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Enhancing operational efficiency through staff training and operational transparency
Abstract
This research study examines how staff training and operational transparency affect service effectiveness and customer satisfaction at the midscale hotel Holiday Inn Peterborough West, which happens to be part of the InterContinental Hotels Group (IHG). The study finds significant failures in internal coordination, guest communication, and training procedures based on secondary data gathered through netnography and primary observations during the placement. Staff frequently failed to receive practical, department-specific training, which resulted in safety incidents, insufficient service, and inefficiencies. Similarly, poor communication about fees, especially parking fees, led to unhappy customers and unfavorable reviews.
These results point to a structural discrepancy between the hotel's official standards and their practical application. Instead of official training or refresher training, employees frequently depended on informal peer instruction or personal learning by doing. This raised operational hazards in addition to compromising service quality, as demonstrated by a workplace injury connected to inappropriate equipment use. This had a direct impact on service speed and visitor satisfaction.
Another crucial issue that appeared was operational transparency. Although most visitors valued the hotel's exterior features and convenient location, unexpected or hidden fees and conflicting information significantly influenced how well they felt the service was provided. The absence of clear communication about parking rates was one of the most frequent concerns on open websites like Booking.com and TripAdvisor. For many visitors, this problem was more than just a small inconvenience; it was a rejection of confidence. Positive experiences may be overshadowed when hotel communication falls short of expectations.
Employees frequently worked independently and relied on handwritten notes or verbal directions that were easily misplaced or misunderstood. Due to a lack of training, a property management system (PMS), which had been built to expedite operations, was not being used to its full potential.
Minimal supervision meant that violations of the dress code or hygienic neglect, especially in places where guests were present, went unnoticed. Even minor operational errors can affect the sense of quality, as evidenced by the numerous mentions in reviews of the staff's unprofessional appearance.
The study responds by providing actionable, fact-based suggestions to deal with these problems, such as restructuring and implementing systematic employee training, incorporating cross-functional responsibilities, and providing guests with clear, consistent communication. These steps could greatly improve staff performance and the entire experience for guests if they are put into practice, strengthening operational resilience and long-term brand reputation.
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[bookmark: _Toc200060646]CHAPTER 1: INTRODUCTION
[bookmark: _Toc200060647]1.1 Aims and objectives of the research
Studying how operational transparency and training improve Holiday Inn Peterborough's efficiency is the main goal of this investigation. These weaknesses were linked to operational faults that were discovered during the placement. Someone was injured on the job as a result of inadequate training in food safety and equipment, demonstrating the importance of comprehensive, hands-on training for all staff members. (Bristol, 2024). Similarly, discrepancies have been noticed in the physical appearance of staff, which might discourage guests and result in poorer service. The research indicates that training is a one-way approach that may be improved, and that anticipated operations are not being accomplished.
The research objectives of this study are:
1. To examine the staff training programs and transparency practices at Holiday Inn Peterborough and assess their impact on operational efficiency.
2. To evaluate existing operational transparency strategies, including how well guests are informed about services such as parking, and to identify areas for improvement.
3. To analyse the relationship between training, transparency, and critical performance metrics such as service speed, staff productivity, and guest satisfaction.
[bookmark: _Toc200060648]1.2 Background to the research project
This research project uses Holiday Inn Peterborough West as a primary case study to examine how operational transparency and employee training might increase operational efficiency. InterContinental Hotels Group (IHG) possesses Holiday Inn as a globally recognised midscale hotel brand that consistently offers comfortable and friendly hotel stays (Tripadvisor, 2025). The brand has a network of ten notable points of presence in the UK, such as West Peterborough, Cambridge, Northampton, Milton Keynes, Norwich, Ipswich, Stevenage, Luton South, Bicester, and Bedford. These are spread over a varied geographical area in the East and South East of England, providing for both business and leisure travellers (IHG,2025). The full-service, modern, four-star Holiday Inn Peterborough-West is near Peterborough's downtown. The hotel, which is only five minutes from the city centre, has a wide range of services that are consistent with the larger Holiday Inn brand, such as well-equipped conference and meeting rooms, on-site dining, and a spa, gym, and indoor pool. As part of the placement experience in this location, different operational challenges were identified, namely concerning inadequate staff training and poor communication with the guests, both of which directly relate to the quality of the delivered service and guest satisfaction. The main focus of this study is operational efficiency, which it approaches from the perspectives of employee development and operational transparency. The purpose of the study is to determine whether staff preparation gaps and ambiguous communication (such as parking cost disclosures) lead to decreased productivity and higher customer frustration (Aldoghan et al., 2023).
The main research topic of the present work is: How do operational transparency and employee training improve operational efficiency at Holiday Inn Peterborough-West? The study is directed by several sub-questions that together investigate the methods by which staff training and transparency are applied, as well as how these components interact to affect employee performance and visitor experiences. In particular, it examines operational transparency's present practices and difficulties (Question 2) and how training, transparency, and performance indicators such as productivity, efficiency, and guest happiness are related (Question 3). Through analysing these interconnected factors in the location of Holiday Inn Peterborough West's operations, the study seeks to offer practical, adaptable suggestions for enhancing efficiency and service quality in comparable mid-scale hospitality contexts.
[bookmark: _Toc200060649]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc200060650]2.1 Staff training programs and transparency practices, and assess their impact on operational efficiency
Staff training is a fundamental component of the hospitality sector and has long been acknowledged as a critical component of both productivity at work and superior service. Current studies indicate that a structured training program can’t only be used for skills enhancement but also the productivity gain of an organisation in totality. According to Hasanein and Elrayah (2025), staff training plays a key role in affecting commitment, which underpins successful service delivery as well as leads to good organisational outcomes in hotels. As reported by Parvez et al. (2025), training staff members at the front desk using artificial intelligence tools boosted knowledge accuracy, accelerated access to resources, decreased working times, and improved overall operational consistency.
According to Omotosho and Bosu (2025), investing in social capital through cooperative training strategies improves creativity and problem-solving for hotel teams. Palupiningtyas et al. (2025) also confirm that green human resource management (HRM) strategies, which involved sustainable training models, contributed to better performance of young tourism and hospitality professionals. Another piece of evidence by Natsir (2025) reaffirms that career development programs significantly improve employees’ adaptability and efficiency in foreign hotel settings.
Rather, according to Santos (2025), many food and beverage establishments provide inadequate training, which tends to result in service delays and customer unhappiness. On the other hand, Pamungkas and Nugraheni (2025) emphasise that hospitality metrics will improve as they take employee development, such as performance appraisal and corrective feedback, into serious consideration.
2.2 Existing approaches to operational transparency within hotels, including guest communication, and highlighting key challenges or gaps
Operational transparency is the clarity or honesty with which a company expresses its operational processes and policies to its guests and staff. When guests do not experience transparency, it can decrease trust and affect guest satisfaction (Hbs.edu,2019). For hospitality, being transparent is not just about what happens at the front desk, but also about pricing structures, amenities, hygiene practices, and online interaction. Using AI driven platforms, Wang and Zhang (2025) show how international hotel marketing become transparent because of the personalisation capabilities and eliminate ambiguity with service offerings. Chauhan et al. (2025) suggest that using AI and automation in HR can make things more transparent within the organisation, can help the managers to make decisions more easily, and support a more open workplace culture, all of which can lead to better work performance in hospitality. Ashoer et al. (2025) highlight that when employees clearly understand their role and what is expected of them, it can help to reduce stress and to improve how well they perform at work. However, Arya et al. (2025) revealed that unclear policies and procedures led to increased stress and decreased productivity among hospitality staff members. Digital information contradictions, such as discrepancies between booking confirmations and final charges, could damage guest trust and brand loyalty, says Eluwole et al. (2025). This issue has a major impact in this case study at the Holiday Inn Peterborough West, where customers were confused and unhappy due to unclear parking costs. It demonstrates how crucial transparency is to every facet of business operations. By investing in proper staff training and maintaining clear, consistent communication, hotels can improve employee productivity, speed up service delivery, and enhance overall guest satisfaction.
[bookmark: _Toc200060651]2.3 How staff training and transparent operational practices correlate with employee productivity, service speed, and guest satisfaction
There is a strong positive correlation between trained staff, transparency, and improved operational performance metrics, which has been identified through multiple studies. According to Tania (2025), emotional intelligence training has great effects on uplifting the employee's productivity and improving the staff-guest relationship management if staff onboarding is attached to it. Empowered workers, with clear guidance and the right skills, will work more creatively and efficiently as Hasanein and Elrayah (2025) show. The findings of Mavitha and Shekhar in 2025 present, through a bibliometric analysis, that digital transformation, together with workforce training, results in higher guest satisfaction by faster, more precise service. Similarly, Natsir (2025) and Anusi and Dlamini (2025) argue that performance-based feedback systems and open supply chains have a synergetic effect on one another. Unlike other management methods that might cause reluctance for employees to do their tasks, these systems promote the fast implementation of a task due to a clear understanding of the expectations and responsibilities. Moreover, Najafpour et al. (2025) discovered that hospitality companies that did not provide obvious, dependable career growth pathways lost more of their employees and decreased customer satisfaction. On the other hand, transparent performance measurement and feedback, which hotels invested in, led to higher engagement levels and faster service times. In the second place, the linkage between structural social capital, continuous learning, and creativity was supported by other research used by Omotosho et al. (2025), especially in regions with high guest turnover, like tourist-heavy areas. The networks promote shared learning and peer-to-peer problem solving, resulting in faster resolution of operational challenges and improved service delivery.
[bookmark: _Toc200060652]2.3 Research Gap
Although there is a rich training and transparency literature, there are significant gaps, especially in the context of midscale hotel training in the UK. As a first, the bulk of the existing research, including end reports of Hasanein (2025) in the Middle East and Eluwole (2025) in Southeast Asia, tends to concentrate on big or luxury hotels. Currently, there are no regionally focused research projects to identify how smaller to mid-market hotels, such as Holiday Inn Peterborough West, can allocate resource-constrained training to achieve measured efficiency gains. In addition, even though the link between training and guest satisfaction is well understood, how much does operational transparency, and especially the way of doing it, such as through parking or service use charges, really impact how guests perceive things? For instance, transparency in pandemic responses is also mentioned in Arya et al. (2025), but it is not in daily services, e.g., pricing and amenity access. In addition, the literature did not show a lot of integration between traditional human resource development and digital transparency. Beyond this, their digital transformation (Mavitha and Shekhar (2025)), AI in guest communication (Wang and Zhang (2025)) are all not well explored with human training protocols. Finally, much of the existing research tends to be from managerial perspectives, while there is limited focus on frontline employee experiences. Realistic observations from this research study, such as equipment misuse resulting in an incident at Holiday Inn Peterborough West and inadequate professionalism resulting from ambiguous communication over parking fees, underscore the necessity of obtaining insights from front-line staff members, which are frequently missing in academic research.
[bookmark: _Toc200060653]2.4 Summary
The research strongly supports the notion that increasing productivity in the hospitality sector requires highly skilled employees and open business practices. In addition to increasing technical proficiency, training raises employee morale, engagement, and long-term productivity. Contrarily, transparency promotes consistency in service quality, decreases conflict, and fosters trust. Even though these findings correspond with research from around the globe, the midscale hospitality industry in the UK is still not fully investigated. Future research requires adopting a more comprehensive strategy by integrating human and digital transparency techniques, incorporating a greater variety of employee viewpoints, and concentrating more on mid-market hotel companies. In addition to offering the current study a strong intellectual basis, this literature analysis identifies crucial areas for further investigation.
[bookmark: _Toc200060654]CHAPTER 3 METHODOLOGY
This research uses a descriptive, interpretative methodology grounded primarily on the case study approach, combined with ethnography as a complementary method for examining online data. The mixed descriptive, interpretative strategy applied in this research paper makes it possible to have a detailed understanding of operational efficiency challenges and practices at Holiday Inn Peterborough West in the staff training and operational transparency sections. Traditional case study techniques are combined with modern ethnographic tools, and the associated data becomes deeper, more contextually relevant, and interpretively richer.
[bookmark: _Toc200060655]3.1 Case Study Methodology
A common qualitative research technique is the use of case studies, which uses several data sources to thoroughly examine a particular, well-defined setting, such as a single hotel from a well-known brand (Yin, 2018). This approach is constructive for researching real-world issues when one is unable to completely control all of the external circumstances. The hotel sector has made considerable use of case study methods to investigate topics such as customer satisfaction, operational strategy, and service design (Muhs, Agapito, and Pereira, 2025). Stake (1995) makes a distinction between two categories of case studies: instrumental and intrinsic. The research being conducted uses the Holiday Inn Peterborough West as a case study to investigate staff training and open operational procedures, providing findings that are more generally applicable to the midscale hotel industry in the United Kingdom. Case study research in the hospitality industry helps uncover hidden aspects that are often missed in surveys, such as informal practices, unrecorded daily routines, and situations where operations don’t quite match the context they’re in (Mbulu and Kausar, 2025). One of the main strengths of a case study is that it allows the researcher to use different types of data, such as observations, document analysis, and even visual materials. This helps build a more complete and detailed understanding of the studied topic. 
In the hospitality sector, operational problems frequently take several forms, including narrative (which is shown by the content and implementation of training protocols), behavioral (as demonstrated by the customer's complaints), and visual (as demonstrated by staff appearance). To recognise and handle each of these kinds of operational difficulties, the case study methodology employed in this study must be adaptable. During the on-site placement at Holiday Inn Peterborough West, several real-world issues were observed. For instance, an employee was observed working in visibly filthy shoes, which may indicate potential lapses in uniform standards and staff supervision. Another incident highlighted weaknesses in safety procedures and training when a team member was burned while handling equipment. It would be challenging to gather depth and context using only remote or survey-based methods without these useful insights.
The case study method has several limitations despite its advantages. Flyvbjerg (2006) points out that results from a single case study may be criticised for having insufficient generalisation. Although this work acknowledges these concerns, it takes an analytical generalisation approach. The goal is to extract theoretically informed conclusions from a richly detailed and context-specific example of a midscale UK hotel, rather than aiming for statistical representativeness.
3.2 [bookmark: _Toc200060656]Netnography as a Supplementary Method
To round out the physical case study, netnography, a form of digital ethnography was used to investigate guest viewpoints on online platforms. As Kozinets (2010) proposed, Netnography is well-suited for understanding consumer behavior in online communities and has developed into a rigorous method for collecting digitally mediated sentiments. Netnography has become increasingly used in hospitality research to study how guests write about their hotel experiences on social media, travel websites, and review platforms. Netnography is useful for studying topics such as transparency and service communication, argues Muhs et al. (2025), because this is where guest expectations develop online long before the service encounter. This study is highly relevant because one of the recurring complaints by the respondents was the inconclusiveness of the hotel’s car parking charges. This research canvassed TripAdvisor, Google reviews, and booking.com entries and content of the complaints and the tone were found, the severity of the problem (cancelling the orders without fee disclosure), the problem’s effect (anger, distrust, negative rating, and so on). Practically, this meant collecting ethnographic data in the manner that Kozinets (2020) outlined: finding relevant communities, ensuring observation rather than participation. Posts were collected using keyword filters (e.g., ‘Holiday Inn Peterborough West parking’; ‘staff hygiene’; ‘coffee machine’). These were then coded for recurrent themes such as clarity, cleanliness, professionalism, and responsiveness. Online reviews can offer an honest look at real experiences because they are guest-generated without the expense of surveys and interviews, making them generally objective (no social desirability) or susceptible to remembering mistakes. The volume and variation accompanying service (the experience of guests across time, across service dimensions, and from various guest kinds including solo, business, and family) are also obtained through ethnography. 
However, ethnography is not without disadvantages, and ethnographic research has certain restrictions as well. However, the first risk is that the digital divide leads to nonrepresentative data, where only specific demographic segments of users will provide detailed online feedback. Second, participants may be ‘emotionally aroused’ during reviews, resulting in Polarised positions.
3.3 Integration and Application
This research utilises the dual-method approach, case study, and ethnography, to cross-validate the findings and validate through triangulation. Convergences (such as complaints about the appearance or communication of staff) and discrepancies (such as evidence of training effectiveness compared to perceived gaps in staff competence) were identified by juxtaposing staff observations and internal documents with first-hand experience and digital guest narratives. In addition, this integrated design encompasses a multistakeholder perspective showing how the experiences of staff, managerial intentions, and guest perceptions interact. For example, ethnographic findings show that the staff appear unclean or unprepared when, in fact, management thinks hygiene standards are fully communicated. Likewise, high compliance may be noted in the training logs, but when incidents like misuse of equipment happen, we’re facing a knowledge retention issue, not the above, and only apparent by observing in real-time. 
[bookmark: _Toc200060657]CHAPTER 4 FINDINGS AND DISCUSSION
[bookmark: _Toc200060658]4.1 Findings
[bookmark: _Toc200060659]4.1.1 Staff Competency and Training Gaps
At Holiday Inn Peterborough West, a clear difference was observed in training procedures among different departments. Employees found it difficult to use what they learned from corporate training because it was not always implemented. A member of the food and beverage team suffered severe burns when they operated the coffee machine incorrectly while steaming milk. An informal conversation with the employee uncovered that they didn’t take part in any training courses but learned from others nearby and by immersing themselves in the process (Sandy, 2025). The idea that training lacked organisation was regularly mentioned by new members, so this may signal problems in training people when they start, and offering needed updates. Hygiene training for staff did not seem adequate. One kitchen team member was noticed not following standard hand-washing rules, especially after dealing with dirty dishes. Despite signs about hygiene and sanitising stations being available, the group behaved this way (Utrobičić, COREView, 2021). Management staff cited this belief that hygiene was obvious as the reason it was barely covered when training people. The idea was proven wrong, and, given the sensitive nature of hospitals, it was also a potentially dangerous assumption to make. A certain pattern came up with uniforms and the way people styled their hair (Kele and Wafa, 2020). Supervisory staff were expected to be clean, but they often wore stained trousers, untucked shirts, and muddy shoes. Such mistakes were most noticeable in front of guests and might impact how professional a restaurant is. Staff reported not knowing exactly what their appearance should be because the dress code is not always enforced, and they haven’t received much supervision (Saito, Brozović and Baum, 2024). It appears that, even though modules are available, their delivery, the relevance of the content, and the frequency with which they are used are not aligned with the tasks at hand (Gretzel, 2025). People in the group remained unaware of some standards and weren’t confident in carrying out everyday tasks, which made it clear that training did not match practice. This issue affects the hotel’s service effectiveness, mainly at busy and demanding times when having a speedy and capable staff is crucial. The bar chart below highlights how often employees run into issues involving equipment training and not following hygiene rules (Hosen et al., 2023).
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[bookmark: _Toc199612627]Figure 1: Staff Competency and Training Gaps
Source: (Hosen et al., 2023)
[bookmark: _Toc200060660]4.1.2 Communication Breakdown and Operational Transparency
Hotel communication with guests was examined using notes from the internet. One of the biggest challenges identified was people being confused about the parking rules. Parking is charged at Holiday Inn Peterborough West, though the hotel does not state this clearly on bookings or confirmation emails. On Booking.com and Expedia, the price for parking was not mentioned until hotel guests were at the end of the reservation process. On the hotel website, “Facilities” mentioned parking in small text, but did not tell me how much the lot would cost (Shen, Qian and Chen, 2020).
Netnography of TripAdvisor and Google Reviews from January to April 2025 found twenty-eight different complaints about undisclosed parking fees. A lot of people complained, saying things like the hotel’s prices were “misleading,” “hidden charges” were present and it was “dishonest (Mattila, Wu and Wang, 2025).” Many times, even good feedback about the building and its condition was overshadowed by the guests’ strong feelings about the parking, confirming that parking problems alone can significantly affect a guest’s stay (Patafta and Milohnić, 2023). Company officials explained that the policies are nothing out of the ordinary and that they apply the same rules at IHG properties everywhere. Not only did the response not meet the guest’s expectations, but it also revealed that the staff lacked good personalised service, which only increased the guest’s unhappiness. Front-desk workers said they had to explain the charge to guests at check-in, which regularly angered guests and slowed down the process. All these explanations caused unnecessary delays and put staff under extra stress when many people were checking in simultaneously (Jiménez-Barreto et al., 2021).
Transparency in housekeeping turnaround is also a major issue. Several guests in longer stays often wrote on review websites about how housekeeping schedules seemed unpredictable. One person said a room cleaning happened at 4:00 pm, but another said their room was not cleaned even though it had been scheduled earlier. All team members accounted for their schedules from placement, and none showed regular room cleaning times, so housekeeping staff decided at their discretion what to clean and when, depending on the room and guests’ importance. Talking to employees showed that there is no real-time exchange between the front desk and housekeeping, and staff members don’t share information about guest issues electronically. Due to the misalignment, people often did the same tasks twice or forgot some important actions. One manager claimed it was tough to remember guest requests manually and confessed that the system for housekeeping software was put in place but not put to use because no training was given (Shen, Qian and Chen, 2020).
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[bookmark: _Toc199612628]Figure 2: Communication Breakdown and Operational Transparency
Source: (Shen, Qian and Chen, 2020)

[bookmark: _Toc200060661]4.1.3 Service Speed and Productivity Under Pressure 
Being busy with multiple tasks made it clear how having clarity in training and operations can stop things from slowing down. For several weekends, the restaurant and bar staff had to handle heavy traffic, mainly early in the day and in the evening. Experienced staff handled multiple jobs at once, but staff who were newly hired or not properly trained had difficulties with basic tasks. It took over ten minutes for one staff member to help a guest at the bar, who was struggling to enter drinks into the system and needed direction on the codes. Because this happened so often, everyone ended up waiting more and getting more annoyed. It was noticed at two separate events that customers left after getting fed up with the wait. They explained the delayed service by saying there were insufficient staff and new employees still learning the system(Ekuma, 2023). Though some problems were caused by a lack of team members, the main reason was that people were not trained to work in different roles when required. How efficiently housekeeping teams worked varied in the study. The time needed to turn a room over went from 22 minutes at 9:30 a.m. up to almost 50 minutes at 1:30 p.m. There was not just a workload issue affecting these inconsistencies. Most of these mistakes happened because workers rarely received formal instructions, but often got instructions or notes in handwriting or spoken form, which were easily misread or lost. With no set checklist or system to hold people accountable, problems were found only after guests reported them. Alteration logs showed that a lot more service complaints were received on the weekends. In most cases, shift briefings did not look at patterns in complaints. They focused more on making changes or assigning tasks at short notice. Not being able to learn from past errors meant that staff continued to produce delays and inconsistencies in the way services were provided (Astawa, Armoni and Suardani, 2023).
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[bookmark: _Toc199612629]Figure 3: Service Speed and Productivity Under Pressure
Source: (Astawa, Armoni and Suardani, 2023)
[bookmark: _Toc200060662]4.1.4 Guest Experience and Perceived Service Quality
Findings from review sites showed that some guests were happy with room size and location, but many things operational teams did made a big difference in their ratings. Plenty of lower-star reviews were about the employees, saying they had issues with poor communication, clear signs of stress, and slow service. Some guests mentioned that they observed staff members looking unsure or overloaded, which fit with the internal observations of a lack of support. It was shown in a TripAdvisor review written in March that customers had to wait and watch the staff sort out a messy booking at the reception, which the reviewer called “chaotic.” The reviewer mentioned that even though the staff were kind, they lacked the knowledge needed to help with other problems (Karatepe, 2013). At least six additional reviews mentioned that the staff did not rate high, even though they admired the hotel offerings. Tangible problems, such as old furniture or not enough parking, made guests more tolerant than when it was the staff at fault. This therefore, means that human interactions in the operation strongly influence the level of guest satisfaction. Placement experience further confirms the current conclusion. On many occasions, guests would come to the front desk for help that could have been handled electronically or by signage, for example, to access Wi-Fi or check the hours of the spa or restaurant. Many times, employees have to ask for verbal information, which proves there is not enough transparency in the environment, and front-line workers are bothered by unnecessary requests. Instruction on the use of the new property management system (PMS) was lacking, so the changes brought by management did not reach their full potential. Either the staff went back to doing tasks by hand or just used part of the system, meaning the system did not pay off as it could have. Because the tools and training methods were not connected, the situation became even less efficient, and this caused staff morale to drop during tech introduction without proper guidance (Zhu, Obeng, and Azinga, 2023).
[bookmark: _Toc200060663]4.2 Discussion
[bookmark: _Toc200060664]4.2.1 Training and Operational Efficiency
Findings from review sites showed that some guests were happy with the room size and location, but many things operational teams did made a big difference in their ratings. Plenty of lower-star reviews were about the employees, saying they had issues with poor communication, clear signs of stress, and slow service. Some guests mentioned that they observed staff members looking unsure or overloaded, which fit with the internal observations of a lack of support. It was shown in a TripAdvisor review written in March that customers had to wait and watch the staff sort out a messy booking at the reception, which the reviewer called “chaotic (Wilson, 2025).” The reviewer mentioned that even though the staff were kind, they lacked the knowledge needed to help with other problems. At least six additional reviews mentioned that the staff did not rate high, even though they admired the hotel offerings. Tangible problems, such as old furniture or not enough parking, made guests more tolerant than when it was the staff at fault. This, therefore, means that human interactions in the operation strongly influence the level of guest satisfaction (Truitt, 2011). Placement experience further confirms the current conclusion. On many occasions, guests would come to the front desk for help that could have been handled electronically or by signage, for example, to access Wi-Fi or check the hours of the spa or restaurant. Many times, employees have to ask for verbal information, which proves there is not enough transparency in the environment, and front-line workers are bothered by unnecessary requests (Liu, 2025).
Instruction on the use of the new property management system (PMS) was lacking, so the changes brought by management did not reach their full potential. Either the staff went back to doing tasks by hand or just used part of the system, meaning the system did not pay off as it could have. Because the tools and training methods were not connected, the situation became even less efficient, and this caused staff morale to drop during tech introduction without proper guidance (Pandya et al., 2023).
[bookmark: _Toc200060665]4.2.2 Transparency and Guest Expectations
The evidence collected from the discussions shows that guests were not given enough clear information about the parking situation. Thongmun, Soonsan, and Thai (2025) come to a similar conclusion, stating that uncertainty in online communication damages trust and reduces how loyal consumers are to the brand. Holiday Inn Peterborough  West’s mistake in charging for parking has been mentioned by guests many times, showing it is a problem that still upsets guests when everything else is satisfactory. Responses that shield the hotel and are not friendly toward online reviewers increase the problem. Based on what Lei et al. (2023) explain, a personal response and empathy can win back guests’ trust. Not matching the way you communicate online with the interest addressed shows poor transparency and therefore affects the effectiveness of your digital involvement. This makes it especially bad now, when what guests read on the internet can strongly influence their decisions, as Sofi et al. (2024) explain. Also, the fact that housekeeping schedules are unpredictable can make guests worry that the hotel is not organised within. Velaoras et al. (2025) stress that quick exchange of information and clear process planning are necessary for managing both staff performance and guest satisfaction. Having no standard cleaning routine and no compatible digital tool between the front desk and housekeeping leads to unnecessary errors and thus poor services for hotel guests. This indicates that people working together openly, consistently, and without exception is necessary for great guest experiences.
[bookmark: _Toc200060666]4.2.3 Service Speed, Staff Stress, and Productivity Slowdowns
The study demonstrates that, under pressure, dining, beverage, and front desk services tend to become very slow. This confirms Thapa's (2022) view that the ability to deliver services consistently under tension from high demand demonstrates how well a service organisation is prepared. During times when they are busiest, weekends especially, it is tough for Holiday Inn Peterborough West to deliver the same quality of service because of gaps in their team’s competence and the flexibility of their roles. Cross-training is almost completely missing from the system. According to Palupiningtyas et al. (2025), if employees learn various skills, it makes services more adaptable and assists with rapid responses. In the case study location, it was obvious that the bar and check-in process ran late and that the older workers gave advice to the newer staff. These kinds of dependencies cause workflow problems and add more stress, which eventually reduces how good the services are, according to the reviews examined. Technological underuse plays a role as well. After the software was put in place, staff generally went back to doing things manually because there wasn’t enough joint training done. This agrees with the argument in Arya et al (2025) about the ‘’technology paradox’’ in hospitality, where new systems are put in without proper help and end up causing inefficiencies. If change management and training are not arranged, technology plays little role in transforming the organisation. Internal communication is not effective in allowing the company to adapt rapidly. Briefings at work started with management updates rather than collecting feedback for staff, missing a chance for improvement. According to Eluwole et al. (2025), reflective feedback helps staff to identify their mistakes and address them, so efficiency issues may not be fixed.
[bookmark: _Toc200060667]4.2.3 Guest Experience
The feedback provided by guests from netnographies reveals that pretty much everyone notices and is influenced by operational problems. If people think staff are not skilled or too busy, this often leads to poor review scores. It backs up the argument by Hasanein and Elrayah (2025) that serving guests well in the hospitality industry depends largely on their emotional skills and being prepared for their role. Shockingly, guests accepted technical obstacles more than mistakes made by people. Most reviews said guests were more concerned with staff behaviour and quick responses than with how old the furniture was or how large the rooms were. Najafpour et al. (2025) make an important point: How staff behave and how consistently they offer services play a bigger role in increasing patient satisfaction than the buildings or technical facilities. The constant requests guests have to make, such as for the Wi-Fi password or when restaurants are open, highlight how passive ways of communicating are not enough. Such problems contribute to subtle inefficiencies, take away time from workers and annoy customers unnoticed by managers, as Wang and Zhang (2025) point out. Several reviews point out uncertainty in their roles, costs, and wait times, which shows that there is a lack of clarity in following procedures. This supports Flyvbjerg’s (2006) point that many inefficiencies result from systems that mask accountability, even when people try their best. Due to this, employees and guests have less trust in the hotel’s procedures because there are no clear standards and open channels of communication.
[bookmark: _Toc200060668]4.2.4 Implications for the Hotel Operations and Management Practice
Studying customer behaviour using observation and netnography shows there are many important decisions for the placement hotel. First, the company should change and improve its staff induction and training program right away. The program needs to be organised, happen often, and depend on real scenarios. Creswell (2013) maintains that experiential activities and acting out scenarios strengthen both remembering and performing the tasks. In hospitality, being able to make decisions fast matters most. In addition, communication systems should be fixed. Managing housekeeping tasks online and syncing them with the front desk can help all employees know what’s going on at any time. The software should be set up completely and guided by training workshops and ongoing help. Netnographic research reveals that even small upgrades in how hotels communicate can improve how guests feel. Managers should consider how to improve their feedback systems in hotels. Service metrics and feedback from guests should be part of performance briefings so staff can see how the business is performing and adjust appropriately. It has been pointed out in the literature (Mkono & Markwell, 2014) that clear and honest feedback encourages the creation of a learning organisation. At the end, the hotel should adjust its transparent practices. All touchpoints with guests need to share information on fees, the hotel’s policies, and when it is open, such as on the website, during booking, by email, and in the rooms. Hotels that are proactive about managing their guests’ expectations reduce conflicts, make guests more satisfied, and improve how the hotel works.
[bookmark: _Toc200060669]4.2.5 Limitations and Areas for Further Inquiry
While the research describes the challenges at Holiday Inn Peterborough West clearly, there are some limits to the findings. Single-site case studies contain lots of specific details but make it hard to generalise the findings to a wider audience. As pointed out by Flyvbjerg (2006), case studies are great for detailed analysis, but they cannot replace the evidence gathered from large surveys. The results produced are limited in time, depending on what was seen during the placement. Changes in staff, managers, or workplace rules after the placement might get overlooked. Data from netnography, though full of information, is influenced by feelings and internet norms. The chart points out that these problems, such as insufficient training, poor communication, affect hotel operations and are very well supported by research papers, making them crucial to address.
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[bookmark: _Toc199612630]Figure 4 Key operational themes
[bookmark: _Toc200060670]CHAPTER 5 CONCLUSION AND RECOMMENDATIONS
[bookmark: _Toc200060671]5.1 Conclusions
This research attempted to determine the role of staff training and open operations on how efficiently a midscale hotel runs, using Holiday Inn Peterborough West as an example. From my perspective as a student researcher, with the help of in-person observations and online analysis of comments, this project has provided detailed insights into how internal processes influence both service delivery and customer satisfaction.
[bookmark: _Hlk200056133][bookmark: _Hlk200056147]This research attempted to determine the role of staff training and open operations on how efficiently a midscale hotel runs, using Holiday Inn Peterborough West as an example. With the help of in-person observations and online analysis of comments, the research tells us in detail how processes influence both service delivery and satisfaction. This helps leaders notice weaknesses in the system that stop the company from working at its best and outlines what the company can do to improve. One key result is that organisations experience poor performance by not giving staff enough training. Even though training materials exist, there is not enough practical, formal, and uniform delivery. Employees in the food and beverage, as well as housekeeping departments, often had to pick up skills by trying them themselves and watching others. Training issues were obvious in the fact that tasks were done less efficiently and reliably, as was the case with the coffee machine incident. Staff members seemed confused about how to handle equipment and hygiene in the hotel, which must always be clear in the hospitality industry. What has been reviewed in the literature is also consistent with this observation. According to Hasanein and Elrayah (2025), as well as Santos (2025), learning and development are important for any organisation to be productive and secure. At Holiday Inn Peterborough  West, not aligning the training with real-world tasks made employees feel uncertain, which caused longer service times, inconsistent service, and more work-related stress. These flaws stood out in high-demand situations when managers are expected to handle many tasks and juggle their roles. It became clear during the research that many hotels do not provide transparent information about things like guests’ room readiness to the people in the rooms. When a parking policy lacks clear information, it can make guests upset and write negative reviews about the hotel. Studying TripAdvisor and Booking.com made it clear that guests were quite annoyed at what they saw as concealed costs. Because of this, the company’s reputation suffered and its rating declined, even when guests were satisfied with the room and overall service. Transparency in how information is shared is often mentioned in hospitality literature. Wang and Zhang (2025) point out, as Chauhan et al. (2025) confirm, that good and accessible information for guests contributes to building trust and managing guest expectations. Observed hotels were found to lack communication or place it in areas that are not easy to spot when looking for rooms on booking sites. For this reason, it was the front desk staff who had to take care of explaining the charges at check-in, making service even slower and leaving a negative impact on guests’ initial experience. They not only limit transparency with guests but with employees as well. Not cleaning the offices regularly, leaving the dress code unclear, and departments having poor communication exposed many inefficient parts of the system. Not having centralised tools often meant staff were not sure which roles they had, and sometimes did the same work more than once. There was a further problem caused by unutilised technological resources. A property management system (PMS) had been put in place at the hotel, but the staff had not been trained enough to make use of it. Mavitha and Shekhar (2025) found in their study that introducing technology without also training staff often results in low adoption rates and decreased value from the technology. Service slowness was a big issue when there were many people at the restaurant at once. Team members were usually in a rush to handle fundamental customer support jobs under tight deadlines. Many of the reviewers pointed out that waits at the bar and check-in were longer than usual, which they blamed on either not enough staff or ineffective service. Even though having more staff might have helped, it was massively apparent that the biggest issue was the lack of cross-training and active role distribution. Palupiningtyas et al. (2025) add that in an industry where many people come and go, like hospitality, everyone assisting by doing different tasks and working well as a team helps maintain efficiency and avoid delays for guests. The elements were not handled properly at the study site.  Netnographic information confirmed the results discovered through questionnaires. Several guests pointed out that staff were “unsure what to do,” “not well-prepared,” or “feeling overwhelmed,” although they did also feel sorry for them. It seems that guests see the problems in the organisation itself, not only because of poor performance by some employees, but also because something is wrong with the way the business operates. Guests were usually more forgiving of physical issues rather than service issues, which seemed to result from lazy training or bad communication. It means that satisfying the guests and being speedy in service matters much more than how much money is spent on marketing or the brand’s reputation for right or wrong reasons.
In short, this research finds that if a business wants to be efficient, it must focus primarily on the people and procedures used in service delivery. Because there is not enough training, the environment at Holiday Inn Peterborough  West becomes prone to inconsistency in service and unhappy guests. Still, the steps needed to make things better are known and reachable. With a well-planned training program, open business approach, and unified operations, the hotel can greatly improve efficiency, how employees feel, and how guests are treated. The study has analysed these difficulties in detail and suggested directions for getting around them. These findings may be used by midscale hotels that are part of a corporate structure and that try to combine their brand standards with what is done locally. 
[bookmark: _Toc200060672]5.2 Recommendations
[bookmark: _Toc200060673][bookmark: _Hlk200058326]5.2.1 Redesign and Enforcing a Structured Staff Training Program
Staff training should be ongoing and involve plenty of practice. Learning that happens unofficially is overemphasised today. There should be a well-designed formal induction program created. It should incorporate role-related courses, safety guidelines, and situations that deal with customer support (Pujianto, 2024). Content should be created specifically for each department. Refreshers should be delivered every few months to make sure standards are met. Training the staff correctly will result in quicker services, better safety, and increased confidence (Arulsamy et al., 2023).
[bookmark: _Toc200060674]5.2.2 Implement Cross-Training
Having staff know more than just one job role can help during the busy times. Front desk staff could be trained to serve food on the premises. Housekeepers might assist Front Desk staff with very basic reception tasks (Giousmpasoglou, 2024). Training together in different activities makes teams more flexible and team-oriented. It also means responses can be faster when things are busiest. Knowing their role encourages staff to feel more empowered (Salem and Abdien, 2017).
[bookmark: _Toc200060675]5.2.3 Boost Internal Communication
News departments are not well-coordinated. That leads to mistakes and extended processing times. Managers should make better use of the current property management system (PMS). Training must be given to staff explaining how to perform the tasks with its tools. Using it allows for immediate updates about rooms, guest requests, and room conditions (Neupane and Khanal, 2022). Mobile apps and dashboards make it possible to share responsibilities and follow progress. When people communicate well, there are fewer errors, and saving time is possible (Tanković, Bilić, and Brajković, 2022).
[bookmark: _Toc200060676]5.2.4 Provide all guests with complete information
It is not made clear what charges one should expect for parking at the venue. Guests are disappointed by what happens. Websites, booking tools, and emails should mention the policies for parking, check-in, and any extras (Seyfi, Vo-Thanh, and Zaman, 2024). The guests should receive an email before they arrive with the most important details. Being clear will prevent guests from complaining and long check-ins (Pinho et al., 2025).
[bookmark: _Toc200060677]5.2.5 Act on Guest Feedback
Reviews say that many people experience slow servers and unclear guidelines. A team member ought to monitor what guests think and say as often as possible. They ought to deal with customer issues through polite, individual messages. If the same issue keeps arising, it needs to be talked about with department heads (Ekuma, 2023). Guests’ feelings will be acknowledged, and staff can get better insights. Highlights of trends can be included in a monthly report (Xu et al., 2025).
[bookmark: _Toc200060678]5.2.6 Set up Consistent Housekeeping Routines
The quality of housekeeping changes often. The cleaning staff comes to rooms randomly. A schedule should be planned every day and widely communicated. It is possible to organise and monitor tasks using the PMS. Checklists must be used by the staff, and their tasks should be acknowledged through digital tools (Kichuk, 2017). Cart and supply cleaning should be organised and clearly labelled. It guarantees that the process is quick and always the same (Xu et al., 2025).
[bookmark: _Toc200060679]5.2.7 Strengthen Supervision
A manager’s behaviour should set an example for all. They must wear proper attire, make sure service is good, and handle mistakes without getting upset. Managers are responsible for monitoring policies every day. In weekly meetings, teams should focus on looking at service metrics as well as financial outcomes (Astawa, Armoni and Suardani, 2023). Carrying out spot checks early can help find any problems. Team members must know they are supported, yet are accountable.
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