided investment into employee growth in either role position or tenure. Trained employees and those subjected to systematic reinforcement have a higher chance of displaying confidence and professionalism despite poor service interaction by poorly trained employees, which adversely affects the experience of the guests (Nzimakwe and Utete, 2024).
The restaurant was found to have some major gaps in training, such as problem-solving and service recovery skills. Guests were also sensitive to the management issues of service, which helps prove that service recovery can help to overcome dissatisfaction. This finding is supported in the literature, which states that even under service failures, the trained employees can transform the negative experiences into positive ones (Saito et al., 2025). The inadequacy of operational service recovery training is thus possibly an opportunity that the placement hotel missed in enhancing guests’ loyalty and online reputation. For instance, Elainewnel (2025), a visitor commented on TripAdvisor about the IBIS Hotel that, although the services were decent, it needed more improvement in terms of website management and housekeeping facilities. 
[bookmark: _Toc219826494]4.4.1 Addressing the Research Relevance and Exploring Implications
The study has a great applicability to the modern hospitality management practice as it focuses on one of the most severe operational issues that exists in the economy hotel brand. This also ensures high market satisfaction rates against the backdrop of constrained financial and human resources bases (Prabhu et al., 2024). Through its attention, the study relates the connection between employee training and guest satisfaction of IBIS Hotel Northampton and will directly address the research aim and questions. This helps to and enrich academic knowledge and practice in hotel management.
The results affirm the fact that employee training produces a notable impact on the satisfaction of the guests, especially based on the dimensions of service quality, which are responsiveness, communication, professionalism and ability to address problems. Such results conform to available literature on hospitality and the Human Capital Theory that organisational performance and customer results can improve with investment in employee skills (Stoffers et al., 2021). This strengthens the need to train in the case of the placement hotel, as training is not a cost, but a strategic investment in enhancing a steady service provision and brand image.
A significant identity of the findings is one of the most crucial implications of the findings on the central role of staff responsiveness in determining the level of guest satisfaction. Visitors always valued effective and punctual service more than a relatively personal communication, which is typical of the economy hotel expectations (Asgeirsson et al., 2024). This indicates that the training programmes must have a high emphasis on operational efficiency, time management and prioritisation of the requests of the guest, particularly during peak occupancy seasons. Improving these competencies would help to minimise delays in the service and improve the general attitude of the guests towards value for money.
The biggest point of concern raised was communication, and numerous guests have come up with communication-related issues with services. This means a lot to training design, where it has been noted that there should be a balance between training of technical tasks and that of soft skills. Effective communication is important to manage the expectations of the guests and avoid their dissatisfaction (Asmara et al., 2024). Augmenting the training of communication (cultural awareness and skills of interacting with customers) would probably decrease the rate of service misunderstanding and provide the guests with a better experience.
The professionalism and the confidence of the employees were also discovered as the factors that influence the perception of the guests. Despite the fact that most of the guests provided positive scores regarding the professionalism of the staff, inconsistencies were observed. This implies that the training exposure or reinforcement among employees is uneven, perhaps because the time available to train employees is scarce, due to high staff turnover (Codling et al., 2022). The implication for the placement hotel will be structured onboarding programmes and frequent refresher training programmes to make sure that every employee provides brand service on a consistent basis.
The other important implication is associated with problem-solving and service recovery. The results demonstrate that the sensitivity of the guests to issues by the service organisations is especially high as compared to the frequency of problems themselves. It supports the existing literature that cites that effective service recovery has the capacity to transform negative experiences into positive ones (Sukhu and Bilgihan, 2023). In the case of the placement hotel, it means that it is necessary to introduce specific training that is aimed at managing complaints, the authority in decision-making, and service recovery methods. Enabling employees to find solutions to their problems early might enhance the satisfaction and loyalty of guests to a considerable degree.
Strategically, the findings bring out the role of quality consistency of the services offered as the driving force for repeat visits. Reliability and efficiency were proven to be the main factors that influenced repeat intentions of guests because of friendliness alone (Tavitiyaman et al., 2024). Therefore, the standardised and continuous training is an important investment that should be made in the hotel industry to maintain the gains of competition. In this scenario, competitors like Hilton and Premier Inn have been effective in providing micro-learning to guests to continuously improve the overall staff performance. 
Although it is relevant, the study has limitations which need to be mentioned. The study was carried out in one hotel, which did not have a high generalisability of the results. Besides, there is the risk of response bias because of self-reported survey data. The time limit regarding the placement hindered the application of the longitudinal or experimental mode. However, the combination of the secondary data and the use of a mixed-methods approach made the results more reliable.
On the whole, the study is informative in examining the impact of employee training on the satisfaction of guests operating in the real economy hotel environment. The implications stress the fact that there should be more balanced and continuous training strategies that promote efficient operations as well as the quality of the service (Khalil et al., 2024). These are then good insights into the recommendations made in the following chapter.
[bookmark: _Toc219826495]Chapter 5: Conclusion and Recommendations
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The study focused on how the training of employees would influence the guest satisfaction in a scenario of an economy hotel based on the context of the IBIS Hotel Northampton as the case study. The research was conducted in reaction to the increasing pressure of branding budget hotels to achieve a high rate of guest satisfaction while having minimal resources, low staffing profiles and high staff turnover. This gap in the body of knowledge on hospitality literature was filled by doing a mixed-method implementation of the case study-based research design which evaluated employee training based on its role in service quality, staff performance and guest perceptions. Thus contradicting earlier studies on the topic that had primarily taken a luxury or large-scale hotel setting.
The research results also revealed that the level of training of employees contributed greatly to the satisfaction of the guests. The key quantitative data was presented in the form of the fact that the responsiveness of the staff turned out to be the most influential factor that impacted the satisfaction of the guests, followed by communication and professionalism. These findings reflected that the guests stayed in budget hotels focused on efficiency, reliability and quick service, minor aspects as compared to personalised or luxury service aspects. This finding was in line with the existing knowledge in the hospitality industry which proposed that in the case of economy brands of hotels, the value-for-money expectations are at the core of guest satisfaction. The results also affirmed the Human Capital Theory, which suggested that individual performance is boosted and there is increased organisational performance by investing in employee training (Ullah et al., 2022).
Although a positive relationship has been established between training and guest satisfaction, inconsistencies in the service delivery were also found in the research. Although some percentage of those who answered gave a positive rating on employee training levels and the level of professionalism, many claimed that they were not able to deal effectively with the requests, delays in services and had problems with communication. Such discrepancies implied that training activities in the placement hotel might not have been implemented equally among the members of staff or the different departments. Excessive workloads and a lack of sufficient time to train the staff and staff turnover seemed to have decreased the quality of training execution, which resulted in mixed experiences of the guests.
One of the areas of weakness found to affect the satisfaction of guests was communication. Primary survey data, as well as secondary qualitative analysis indicated that communication-related issues were the most commonly used service problem. This implied that the current training could possibly have been more operation-oriented and less oriented on soft skills like communication, emotional intelligence and customer interaction. The fact that the poor communication in question can have a harmful influence on the perceptions of guests. Thus, the results supported the significance of incorporating interpersonal skills training in the hospitality training programmes.
Professionalism and employee confidence were also identified by the study as having a significant influence on the perception of the guests. The guests associated professionalism to employee familiarity with roles, role performance confidence, conformity to the standards of service and not courtesy. The inconsistency in perceptions of high staff professionalism was observed in the fact that the majority of the respondents rated the staff professionalism as high, but a significant proportion of respondents rated the staff professionalism as low. This result implied that the variation in training exposure, level of experience, or reinforcement of standards might have affected the behaviour of the employees.
Some of the training gaps that were found to be critical included problem-solving and service recovery. The results indicated that service handling was one of the areas that guests were very sensitive about, and not the incidences of service failures. The ineffectiveness of service recovery tended to lead to dissatisfaction and negative perception, whereas the efficient resolution had the opportunity to alleviate dissatisfaction. This was in line with previous research that had suggested that efficient service recovery training improves the loyalty of the guests and preserves the brand image. Lack of organised problem-solving and service recovery training at the operational levels can, thus, have been one of the causes of negative guest experiences in the placement hotel.
Analytical models were also used in the study, including PESTEL and SWOT analysis of the internal and external factors affecting the training and satisfaction of the guests. It was found that economic pressures, labour costs and regulatory requirements restrained training investment and technological advances created an opportunity for cost-effective training solutions like e-learning. The fact that the hotel was linked to a global brand granted them the opportunity to use standardised training models, but their implementation could not be done because of the operational bottlenecks and workload pressures. These findings underlined the fact that it is difficult to strike a balance between training investment and operational requirements in an economy hotel setting.
There are a number of limitations of the study that were admitted. The study had a sample of only one hotel, hence limiting its ability to generalise the results to the overall hospitality sector. Reliance on survey data where the respondent self-reporting is also a factor that has brought in the chances of response bias. Also, the time limitation related to the placement did not allow the application of the longitudinal or experimental research techniques. Although these limitations were present, the mixed-methods mode enhanced the validity of the results through triangulation of the data and also offered informative information on the actual hospitality practice. Nevertheless, discrepancies in the implementation of training decreased the reliability of the service quality. The research revealed that there is a necessity for ongoing, practical and well-organised training methods in order to facilitate regular service delivery. These findings presented a robust argument for the working recommendations that were given in the next section.
[bookmark: _Toc219826497]5.2 Recommendations
1. Implement Training and Training Case Programmes: The irregularity in service delivery was one of the main research results and implied unequal implementation of training. It is suggested that the hotel should implement a more codified and ongoing training programme instead of being over-dependent on punctual training or informal training on the job (González-González et al., 2021). They should introduce regular refresher programmes that would reinforce standards of service delivery, in particular, to frontline staff. This would help maintain a consistent use of training knowledge by the employees in day-to-day operations, minimising a personalised nature in the guest experiences.
2. Enhance Communication Competencies Training: The most widespread service problem that was given to guest satisfaction was communication-related issues. Hence, the focus should be on the targeted communication skills training. This would consist of verbal communication, active listening, disclosure of information and being culturally sensitive (Lacalle, 2024). They could involve role-playing situations and life simulations of working in services in order to train their employees to effectively communicate. Better communication would decrease misunderstanding, handle the guest expectations and improve the quality of the provided services as a whole (Ruslaini et al., 2024).
3. Improve Problem-solving and Services Recovery Training: It was found that the service aspects that guests could be sensitive to include the manner in which service problems were addressed. Consequently, it can be suggested that the hotel should introduce particular training modules that are centred on problem-solving and service recovery methods (de Villiers et al., 2023). These can be improved by expanding micro learning opportunities for staff within the refresher training modules to empower multi-skilled staff. The employees need to be educated on managing the complaints in a confident manner, making a suitable decision and escalating the problems when necessary. Giving the employees clear instructions and the power to make decisions on minor cases and solve them on their own may result in better resolution time, elevated guest satisfaction, and fewer negative comments (Modise, 2023).
4. Focus on Responsiveness and Time Management Skills: Responsiveness among staff was pointed out as the most effective factor influencing the satisfaction of guests. To curb this, time management, priority and multitasking skills must be included in the training programmes, especially during peak working times. High-demand situations, like busy check- in times, could be simulated in a scenario-based training so that the staff can have the opportunity to respond in a more efficient manner (Zhou and Ni, 2025). The respondent value and efficiency towards guests would enhance their perception of efficiency.
5. Internationalise Onboarding and Induction: A high rate of staff turnover is also one of the problems common in the hotel sector and has been mentioned as an issue influencing the effectiveness of training. In order to reduce its influence, it is suggested that the hotel should follow a similar onboarding and induction routine (Ciríaco et al., 2025). A properly organised induction programme must state clearly the service standards, expectations of the roles and brand value early on (Santa et al., 2025). The current programs include comprehensive training, induction and many others. This would mean that new workers are well-trained and ensure consistency in professionalism and quality of services.
6. Utilise Cost-Effective Digital Training Tools: The usage of digital training solutions is suggested because of the financial restrictions of the economy hotel operations. E-learning systems, short video training, and micro-learning courses will be able to offer more convenient and low-cost training (Siddique, 2023). Such tools would enable the staff to get training materials at their own convenience without interfering with the day-to-day operations. It is also possible to use digital training that helps to standardise the departments and enhance knowledge retention.
7. Promote Feedback and participation of employees in training: The participation of the employees in the training design and assessment must be favoured. The management can use the comments of the staff about the relevance of the training and difficult situations that they face to help them design programmes to match real-world situations (Schinnenburg and Boehmer, 2025). The more the employees are engaged in the training process, the more chances they have to feel motivated and committed to the application of learned skills. This participative style would make the training effective and boost the morale of the employees.
8. Monitor Training Outcomes and Guest Feedback: Lastly, the hotel should also be advised to conduct frequent evaluations of the success of their training programmes (Asgeirsson et al., 2024). The surveys among guests, online reviews, and internal performance measures must be observed to determine whether the quality of provided services has improved. The outcomes of the training can be connected to the feedback of the guests to enable the management to understand the current gaps and to constantly improve training strategies.
These suggestions closely match the research findings and are aimed at assisting the placement hotel in enhancing the consistency of services, employee performance, and customer satisfaction. These measures would make the hotel more effective in its operational performance and increase its competitiveness in the economy hotel industry.
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2. Where did you most frequently interact with hotel staff during your stay?
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3. How would you rate the overall training level of hotel employees?
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4. How effectively did staff handle your requests or concerns?
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5. Why do you think employee behaviour affected your hotel experience?
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6. What type of service issue did you experience, if any?
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7. How did employee training influence your perception of service quality?
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8. Where do you think additional employee training is most needed?
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9. What level of professionalism did staff demonstrate during your stay?
120 responses
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® c) High
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image11.png
10. Why would you consider staying at this hotel again?
120 responses

@ a) Friendly and helpful staff
®b)

@ c) Consistent service quality
@ d) Overall positive experience
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1. What aspect of employee service influenced your satisfaction the most?
120 responses

@ a) Staff communication
@ b) Staff responsiveness
@ c) Staff professionalism
@ d) Problem-solving ability
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