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1. [bookmark: _Toc182450631]Introduction


To the highly competitive hospitability industry, the performance of the employees plays a central role in impressing the customers and retaining the brands. Cardiff Central Premier Inn being a part of the well-known Premier Inn hotel group worldwide, understands that, training of the employees is the key to improving the services to be offered to the various guests. Situated in a busy area, the company offers accommodation in Cardiff Central hotel, which has a great number of permanent guests from different circles, which is why the staff members must be highly trained to provide superb services(Fleming et al., 2022).
The following research study seeks to find out the effects of proper training and development on the employees of Premier Inn Cardiff Central. This is the goal of this study, which will assess the structure/implementation and effectiveness of these training initiatives to support the argument that training can build on specific client service skills, enhance the job satisfaction of the employee, and ultimately enhance the quality of service delivered to guests. Currently, the training programmes in Premier Inn Cardiff Central are developed on the basis of the objectives of the company, and the major competencies that are required in the industry of hospitality(Harris et al., 2021). 
The performance figures that connect training to employee performance will also be presented in details in the report such as guest satisfaction scores, staff retention figures and service delivery speeds(Provotorina et al., 2021). With this in mind, this report aims at offering valuable insights of what Premier Inn Cardiff Central can gain from its training initiatives or lack of thereof as it strives to maintain quality service delivery and meet its strategic goals, as it set in the competitive hospitality industry. This report will also highlight best practices that can enhance employee performance and customer satisfaction.
[bookmark: _Toc182450632]Objectives: 
1. To examine the components of Premier Inn’s training programs and their impact on employee competencies.
2. To evaluate how training contributes to employee satisfaction, performance, and retention.
3. To identify potential improvements in current training practices for sustained performance enhancement.

2. [bookmark: _Toc182450633]Literature Review

2.2. [bookmark: _Toc182450634]Theoretical Background
Training courses are therefore core components of the Hospitality industry that assists in the delivery of quality services by presenting the structured learning processes that are likely to improve the knowledge, behaviour and attitude of the employees to fit organizational objectives. Askari et al., (2020) stated that, properly designed training enhance the service delivery and efficiency of organization, and also employee satisfaction level which in turn helps to create a favourable organizational culture. One of the models which is more relevant in this case is the Service-Profit Chain model developed which presents how satisfaction of the employees – due to factors encompassing training- has an impact on increased customer satisfaction which directly contributes to business profit(Delgado et al., 2023).
2.3. [bookmark: _Toc182450635]Importance of Training in Employee Performance
Research evidence shows that that there is a very close positive relationship between training and employee performance. Analysis carried out by Ahsan et al., (2022) indicate that trained employees are more capable to addressing numerous guest requirements as they prepare for unusual circumstances. For instance in hospitality, the employees need to be knowledgeable in their line of duty but most importantly be able to deal with guests. Training also helps employees to have deeper insight into what they are supposed to do as per their contracts helping them to be more confident and productive, factors that if well harnessed can see them deliver excellent services to their customers(Louzri and Kheidri, 2024). Also, according to Sharma, Nicolau and Mas, (2022), training expenses generate tangible, positive returns within business success factors, including customer satisfaction, satisfaction, and staff motivation. For example, employee training needs organized overall reveals better employee satisfaction working conditions, and this generates enhanced a performing results for products in the intense hospitality business that require consistency to thrive(Sharma, Nicolau and Mas, 2022).
2.4. [bookmark: _Toc182450636]Types of Training Programs in Hospitality
A number of training schemes offer, which targets the diverse roles that one arrives at a hotel suit are of benefit to the hospitality sector(Askari et al., 2020). The three most prevalent types of training in the industry are on-the-job training, cross-training, and soft skills training:
    On-the-Job Training: Persons learn during working on their workplace, it is common and efficient practice in the hospitality industry because practice makes persons became more skilled, confident and creative. Training helps to guarantee that the participants practice working more and can be very helpful in cases where a lot depends on an individual’s decision. In the Premier Inn Cardiff Central, the implementation of the on Job Training again enables the new employees to integrate to their working environment because they train under supervision of their seniors(Sharma, Nicolau and Mas, 2022).
    Cross-Training: The results also emphasized on the fact that cross-training helps to provide a flexibility to the employees so that they can perform the tasks of different organizational positions in the hotel. Besides, this method increases employees’ flexibility and develops better teamwork since it brings employees closer to the other functions and tasks. But as the example of cross-trained workers says that as Gelbman, (2022) highlights, it is more advantageous to be ready for role changes and be able to cover some of the shortages in staffing during the peak demand, or other times when there are certain irregularities.
    Soft Skills Training: Since much of hospitality entails dealing with customers, this makes soft skills training compulsory. The kind of training given in such a case centres on aspects like communication skills, conflict solving, problem solving, and willingness to understand the guests’ needs so as to avoid cases where the employees should not be capable of handling the guests(Kizi, 2021). There is particular focus on soft skills training especially at hotels such as Premier Inn Cardiff Central where guests demands and needs may vary. Soft skill training for the employees, thus, enlarges customer satisfaction and customer loyalty by raising interpersonal communication competencies among them(Ahsan et al., 2022).
2.5. [bookmark: _Toc182450637]Challenges in Training Implementation
The literature review showed that the positive impact of training cannot be debated but several factors can hamper its efficacy; more so in the hospitality industry. Promotion and transfer of employees affords little chance for training stability; it is common for a trainee to undergo initial training, then be on the floor, then be transferred because of turnover, and the cycle continues. This high turnover can be blamed on the work nature that acting involves that come with hospitality jobs include, irregular working hours, conditions that involve lots of strain both physically and mentally. As a result, constant turnover implies that new staff members have to be trained, which means that the amount of training turned out to be a serious challenge in terms of budget constraints and the need to enhance staff members’ professional skills in the course of their work(Gelbman, 2022).
The last is the efficiency and time limitations that is faced in the organization. This is true especially in organisations that are stretched for time, such as in the hospitality industry where management may find it hard to fix time for training without there being a disruption of work(Kinyanjui, Kieti and Kiage, 2024). This is more so when holding training sessions in places such as Premier Inn Cardiff Central, which is located in a busy area, and decent service delivery can easily be compromised. Thus, though training is critical of the processes below logistically and related to available resources can pose problems to training’s effective delivery.
2.6. [bookmark: _Toc182450638]Gap in Literature
Despite the substantial body of research emphasizing the importance of training in enhancing employee performance within the hospitality industry, there remains a notable gap concerning the specific training practices employed at Premier Inn Cardiff Central. Most existing studies provide a generalized overview of training benefits without delving into the unique context and operational challenges faced by this particular establishment. Furthermore, while the Service-Profit Chain model highlights the connection between employee satisfaction and customer satisfaction, there is limited empirical evidence that directly links the specific training programs at Premier Inn Cardiff Central to measurable outcomes in employee performance and customer service quality.





3. [bookmark: _Toc182450639]Methods


3.1. [bookmark: _Toc182450640]Case Study Approach
This report was conducted using the case study approach to give a thorough analysis of the training practices at Premier Inn Cardiff Central. Using case study lens is useful because it allows a closer examination of the practices in place in a realistic context, which is useful in the context of hospitality industry given that employee behaviour and organizational procedures to respond to customers are context-specific. This means that the present methodology enables the establishment of a detailed approach to determine the degree of training initiatives on employee profiling and service delivery in Premier Inn Cardiff Central.(Tamsah, Ilyas and Yusriadi, 2021)
The use of case studies has been widely documented in scholarly work,  especially in studying intricate organizational behaviours, gives depth and broad qualitative data that verges on being unreachable via quantitative analysis.. As this research will be based on a single location of the hotel brand within the broader context of a large and diverse chain of Premier Inn, it can afford to document the specifics of Cardiff location situated in an urban centre with specific target clientele and particular internal and external conditions familiar to the representatives of the hotel(Riyanto, Endri and Herlisha, 2021). This localized approach is consistent with the ability to undertake more detailed analysis of training’s effects on employee behaviour, performance, satisfaction levels and customer interface within this hotel.
3.2. [bookmark: _Toc182450641] Benefits and Limitations of the Case Study Approach
The strength of the case study approach, in the current context, shall be founded on the uniqueness of decoding Premier Inn’s training issues while also exposing relative merits of some of the methods and practices used in the context of this study. Due to data collection and analysis, this research approach keeps the researcher afloat with supporting patterns and factors that influence training success resulting to better tailored employee training(Chanana and Sangeeta, 2021a).
3.3. [bookmark: _Toc182450642]Supplementary Techniques
In addition to the case study approach, this report also makes use of reflective writing and netnography as two additional research methods that would help supplement the case study approach in the collection of data(Akel and Noyan, 2024). These methods enable comprehensive understanding of training’s effects as compared to its effect on employees and customers, irrespective the minor details, which could at times be invisible from quantitative analysis data.
4. Reflective Writing: The technique of reflective writing consists in a qualitative documentation of systematically notes and authors impressions regarding employees’ behaviours and their reaction towards training measures in a temporal aspect. It counts for this method to enable focusing on the extent to which training influences employee attitudes towards job, job satisfaction as well as performance(Khan et al., 2020).
    Netnography: Concerning the additional understanding, netnography – the observation of online communities and forums – is used to supplement the understanding of employees and customers’ interaction and presence online. As used in this report, netnography refers to observing and analysing employee discourse of internal platforms, as well as customers’ discourse of online communities such as forums or social media platforms. 











4. [bookmark: _Toc182450643]Case Study Discussion


4.1. [bookmark: _Toc182450644]Premier Inn Cardiff Central Overview
Premier Inn Cardiff Central is located in the central business district of Cardiff, a factor that makes it an ideal stop for business and leisure travellers since it is close to the various business and tourist destination and transport terminal. It is a hotel that has operated under the business group of Whitbread PLC and known for offering quality services to its coaches at reasonable charges that helped it attract a pool of clients in this merciless/eager competitive market(Astuti, Shodikin and Ud-Din, 2020). Premier Inn Cardiff Central currently has approximately 120 guest rooms and 60 employees of various positions such as receptionists, cleaners, maintenance personnel and hotel, café, and restaurant workers.
Cardiff Central receives training policies and procedures similar to other branches under Premier Inn so that every branch delivers services in the same manner. These training focuses on aspects like customer relations, organization and compliance to health standards and among others that enhance guest satisfaction(Baydeniz and Kart, 2024). The location for the Premier Inn Cardiff Central needs to meet the specific needs of the tourism and business world in Cardiff which adds layers of proactivity, understanding and attentiveness to any employee representing the brand.
Since Cardiff is a tourist and commercial center, the target market of the Premier Inn Cardiff Central has to be very broad, including tourists visiting historical and cultural attractions; businessmen attending conferences and meetings. Such an environment requires great flexibility and understanding in staff, who are supposed to be prepared for the unpredictable character of needs of such clients. For example the staff can help in organizing transport for the tourists or suggest working space for the business tourists. Increased training ensures that the employees at Cardiff Central have the proactivity and resourcefulness that will help them to influence guest satisfaction and therefore enhance re-visitation and brand recall.
This commitment is further taken to address Cardiff’s specific market needs as a branch; moreover, it does so to augment the employees’ cultural sensitivity and vigilance. Workers are trained to navigate through a wide range of guests while considering their guests’ particular preference and cultural differences(Chanana and Sangeeta, 2021b). To this respect, adopting such a focus in the delivery of services can especially make the most sense in Cardiff given that the area is likely to host people from different parts from the world; interaction with such guests can either be properly communicated or else there can be a lack of appreciation of diversity. Lastly, using the metal and operative model of Premier inn, Cardiff Central has tried to strengthen the hospitality of brand along with the organized uniqueness of Cardiff that is particular for tourism and business travelers.
4.2. [bookmark: _Toc182450645] SWOT Analysis
A good understanding of the internal and external factors that shape training in Premier Inn Cardiff Central requires a SWOT analysis. This paper focuses on the hotel industry to reveal the training practices in relation to the strengths, weaknesses, opportunities, and threats of the organisations in the context of its training plan.
Strengths:
The main competitive advantage for Premier Inn deals with close attention to standardized training for all its branches so that staff is well equipped to attend to the needs of their guests comprehensively. As a part of training at Premier Inn Cardiff Central, professional competencies like problem solving, communication and use of new technologies addressing guest needs and solving probable complaints or concerns. Such training commitment fosters customer satisfaction because guests are served by friendly and professional staff from well-trained staff members(Noe, 2020a). Uniformity in service delivery was highlighted as Premier inn’s competitive advantage because some of its competitors in the economy hotel industry might compromises potential profits through training service delivery staff adequately(Darvishmotevali and Ali, 2020a).
Weaknesses:
Another drawback of Premier Inn Cardiff Central is the high level of employees’ turnover that is characteristic of the majority of companies in the sphere. Certain factors are more costly due to their effects on the organization and its delivery of services among them is the high turnover rate among employees. This challenge is made worse by the fact that training process in the hospitality industries is highly skills intensive, which includes technical skills as well as interpersonal skills required to deal with guests. This has also in turn high turn over rate which then poses a challenge for Premier Inn Cardiff Central in ensuring that it trains and retains personnel from experience from the unstable market.
Opportunities:
The expansion of tourism industry in Cardiff promises a great opportunity for to the establishment of Premier Inn Cardiff Central. As the city of Cardiff has been receiving more and more attention as a tourist destination from the residents of the United Kingdom and individuals around the world, the hotel can expect to get more people into the business. Improving personnel training that involves orientation to the local market and culture, Premier Inn can improve on meeting the needs of the diverse customers and improve their satisfaction level and maybe, customers’ loyalty level(Dutt and Ryan, 2024). Further, there is a possibility of training programs to create adequate human resource skills to address the people of Cardiff demands such as directing staff on information provision on attractions, event, and foods(Niati, Siregar and Prayoga, 2021a).
Threats:
The main threat presented to Premier Inn can be found from other cheaper hotel brands which are operational within the industry including Travelodge alongside Holiday Inn Express. These competitors also provide low prices for accommodation as well as put emphasis on various values of customers but can use other tactics to obtain them. For instance, some carriers can decide to lower their operational expenses and price their services lower than others whereas other can consider paying heed to facilities that are exotic. Therefore, Premier Inn Cardiff Central has to constantly modify the training activities it offers so that it could develop unique value propositions for its clients. Thirdly, expectations for the innovative technologies and applications in the hospitality operations like the check-in via the web and the mobile keys are rather high and, thus, the staff of the Premier Inn needs to be ready not only for the further development of the digital sales and interactions but also for the face-to-face contacts with the consumers(Morandini et al., 2023).
4.3. [bookmark: _Toc182450646]PEST Analysis
In order to better comprehend where Premier Inn Cardiff Central is coming from with respect to its training practices, a PEST analysis must be conducted. These findings demonstrate how training pattern is influenced by the environment letting us know how services are delivered at this particular place.
Political:
It is also substantiated that rules associated with employment protection, remuneration policies, and working hours in UK impose higher influence on hiring and training in the context of hospitable industry. Adherence to these regulations require the organization to invoke resources in order to see to it that all employees go through the safety measures, guests handling as well as ethical standards(Labrague and Santos, 2021). Also there are human resources issues such as subjecting to fluctuations of laws regarding immigration since the work force is sensitive to change in such policies. As such, political stability and regulatory requirements are defining the training policies at Premier Inn to control the compliance risks, as the hotel has to follow specific labor laws and train the staff to meet the requirements(Anwar and Abdullah, 2021).
Economic:
The COVID has caused a ripple effect hence creating a rise in travel and hence improving the hospitality industry since people go back to business travel and other travels. But this recovery also calls for improved contractual standards every time, once again put pressure on Premier Inn Cardiff Central to provide employee training to guarantee their capacity to serve better once clients are many(Darvishmotevali and Ali, 2020b). Inflation and wage rate also affect Premier Inn’s financial capacity to plan for training, because the higher costs means essential training tools are prioritized over non-essential training tools.
Social:
New customer preferences and especially the recent trends in technology lead to evolution of the training needs in the hospitality industry. The consumers, current date guests, demand individual attention, fast service delivery, and take only a few minutes to post or comment on whatever they think about on their guest experiences on the social media platforms or even, other reviewing websites(Davidescu et al., 2020a). Therefore, training delivered at Premier Inn Cardiff Central involves the development of soft skills including; cultural sensitivity to meet the needs of clients. Other examples of how social change affects training content include the evolving expectations for delivering service to equality and inclusiveness and training employees on customers from different backgrounds and eco-awareness since Premier Inn needs to ensure its employees preaching environmental consciousness as a company’s policy(Yağmur, Demirel and Kılıç, 2024).
Technological:
The technological innovations in the hospitality business like, self-service kiosks, check-in solutions, and mobile applications have enhanced the guests’ experience. is true and since human workers adjust to these technological developments they are faced with both technical and personnel responsibilities in customer service(Niati, Siregar and Prayoga, 2021b). The Cardiff Central hotel has been learning from such changes and its staff has knowledge about how to help guests with technologies but at the same time offer them personal, warm hosting. These two directions of training also keep the hotel’s service quality at its best level while adapting to new technologies.
4.4. [bookmark: _Toc182450647]Competitor Analysis
The competition is high for the chain of such a type hotel as Premier Inn Cardiff Central where such competitors as Travelodge and Holiday Inn Express exist. These competitors also include cheap price and easily accessible outlets thus they appeal to the same market segment as this company. However, Premier Inn training highlights the means of delivering customer satisfaction on which competitors might compromise on service delivery even as it seeks to observe financial efficiencies.
For instance, Travelodge also focuses on room price and other necessities, without having to spend a lot on worker training. This approach may suit some customers but it is not so friendly to guests and may not make them feel special. While Hilton offers accommodation facilities so it’s not surprised that it offers an effective solution to its staff through human resources development, Premier Inn on the other hand focuses on training to make the staff prepared to provide a warm and hospitable attitude in a heavily frequented area as the Cardiff Central(Mandasari, 2020). 
However, Holiday Inn Express has been more the company that has been trying to deliver simple guest experience – the customer deal can often be best shell throughout such interaction and without human touch, a lot of the operations are self-service. Consequently, the Premier Inn Cardiff Central has integrated its training strategies to achieve a combination of dual objectives, streamlining of digitally enhanced service solutions and promptly providing guests with human support when required. This mixture of technology and interpersonal contact is a strength for Premier Inn because this way the company can satisfy different guests’ needs and requirements still providing the guests with the best service(Sugiarti, 2022).
4.5. [bookmark: _Toc182450648]Netnography Findings
Netnography or research on online communities in order to gain perception regarding customer’s training effectiveness in Premier Inn Cardiff Central. From the Trip Advisor, Google Reviews, and social media analysis it is apparent that customers are reasonable and they value politeness, professionalism, and expertise of staff at this place. Laud feedback often emphasizes the attentiveness of persons, where guests commenting that they received excellent care by attending staff members both by suggestion for services or attending our service requests(Davidescu et al., 2020b). This feedback is positive because Premier Inn training programs play a role in forming happy guests as trained employees ensure they make guests happy.
However, the reviews also mention some suggestions as to where the effectiveness can be improved. For instance, some guests have can complain of slow services during busy occasions, which may suggest that the NDs requires more training or increased number of workers for busy events. Furthermore, some customers argued that the hotel should offer more help to guests with regard to self-service technology; in view of this, this hotel has a chance of expanding its technology orientation for clients.









5. [bookmark: _Toc182450649]Theme Exploration: Enhancing Employee Performance through Effective Training at Premier Inn Cardiff Central


By using secondary qualitative analysis of academic research paper gathered the information relevant to hotel placement Training has become one of the leading success factors in the present global hospitality industry more focussing on the hotel sector due to increased customer demands and high dependence on performance of employees. When speaking of training in the context of this section, it is important to distinguish between it as a process of teaching and development and as specific technical skills, but as customer service skills, problem-solving skills, flexibility, and communication skills(Dwivedi and Mahanty, 2024). High levels of service and customer satisfaction are achievable for Premier Inn Cardiff Central because training is critical to the hotel’s goals as it is located in a cosmopolitan city and has a client base with varying demands. This section gives an academic background on training in hospitality then evaluates the placement hotel practices as well as the areas of growth(Febrian and Solihin, 2024).
5.1. [bookmark: _Toc182450650]Academic Overview of Training and Development in Hospitality
The Role of Training in Enhancing Performance and Customer Satisfaction
In the context of the hospitality industry, the training of employees is used to ensure that quality service is delivered in the business organ, streamline service delivery and consequently improve customer satisfaction (Askari et al., 2020). The Service-Profit Chain model indicates that only employees’ satisfaction caused by factors such as training will promote customer satisfaction, which will thus enable increased profitability (Delgado et al., 2023). Training enables one to prepare employees to deliver satisfying service in line with the needs and needs of their clientele besides ensuring that employees can competently address different issues effectively hence enhancing the overall reputation of a business through positive patronage(Rony et al., 2024).
The training and performance have shared a close relationship in different types of studies. Ahsan et al. (2022) described that trained employees have the ability to manage themselves quickly on the demands of the customers and the essences of concrete situations, thus are able to manage complicated customer relations and problems. It also enhances the motivation and satisfaction of employee’s train since they learn how to do the right things in the right manner. In hospitality this is important, because trained people are less likely to misbehave or fail to act professionally while empathizing with clients(Mwamakula, 2024).
Types of Training in Hospitality
On-the-job training, cross training, and soft training skills are types of training available to employees in the hospitality industry each has several advantages. The practical experience that come with this type of training makes it applicable in fast-growing organization such as the hotel since the personnel can be trained on how to improve on the acquired skills besides gaining practical skills while on the job without much interference. Cross training also ensures employee versatility and is useful in management since it defends against high turnover, a problem that affects hospitality organizations(Hasan, Ray and Chowdhury, 2024). There is a general requirement of training the soft skills training especially those employees of the organization who are directly dealing with the public like sales, receptionists, counsellors, these training enhance an employee’s communication skills, conflict solving skills, and empathy that contributes to better services and enhanced satisfaction to the customers (Sharma et al., 2022).
Obstacles to Training Programme Implementation
The advantages of training in hospitality are of course numerous and its results widely acknowledged, however, there are common challenges in the industry, which restrict the possibilities of efficient training process, including high turnover rates, low training expenses, and time constraints (Gelbman, 2022). Training disruptions are inevitable in organizations with high turnover since new employees have to be trained, and the costs of training new employees can saturate the organization’s overall budget, thus making it near impossible to develop a standard skilled employees’ crowd(Latifah, Suhendra and Mufidah, 2024). Furthermore, short term time requirements overpowers training programs and encumbers the quality service delivery during busy times (Tamsah, Ilyas & Yusriadi, 2021). Also, the concept of the occupation attributable to fluctuating hours and shift work demands and the built-in instability all play a role in turnover that keeps recruitment and training in a continuous loop (Provotorina et al., 2021).
5.2. [bookmark: _Toc182450651]Analysis of Premier Inn Cardiff Central’s Training Practices
Overview of Current Training Programs
In terms of training, communication and progression, Premier Inn Cardiff Central has a more formalised system applied in compliance with corporate and trainings’ norms as well as standards. The company especially focuses on on–the job training, cross training and soft skills that include customer relations, management of complaints and adherence to health safety measures(Ahmed et al., 2024). The training programs seek to set the employee’s technical and people skills to enable them deliver a delightful guest experience (Sharma, Nicolau & Mas, 2022). For instance, on the job training facilitates orientation and familiarization of new employees under the supervision of senior staff, cross training that makes it easy for employees to be versatile in performing their duties and operationally it fosters team work.
Accomplishments and Barriers of Current Practice
Nevertheless, the current training system in organization, particularly in Premier Inn Cardiff Central has the following challenges: The first one is the issue of retaining employees and the second one is; lack of adequate space in timing for training. Loss frequently forces the implementation of orientation programmes to new staff, always at the expense of ongoing coaching for other staff(Ahmed et al., 2024). Also, substantial customer traffic besides requiring continuity in service delivery impose heavy work schedules that may not allow for extensive training without compromising service delivery at this central location. Location of the hotel also makes it difficult to find a consistent training schedule because of periods of congestion in business premises.
One area of the greatest potential for growth is the use of the technology in training. While the fundamental knowledge necessary for using IT is introduced, some elect Premier Inn Cardiff Central might find valuable using digital platforms for some of the training modules that allow the staff access learning materials flexibly. It could also help solve issues to do with scheduling by allowing employees to undertake sections of their training at different times (Morandini et al., 2023).
Examples and Evidence of Training Impact
From observation in the Premier Inn Cardiff Central, it can be deduced that the current training programs have a positive impact on the behaviors of the employees; however, there is still room for improvement in terms of the provision of optimal training practices in response to the firms operational requirements. For example, customers when sharing their experiences on various social media platforms name aspects such as the politeness and attentiveness of the employees which are pointer to the effect of soft skills training. Nevertheless, there is a usual dissatisfaction regarding the slow serving during the busy hours and the cases suggest that staff requires better training on time and stress management (Ahsan et al., 2022).
The cross training policy also receives support from the employees through their feedbacks in that it makes the force flexible. Thus, through assumed multiple roles, the employees are in a position to manage with the changes that may occur in staffing or guests demands(Jia et al., 2024). But some employees called for more formal training in responding to digital tools, especially as Premier Inn increasingly offers ways to check-in and manage guest experiences independently (Kizi, 2021). This could be addressed to improve the employees’ assurance in navigating the guests regarding the new technologies since the industry appears to move towards a more technologically based guest interface.
5.3. [bookmark: _Toc182450652]Recommendations for Improvement
The following are recommendations for change and improvement to the Premier Inn with specific regard to training and development: These include: enhanced digital training, soft skills and stress management training, abilities cross- training in digital skills, and the concept of the tiered professional development. Collectively, these efforts offer the prospects for a more versatile and trained workforce, well-suited to face the ongoing dynamic requirements in the hospitality industry(Karmila et al., 2024).
· Increased Engagement of Distance Training Instruments
Through the use of technology training aids like e-trainers, the employees are also able to practice foundational training at a personal and flexible level. This approach provides convenience in that team members can learn at times convenient for them thus minimizing cases of interruptions of the normal flow of work. E-learning is an efficient way for training employees in essential topics such as company policies, or customer service basics, and set the same training standards across the company’s locations(Aubouin-Bonnaventure et al., 2024). More to the point, using online modules makes it possible to issue up-to-date training material the employees need to learn new procedures, new technologies or changes in their health and safety standards. This type of training promotes an organizational culture of lifelong learning as well as enables employees to go through the course material repeatedly.
· Soft Skills and Stress Management Training Improvement
Hospitality is a people-intensive environment, that exposes employees to high levels of interpersonal contact; good customer relations bear the responsibility to handle pressure that may come with shifts, especially during busy periods. Cultivating and developing these particular soft skills makes it easy for the employees to be effective in good interpersonal communication, high levels of empathy, and problem-solving when handling guests. Also, methods and programs like time management, mindfulness and building up reserves should be introduced to reduce stress among employees(Hang, 2021). Employees, practitioners in this field should be given a chance in real life high stress involving and practice in simulation training but in actual cases so that the response times for such situations and more so decisions taken are effective. Said preparation is likely to enhance guests’ satisfaction levels, as well as minimize disruption of operations during peak season.
· Interdisciplinary Training for Digital Literacy
With the help of such a transition in the organization, as Premier Inn has done through enabling self-service check-ins through mobile devices and self-service kiosks, employees must be adequately computer literate. It helps cross-train the workforce to support those services to balance the sheer pace of technological change that challenges customers more without suggesting a transition from human interaction to a fully automated guest experience(Aziz et al., 2021). Digital competence enables employees to solve typical IT problems, provide guests with information about digital offerings, and help guests navigate through new processes. Incorporation of feature of digital skills into training program enables Premier Inn to increase organizational effectiveness thus cutting on time wastage, guest’s inconvenience and corrupted service experience.
· Professional Development.
The idea of creating the CPD (Continuous Professional Development) framework is a timely solution for maintaining workers’ lasting growth and happiness. , when there are issues people could buy into such as career advancement through CPD programs which may include leadership courses for senior positions or specialized certification directs indicate employers’ commitment towards employees’ growth(Bischoff-Ferrari et al., 2020). This not only keeps employees with the company for a longer period as well as enables the development of better service quality by familiarising the staff with their field of work. This structured development Programme can take the employee through a comprehensible route map to make the force more competent and confident which in turn presents Premier Inn as a leader in service delivery with more employee commitment.
The training at Premier Inn Cardiff Central enhances a foundation of development in professional services through offering trainings that more on the job training to ensure they incorporate most soft skills in their customer relations such a communication, teamwork and motivation(Noe, 2020b). However, there is scope for improvement in digitization, stress management for frontline staff and career advancement and growth opportunities for employees to be considered as potential vectors for service quality improvement. Preventing the existing model Premier Inn can implement new digital learning tools like interactive learning modules and mobile friendly resources to increase the flexibility of training in accordance with different learners’ needs, and provide access to the training that will help employees enhance their skill set as needed(Van Der Oord and Tripp, 2020). That is, efforts to close existing gaps in digital support and stress management will not only enhance productivity but also cut down on turnover because employees will feel respected and appreciated in healthier work climates. 
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6.1. [bookmark: _Toc182450654]Recommendations
· Introduce Digital Learning Modules
 Web-based learning could offer even programmed a schedule of flexible self-paced training to the employees through integrating e-learning modules in the training program. This would help in cutting some of the scheduling differences because staff could take time to go through basic trainings during low service delivery(Stricker et al., 2020).
· Expand Soft Skills and Stress Management Training
 Introducing training regarding time and stress would enable the employees to meet pressure challenges during busy hours. Such measures as simulation-based training may be adopted to enable the staff conduct mock and practice various hard situations that a real life may present, this is likely to enhance guest satisfaction through reduced service time(Theobald, 2021).
· Enhance Cross-Training for Digital Skills
 Creating cross training programs in digitisation would enable the workforce to be in a position to attend to the guests on issues related to making use of the mobile check-ins and kiosks and the likes. This would struck a new digital competency that could be of value to the improvement of operations through making guest experience enhanced, more consistent and more in line with the trend of integrating digital services(Hall et al., 2020).
· Implement Continuous Professional Development Opportunities 
Promising individuals clear career ladders including certification and leadership development might help create a culture of employee engagement. Turnover would be addressed in this approach because it motivates the workers to stay longer in the organization and rewards them for their loyalty(Shaddiq and Wanidison, 2021).
· Adjust Training Schedules for Greater Flexibility
 A number of short sessions to refresh knowledge, or several sessions with time intervals during less busy time of the day would be a better solution since the constant training would not let the employees to lose their effectiveness during the peak time. This flexibility is going to safeguard the conformity of the training and also its availability to all the company’s workers(Ahmad et al., 2021).
· Regularly Integrate Feedback into Training Programs
Thus obtaining feedback from both the employees and the customers will assist the hotel in the assessment of current training needs in order to improve the program. For instance, feedback from customers regarding the efficiency of the services being provided should help the organization locate areas of weakness where the staff may require avails of service training(Ali, 2024).
· Leverage Technology for Consistent Training Delivery
One important aspect that can be considered that support consistency is the use of a hybrid training delivery where part of the training can be delivered in person while others in a virtual setting but delivered at different shifts. By incorporating technology to training tools the prospects are that all employees will undergo their trainings as planned without any interruptions due to some schedules(Colombo et al., 2024).
· Establish Metrics to Assess Training Outcomes
 Putting standard measurable goals & targets in the evaluation of training initiatives will help in understanding the difference it will make on service quality & clients’ satisfaction level. Therefore, by frequently analysing such statistics, Premier Inn Cardiff Central can establish refinement adjustments in the training techniques(Tafuri et al., 2024).
With these recommended improvements, Premier Inn Cardiff Central can improve the employee performance and satisfaction and consequently improve the customer satisfaction and strengthen its position in the competitive hospitality sector.
6.2. [bookmark: _Toc182450655]Conclusions
Training at Premier Inn Cardiff Central is a strategic human resource that supports promoting the high level of service delivery in this competitive industry. Implemented and planned training methods, on-the-job training, cross training and soft skill training are well matched to the hotel operation requirements as well as company policies. These programs enable the staff prepare to face the different facets of serving guests including how to handle customers, solve complaints and how to take different roles. Consequently, Premier Inn Cardiff Central is able to maintain the quality of service in a consistently reliable manner which is the key to long-term customer satisfaction.
However, the following are the challenges in implementation of the system. A rapid turnover suggests that there is an ongoing process of recruiting and training which denies the organization the chance to invest on growth for the employees already on the payroll. Also, due to the high occupancy rate of the hotel, a majority of the time is not always available for trainings and resultant rather has an inverse effect on the services delivery at the times of high demand. Customers also state that staff members are polite and attentive, however they present some problems linked to tardiness at flood times. These issues imply the need for increasing the effectiveness of time and stress management training. Employees also continue to perceive deficiencies in digital competencies training, which might help them in dealing with new self-service technologies and the industry’s shift significantly towards digitalization.
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From my observation carried out at Premier Inn Cardiff Central, I realized the importance of highly organized and well developed training programs in determining the performance of employees and satisfaction of customers. This training provided a vantage view of the application of a laid-down module for training, with respect to its conformity to organizational culture and implication on organizational output. Some of the things I focused mostly on the training programs, problems concerning its application, and prospects for development that correspond to the new tendencies in the sphere.
Understanding the Impact of Training on Employee Performance
During the course of my placement I had noted that they correlated between training and the performance of the employees. Hospitality industry field emphasise customer interaction hence human relation skills, flexibility and good working knowledge of quality service delivery. When working at Premier Inn, the main thing I realized is that training processes and especially such ones as focus on soft skills and cross-functionality of the employee can ensure he is ready to meet all the requirements. For example, on the job training which enable fresh entrants to practice within the situation where they would implement their knowledge as a solution to a problem eliminated the difference between classroom learning and actual experience. This was quite evident in its ability to make the employees feel more confident or ready to handle their functions as the company formulated them especially involving guests(Mainer-Pardos et al., 2024).
I also saw that cross-training was one of the key contributors to the flexibility within the team. Workers who received cross-training across the company provided higher levels of flexibility because cross-trained workers learned new duties in order to accommodate other organizational members. As mentioned in the lesson, it was not only useful for dealing with the load during some hours but was also helpful in creating more of a team like environment in the workplace. For instance when it was most busy in the reception workers were able to help out in other areas such as cleaning or the kitchen part to reflect the best results for the guests(Popoola et al., 2024).
Observing the Challenges in Training Implementation
Although, I have found Premier Inn had good structure of training programs, I discovered some issues, which influenced the regularity and quality of the results achieved from training programs. Another significant threat was the high turnover rate of the employees meaning that the firm had continuously to undertake the orientation and initial training of its workers. The fact that recruitment had to be done very often because of high turnover was costly and time consuming, and yet it took a lot of that time and money away from the ongoing education of the tenured workers(Raji, Ijomah and Eyieyien, 2024). This has been useful in pointing at some of the challenges experiences while designing a balance between, training for new comers into the organization and those for refreshing skills for newly experienced personnel which could at certain time lead to some shortcomings in delivery of their assigned duties.
Furthermore, the operational nature of the hotel establishment often meant that extensive training was possible only in between periods of intensive activity. In some key hours or periods, it became difficult to give more time for the staff to undergo through trainings due to reliance of services(Raji, Ijomah and Eyieyien, 2024). While on job training did offer some measures of relief, it was discernible that the time bounds did dampen the overall depth and frequency of the training possible. I realized that a worker sometimes had to focus on an urgent service delivery issue at the expense of learning, sometimes even a skill that he or she could have gained if not for the emergency at hand. It allowed the implementation of the flexible training schedules, which would not be negatively affected by the periods of high demand for services.
Personal Reflections on Digital Skill Gaps and Industry Trends
Another compelling observation that was evident during my placement was the rising significance of the aspects of digitization in the hospitality industry. Mobile check ins as well as self check in kiosks have already been adopted by Premier Inn to minimize contact between staff and guests while improving on efficiency. But I realized that some of the employees would feel uncomfortable to operate these tools especially those who are not conversant with latest technology. Despite meeting basic operational and customer services training requirements in the present training and development program, there appeared a limitation in readiness to embrace the digital shift within the industry(Carranza and McKenzie, 2024).
These suggested more require the need to have a more appropriate approach to digital skills training, especially with the emerging changes towards the technological advancements. For example, the new training programs should include the modules such as ‘‘introduction to the digital customer services,’ ‘diagnosis and troubleshooting of self-service kiosks’, ‘support to customers with mobile applications’ etc(Piozzi et al., 2024).
Insights into Professional Development and Employee Engagement
I also efficiency of professional development for the engagement of the employee and for the reduced turnover in this placement. When I was with Premier Inn, the company offered a basic degree of training and I noticed that the staff members especially the more experienced ones wished to learn more. Interviews with other colleagues established some sort of interest in leadership development courses or enhanced programmes that may assist in providing a boost to careers within the organisation.
Applying Theoretical Knowledge to Real-World Practice
From my placement, it was actually refreshing to see how the theories that were taught regarding employee training and performance work in practice. For instance, the Service-Profit Chain model that provides the relation between organizational satisfaction of the employees and customer satisfaction as well as profitability became applicable. Employees who had a positive perception about their training programs conveyed higher job satisfaction which increased their ability to satisfy guests and receive favourable end user feedback. This was especially so during peak service hours where paid and professional personnel were not fazed as those inexperienced personnel who availed themselves to proffer their services where overwhelmed.
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