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Abstract
The introduction part is going to reveal the guest experiences, after judging a hotel based on its services, responsiveness and professionalism. In that case, service training will improve the soft skills, such as communication abilities and interpersonal skills of employees, to evaluate guest needs and handle guests with accuracy. The literature review is the theoretical part of the assessment that holds knowledge from Google scholar in relevant topic. In the service industry, team coordination plays an important role in delivering consistent services to customers. The front office department of IBIS Northampton plays a central role in communicating with guests while booking, checking in, making inquiries, and receiving complaints.
The methodology part of the study stated the structural phenomena of conducting the research to gather data about the chosen topic. The methodology will explore the benefits of a single case study and a specific phenomenon aligned with research objectives. The finding part demonstrates the strong leadership culture of IBIS Northampton will help in understanding the modern customer needs. The arrangement of meetings among the different departments can help in meeting the service needs, such as sanitation, food, hospitality and tech-enabled approaches for the guests. That further emphasised the leadership abilities of IBIS Northampton to improve the guest experiences through providing an integrated training. Leaders encourage each staff member to join this weekly training program to upgrade their knowledge for providing top-notch services.
The purpose of the study focused on the importance of employee service training in improving the level of guest satisfaction, and IBIS Northampton Centre was used in the UK hospitality industry as a case study. The discussion has emphasized the importance of interdepartmental coordination and constant training of employees as the focus of ensuring that high quality and consistency in offering the guests receive the same quality and standard experiences. The results have indicated that the structured training programs enhance communication skills, service confidence, and technological competence of employees, which have a direct influence on the perception of reliability, responsiveness, and assurance levels by the guests. The use of the SERVQUAL framework also showed that employees who are well-trained have a positive impact on all dimensions of service quality.
The conclusion confirmed that training of employee service should be considered as a long-term strategic investment as opposed to an operational expense. IBIS Northampton stands a chance to remain competitive due to efforts to enhance training systems, embrace the digital solution, and promote a teamwork service culture, despite the high employee turnover, time constraints, and workforce diversity. Service, ensuring leadership and constant development, were pointed out as vital facilitators of service excellence.
Some of the proposed recommendations were considered practical, such as structured and technology-based training, enhancement of interdepartmental communication, cultural awareness programmes, employee engagement initiatives and sustainability-focused practices, all of which were introduced in the recommendations chapter. All these recommendations combined will be used to streamline hotel operations and increase guest satisfaction to ensure sustainable performance in a competitive and dynamic business environment, especially within the hotel industry.
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[bookmark: _Toc222427682]Chapter 1: Introduction 
[bookmark: _a37nygm64dg3][bookmark: _Toc222427683]1.1 Concise background 
The term employee training services can be explained as a structured framework for the hotel staff to enhance their knowledge and skills to deliver a high-quality experience to guests. The training of hotel employees is based on orientation training in which they are introduced to new cultures, safety procedures, and policies (Hussein et al. 2023). Nowadays, guests are judging a hotel based on its services, responsiveness and professionalism. In that case, service training will improve the soft skills, such as communication abilities and interpersonal skills of employees to evaluate guest needs and handle guests with accuracy. Here, the chosen case study is about IBIS Northampton Centre, which is located in the prime location of Northampton.
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[bookmark: _Toc222417579]Figure 1.1.1: Model of guest experience 
(Source: Hussein et al. 2023)

[bookmark: _xli46um81985][bookmark: _Toc222427684]1.2 Research Aims 
The assessment aims to evaluate the success of the Employee Service Training of IBIS Northampton hotel to enhance guest satisfaction. The present work is going to explain the capability of structured training in enhancing communication and service quality of the hotel staff to improve guest satisfaction.

[bookmark: _i420zjbxu8yp][bookmark: _Toc222427685]1.3 Research Objectives
Research objectives are  
1. To analyse the function of different departments of IBIS Northampton to establish proper coordination among staff and employees to enhance guest experiences.
1. To evaluate the impact of training staff in delivering seamless guest experiences in IBIS Northampton.
1. To recommend some ideas to further improve the level of service training to fulfil guests' expectations. 
Research questions
1. How can the function of different departments of IBIS Northampton establish proper coordination among staff and employees to enhance guest experiences?
1. What is the impact of training staff in delivering seamless guest experiences in IBIS Northampton?
1. What are some ideas to further improve the level of service training to fulfil guests' expectations? 

[bookmark: _7xg1uuewolct][bookmark: _Toc222427686] 1.4 Overview of the case study 
The chosen case study is about the IBIS Northampton centre, which is located at the heart of the city, and it is a 2-star hotel that offers services to both corporate tourists and leisure travellers. The hotel is connected to the Northampton Railway station, and it's just a 5-minute walking distance from the station (Accor., 2026). The main hotel of IBIS Northampton is the Accor Group, they are known for friendly services, consultant quality, and comfortable rooms. There are more than 151 guest rooms available in the hotel, and other amenities include Wi-Fi services, workspace, large parking, TV, healing options, and suites for business. Guests of IBIS Northampton deliberately reviewed the services of hotel workers, which are up to the mark; rooms are well kept and clean for guests' usage (Papademetriou et al. 2023). Not only rooms, but also the service staff of the IBIS Northampton are responsible for providing fine dinners and on-site food facilities for guests.
[bookmark: _z98fc8k6dgdw][bookmark: _Toc222427687]1.5 Key themes of the topic
In the next chapter, the key themes that will be introduced as the key themes are as follows, 
Theme 1: The first theme portrays the team coordination of IBIS Northampton and its impact on service quality 
Theme 2: The second theme will emphasise the impact of staff training in delivering seamless guest experiences. 
Theme 3: The third theme will detect the difficulties faced by team members or staff of IBIS Northampton hotel in training and servicing customers (Mekoth et al. 2023).
Theme 4: The fourth theme will help in understanding some more recommended ideas to improve future guest experiences.


[bookmark: _3m98m2alto9p][bookmark: _Toc222427688]Chapter 2: Literature Review 
[bookmark: _prg05i557ejb][bookmark: _Toc222427689]2.1 Introduction 
The literature review is the theoretical part of the assessment that holds knowledge from Google scholar in relevant topic. The purpose of the literature review is to understand the role of collaboration among departments of IBIS Northampton hotels to serve top-quality services to guests. Moreover, the literature review will highlight the impact of training on the guest expectations.
[bookmark: _ndu7qqpi5e1z][bookmark: _Toc222427690]2.2 The function of the different departments of IBIS Northampton is to establish proper coordination among staff and employees to enhance guest experiences
In the service industry, team coordination plays an important role in delivering consistent services to customers. The front office department of IBIS Northampton plays a central role in communicating with guests while booking, checking in, making inquiries, and receiving complaints (Arwab et al. 2023). In addition to that, the housekeeping department is the core service provider to maintain the cleanliness of the hotel. The housekeeping team of IBIS Northampton helps in the readiness of the room, plumbing, lighting, and resolving issues of air conditioning. On the other hand, the dining department mainly focuses on serving good-quality and healthy food options to the guests (Hussein et al. 2023). The restaurants inside the IBIS Northampton are filled with experienced cooks, a service team, and chefs who check on the dietary requirements of guests (Jibril and Yeşiltaş, 2022). The engineering departments play a supportive role in equipment handling and maintaining safety for guests. If any technical faults occur within the hotel, quick resolution can be possible with the help of the engineering department. The HR department of North Hampton helps in recruiting, training, and managing newly hired staff so that they can serve customers as needed.
[bookmark: _9ixc9dbx8f5w][bookmark: _Toc222427691]2.3 Impact of training of staff in delivering seamless guest experiences in IBIS Northampton
One of the well-known budget hotels, IBIS Northampton, must deliver services to guests to hold its position in the hospitality market in the UK. As per the data of 2025, the hospitality business in the UK has created jobs for more than 2.7 million people, which holds 7.3% of the overall workforce (Jawabreh et al. 2022). In 2025, the hotel industry in the UK generated the revenue of £22.9 billion, and the industry holds significant competition. In that case, paying attention to staff turnover and service quality improvement can help in maintaining consistency of services. The brand standard training and SOPs can help hotel staff in meeting cleanliness standards, serving dietary foods, and keeping records of all guests (Han et al. 2023). On the other hand, staff training will enhance the communication and soft skills of workers, which seem to be essential for a positive interaction with guests (Fatma and Kumar, 2024). Training will help the employees become more experienced in understanding guest needs and handling guests calmly.  Another recognisable impact of staff training can be observed in operational efficiency, and it will assist staff to be confident in handling software such as CRM and POS to serve customers error-free.
[bookmark: _xn8dbhl5znam][bookmark: _Toc222427692]2.4 The difficulties faced by team members or staff of IBIS Northampton hotel in training and servicing customers
The newly hired team members are deliberately facing difficulties during training and providing services to customers. One of the major challenges faced by the staff of IBIS Northampton is the time constraints during training.  The IBIS hotel certainly follows a lean staffing model, in which staff need to maintain training and duties on the same day (Shin and Jeong, 2022). New employees might not maintain this training and on-field duties, and become frustrated with their jobs. Another challenge faced by the hotel staff is the high staff turnover, as the employees become incapable of handling extra shifts, night duties, and additional workload (Wilson, 2025). In that case, employees have decided to leave their jobs and are searching for new options. Another major challenge of the IBIS Northampton hotel is the misunderstanding among the team due to diversity and cultural differences (Candra et al. 2023). For working under IBIS Northampton, staff must be proficient in speaking and understanding the English language; therefore, staff from Asia, the Middle East, and other regions face difficulties in communication with other members and guests.
[bookmark: _2ne65y9rgszt][bookmark: _Toc222427693]2.5 Some more recommended ideas to improve future guest experiences
The IBIS Northampton must focus on further improvement to achieve guest satisfaction, so that it enables the integration of technologies to keep the services personalised. In order to reduce errors by staff, the digitalised services such as QR codes, mobile check-in, check-outs, and digital payment for convenience. Training for employees needs to be fostered with the help of technologies such as running apps and handling software (Wilson, 2025). In this way, staff can guide customers to deal with the application for booking rooms, slots, and restaurants. Moreover, staff at IBIS Northampton must be trained with culturally focused training, so that they can understand the emotions and expectations of guests. The hands-on approaches, role plays, and usage of internets to familiarise employees with some other customs, religious beliefs and norms can help in improving guest satisfaction (Al-Hyari et al. 2023). Moreover, the brand must support the sustainability initiatives to improve guest experiences for the future. The hotel must adopt energy-efficient options and reduce the utilisation of plastic bags and bottles to meet the sustainability needs.
[bookmark: _vpidin87gyu8][bookmark: _Toc222427694]2.6 Theoretical underpinning 
SERVQUAL model was introduced by Parasuraman, Zeithaml, and Berry in the year 1988 to portray the comparison of customer needs and the perception of hotels to serve customers. The model has a total of five dimensions, such as tangibles, reliability, responsiveness, assurance, and Empathy. Tangible can be known as the grooming standards of IBIS Northampton for staff to maintain clean, functional facilities (Mandić et al. 2023). Reliability can be known as the trust of guests in the hotel staff. Responsiveness is the quick response to customer queries. Staff check in and deliver food within the given time. Assurance is the confidence of staff to handle guests and if any issue occurs, employees can handle that situation without any issue. Lastly, empathy is a soft skill and the awareness of staff to maintain the service standard without workplace bullying or harassment (Colaco, 2024). 
[image: ]
[bookmark: _Toc222417580]Figure 2.6.1: SERVQUAL model
(Source: Mandić et al. 2023)
[bookmark: _qi3xqop93ovd][bookmark: _Toc222427695]2.7 Literature gap
The topic selected for this research sheds light on a single case study of the IBIS Northampton hotel; it limits the potential of the research. Moreover, the previous literature-based studies and peer-reviewed journals have a lack of understanding about the training and experiences of hotel staff (Skordoulis et al. 2024). Here, only secondary sources have been used, so that a justification between the guest experiences and employee perspectives is still unexplored. Moreover, the previously updated data on employee training in hotels are dispersed.
[bookmark: _b4sbn0ybsld6][bookmark: _Toc222427696]2.8 Chapter summary 
From the chapter, it can be concluded that training plays an important role in boosting the confidence of employees in serving guests from different cultures and religions. The hotel industry is rapidly evolving, and customers from the UK are experiencing more friendly and enthusiastic services by hotels. In that case, the IBIS Northampton hotel is trying to enhance its training options for employees so that they can assist customers without any worry.



[bookmark: _93tx1pdveooz][bookmark: _Toc222427697]Chapter 3: Methodology 
[bookmark: _yj72ab2t6ohy][bookmark: _Toc222427698]3.1 Introduction 
The methodological section is going to reveal the structural phenomena of conducting the research to gather data about the chosen topic. The methodology will explore the benefits of a single case study and a specific phenomenon aligned with research objectives. 
[bookmark: _qfn5qt50x0c6][bookmark: _Toc222427699]3.2 Overview of case study methodological approach 
The case study approach mainly belongs to the secondary data collection strategy that includes a contextual examination of a real life explains of an existing organisation. This approach is quite useful for explaining the selected variables for the chosen research.  Here, the training approaches and strategies of IBIS Northampton Hotel are going to be illustrated in detail (Alananzeh et al. 2023). Moreover, the reviews from the official website of the hotel will be involved to identify the guest satisfaction. However, the single case study analysis enables a large comparison of that hotel and the top competitors, so that the drawbacks can be recognised easily.
[bookmark: _9fxehjon9zo3][bookmark: _Toc222427700]3.3 research approach and design
The data is going to be collected through a secondary qualitative method, so that the selected research approach is inductive. In that way, themes and patterns can be analysed based on the existing and previously published literature. The method excluded the hypothetical works and focused on broader interpretations from the selected case studies (Gioti and Papadionysiou, 2022). On the other hand, the exploratory research design will help in conducting an in-depth examination of existing documents, annual reports, and industry-based data on the hotel industry of the UK (Barreto and Mayya, 2023). The exploratory research design will help the researcher to involve credible sources to enhance the quality of the study.
[bookmark: _Toc222427701]3.4 Data collection method
The present research will be conducted with the help of secondary data collection. In this process, data that has already been published needs to be gathered from online resources such as Google scholar data bases, industry reports, government data, and Journals (Das, 2023). In academic study, the secondary data collection method is widely accepted due to the in-depth understanding of its patterns, trends, and development. In this, data will be collected from annual reports of multiple hotels, and the data of the hospitality industry will be compared thoroughly.
[bookmark: _1y59en9l5orj][bookmark: _Toc222427702]3.5 Data analysis
After collecting data through the secondary process, the data will be analysed with the help of thematic analysis and case study analysis.  In the case of case study analysis, the data of the top 2 competitors of IBIS Northampton will be gathered online from industry reports, websites, and authentic sources (Olorunsola et al. 2023). It will provide a detailed comparison of 3 top hotels and also detect the areas of improvement of the IBIS Northampton hotel. On the other hand, the thematic analysis will be conducted by creating codes and then aligning these codes into themes. 
[bookmark: _za7wp188rqag][bookmark: _Toc222427703]3.6 Ethical considerations
Although the data will be gathered through a secondary qualitative process, maintaining ethics is essential for the research. Firstly, the data should be collected from authentic sources, and it must be from 2021 to 2026. Articles have industry insight into hotels in the UK and highlight the activities of human resources to enhance the quality of services (Barreto and Mayya, 2023). After collecting data, it will be stored within a password-protected computer system of the University. It needs to ensure that, apart from the instructor, no one will access that data.
[bookmark: _1wuq1d12sum3][bookmark: _Toc222427704]3.7 Chapter summary 
The methodology has highlighted the importance of proper data collection for the success of any research. The present study has highlighted the benefit of secondary data collection to analyse the training needs for the staff of IBIS Northampton. 
[bookmark: _kfc19ztthipa][bookmark: _Toc222427705]Chapter 4: Findings and Discussions  
[bookmark: _ucl5tl78bouc][bookmark: _Toc222427706]4.1 Findings
[bookmark: _4o83yqdg5at0][bookmark: _Toc222427707]4.1.1 Thematic analysis 
[bookmark: _45snlvhio3ni][bookmark: _Toc222427708]Theme 1:  Effectiveness of coordination among the departments of IBIS Northampton to deliver top-notch services
The properties of IBIS Northampton have been relying on the seamless collaboration among departments to enhance their operational efficiencies. The strongest evidence of coordination is the relation between the front office departments and housing staff. In this process, the front office staff provides the real-time data of guests and orders them to clean and maintain tidiness as per guest requirements (Buhalis and Moldavska, 2022). Coordination among the front office and restaurant team can enhance the staff experience by providing unique breakfast and dining options. The strong leadership culture of IBIS Northampton will help in understanding the modern customer needs. The arrangement of meetings among the different departments can help in meeting the service needs such as sanitation, food, hospitality and tech-enabled approaches for the guests (Olorunsola et al. 2024). Moreover, the coordination with the technology and IT team will help in integrating a centralised reservation system for the hotel to capture real-time data of reservations, requirements and complaints.
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[bookmark: _43qp9szehr7t][bookmark: _Toc222417581]Figure 4.1.1: Process of Team coordination
(Source: Buhalis and Moldavska, 2022))
Theme 2: The process of staff training of IBIS Northampton for improving guest experience
The leaders of IBIS Northampton have decided to improve the guest experiences by providing an integrated training. Leaders encourage each staff member to join this weekly training program to upgrade their knowledge for providing top-notch services (Olorunsola et al. 2024) . The training mainly starts with the orientation or onboarding of candidates within the hotel. In this process, staff have been introduced to the brand and responsibilities are delegated by leaders. After that, the widely accepted process of training by the IBIS Northampton leaders is the E learning platform and gamification (Liu et al. 2024). The brand has introduced its own applications to let staff be aware about vision, mission and goals. The real-life scenarios and stimulation-based learning can help the employees to learn new gestures, rules and knowledge. Another way of training is the cross-departmental learning that encourages employees to learn multi-skilling to accomplish the criteria of modern tourists (Jaaffar et al. 2023). 
[image: ]
[bookmark: _46q7xcieou0f][bookmark: _Toc222417582]Figure 4.1.1: Training process
(Source:(Liu et al. 2024) 
Theme 3: Issues faced by leaders of IBIS Northampton in staff training and retention
Globalisation and diversification are the main issues of IBIS Northampton. The hotel is hiring employees from different languages, races, religions, and countries. In that case, they might not communicate with guests properly or understand language (Das,2023). The continuous recruitment by this sector is another issue that disrupts the operational consistency due to the high workload and continuous effort; these employees might get stressed and face burnout (Sarwar et al. 2024). They decide to leave their job for mental satisfaction. In that case, the excessive employee turnover might cause a decline in guest satisfaction because newly hired employees take a few times to understand the service standard. Another issue of IBIS Northampton is less investment of capitals for the training of employees. Hotel business is highly competitive, so they are operating on a tight budget (Arici et al. 2023). Leaders are paying attention to sustainability and the immediate supply chain, so insufficient training causes disruption in the continuous development process. Another issue is the low wages of hotel staff, even if they are highly skilled in this sector.

[bookmark: _u6b3ftm4fow1][bookmark: _Toc222427709]4.1.2 Case study Analysis 
Case study 1: IBIS Northampton 
The IBIS Northampton is known for its unique services and a budget friendly hotel options for the guests. One of the most unique features of this hotel is its location, and guests can receive the Sol Central Complex. Apart from that Guests can receive services such as 24-hour meals from the cafes and bars, and the availability of front desk executives. The business-friendly infrastructure and culture of IBIS Northampton mainly attract tourists (Wynn and Jones,  2022). The IBIS Northampton is the owned property of Town Centre Securities PLC. In that case, this particular segment has generated revenue of £638,000 in 2024. According to the financial records, the gross revenue generated by the hotel was £31.97 million, and the profit amount was £10.86 million (Michael and Fotiadis, 2022). The organisation also pays attention to sustainability and includes a comprehensive plan for recycling. Moreover, the IBIS Northampton is using LED lighting, eco-friendly furniture, a plastic-free region, and other sustainable materials, which can meet the modern sustainability trends. As per the consumer feedback, the users are providing reviews around 7.7 to 8.1, which indicates a positive value for the hotel (Bhatti et al. 2022). The further improvement areas of IBIS Northampton is enhancing amenities and maintaining the rooms with refurbishment and soundproofing rooms for better customer experience.
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[bookmark: _gx0nc4gd5cqe][bookmark: _Toc222417583]Figure 4.1.2: Newly Built Properties of IBIS
(Source:Michael and Fotiadis, 2022)
Case study 2: IHG Northampton 
The Holiday Inn IHG in Northampton has created a positive brand value through integrating sustainability with guest experiences. The hotel strongly operates in such a region where the government impose a strict regulations in achieving a carbon Neutral Economy by 2040. The hotel offers eco-friendly options such as paperless work, plant-based menus, and local food sources to tourists. Another unique approach by IHG Northampton is practising a community-oriented hospitality approach and upholding the local culture (Arici et al. 2023). In order to attract corporate guests, the company is offering a large conference hall, Wi Fi, and strong networking services. According to the data, the IHG Northampton has generated the revenue of $5.18 billion, and the profit obtained by 13% (Iyengar and Venkatesh, 2024). The overall guest feedback for the IHG Northampton is about 8.2 to 8.3, and the staff behaviour review is 9.1, that depicting a well-behaved staff behaviour and professionalism by the staff of that hotel. The area for improvement is the unavailability of breakfast and the long queue at the restaurant of that hotel during peak hours (Jibril, I.A. and Yeşiltaş, M., 2022). 
[image: ]
[bookmark: _1nvqj1uqisly][bookmark: _Toc222417584]Figure 4.1.3: Sustainability in hotel
(Source:Iyengar and Venkatesh, 2024)
Case study 3: Hilton Northampton 
The Hilton Northampton is mainly known for its personalised hospitality approach towards its guests. One of the distinctive services of Hilton is providing immediate room services to guests and appointing a staff to fulfil the needs of guests (Jibril and Yeşiltaş, 2022). They offer specific pillow types and dietary habits, and adjust the room temperature as per the client’s needs. Another unique service is local initiatives and dining experiences to guest to maintain their dietary habits (Minor et al. 2023). The hotel targets corporate guests and aims to provide advanced technical support to the clients. According to the business data of Hilton, the company generated the revenue of $3.12 billion, which was 8.8% more than the previous year. In 2025, the net income of that company was $1.6 – $1.7 billion, which reflects a higher satisfaction rate among guests (Bhowmik et al. 2024). The review given by the guests was 8.4 out of 10, which strongly portrays cleanliness, comfort, hygiene maintenance, and tidiness by the hotel staff. Further improvement can be made in providing faster responses to the guest queries through the implementation of advanced technologies. 
4.1.3 Findings from the Analysis 
The analysis part of this study helps to evaluate that, team coordination plays an important role in training and service effectiveness for the brand. Customers are overwhelmed by the staff experiences and convenience of the IBIS Northampton (Jawabreh et al. 2022). In that case, different department of the hotel act as a team to improve guest experiences. For instance, the front desk department coordinate with IT team, marketing team, restaurant staff and house cleaning staff to provide personalised services to guests. If the hotel maintains hygiene and provides dietary food, it will provide a warm experience to the customers (Wilson, 2025). Customers will feel valued and recommend the services of IBIS Northampton with family members and peers. In this way a strong customer base will be developed which will help to hold a position in this competitive market (Moreno Brito et al. 2024).
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[bookmark: _6uutwml215xe][bookmark: _Toc222417585]Figure 4.1.3: Benefits of staff training
(Source:Jawabreh et al. 2022)
Moreover, the analysis section has mentioned about top two competitors of IBIS Northampton which are, IHG and Hilton hotel. Both have been providing top quality services to their customers (Zahidi et al. 2024). Both hotels prioritise sustainability at its core and created an environment to provide green procurement, plant-based food options and eco-friendly transportation to their customers (Boukis et al. 2024). Moreover, hotels are providing personalisation to their guests and suggest amenities based on the preference of the customers. The training of employees of these hotels helps in achieving expertise for handling advanced technologies to gather previous booking data of guests.
[bookmark: _a2kzjqwnaorf][bookmark: _Toc222427710]4.2 Discussion
[bookmark: _n1v6i2nq73fp][bookmark: _Toc222427711]4.2.1 Introduction to the Discussion
This chapter is a critical reflection on the study results of the contribution of employee service training to the increase in guest satisfaction in IBIS Northampton. The discussion identifies the level of attainment of the research aim and objectives by evaluation of the departmental coordination, effectiveness of staff training, and improvement of services. Wilson (2025) pointed out that continuous development of the employees is crucial towards service excellence in the hospitality industry; this forms a relevant basis of this analysis. This section will examine the implications of the findings for the operations of the hotel, the potential research limitations, and areas in which the research can be improved by connecting the findings with the current body of literature and theoretical frameworks (Candra et al. 2023).
[bookmark: _kjxpoirvwe2w][bookmark: _Toc222427712]4.2.2 Overview of Key Research Findings
The results of this study show that one of the key factors in determining guest satisfaction at IBIS Northampton Centre is the employee service training. Among the most important results, the hotel management considers that the coordination of all departments, especially between the front office, housekeeping, food and beverage, and IT groups, helps the hotel to provide seamless and coherent services (Seyfi et al. 2024). Such coordination facilitates the preparation of rooms at the right time, enhances the sharing of information with guests, and has a positive impact on the overall experiences of guests (Jawabreh et al., 2022).
The other significant conclusion is that an organized personnel training contributes immensely to a better quality of the services delivered since it enhances communication skills, professionalism and confidence of the employees. Onboarding, e-learning modules, and cross-departmental learning have been identified as training programmes that will assist employees in appreciating the standards of services better and in dealing with guests in a more efficient manner. Employees with good training would be in a better position to manage complaints, embrace digital, and change to meet the ever-changing expectations of the guests, which results in a higher level of satisfaction (Wilson, 2025).
The study also determined, however, that several operational problems were associated with it, such as high turnover among staff, lack of training time because of lean staffing, cultural and language barriers when working with a diverse staff, etc. Unless these issues are tackled in a strategic approach, they may hurt the consistency of the service (Michael and Fotiadis, 2022). In sum, this research proves that service excellence and competitive performance of the hospitality industry rely on the constant training of employees and the powerful coordination of the department.
[bookmark: _enyb8w8ujy5t][bookmark: _Toc222427713]4.2.3 Discussion as regards Research Objectives
This study set out to analyse how departmental coordination, staff training, and service-provision improvement strategies can increase guest satisfaction at IBIS Northampton. The results show that interdepartmental coordination plays an important role in ensuring consistency in service delivery. As highlighted by Aurrellia and Hermansyah (2025), the use of integrated hotel facilities and service processes contributes to the overall increase in the perception of guests, which is consistent with the current results. Teamwork in the scenarios of the IBIS Northampton front office, housekeeping department and food and beverage department would facilitate efficient communication in offering prompt services and eliminating time wastage in operations, which enhances the experiences of guests.
About the initial research objective, the results indicate that effective communication across departments helps in the smooth service delivery. According to Crossman (2024), the higher the number of interdepartmental collaborations promoted in the hotel, the greater the customer satisfaction level will be achieved at the hotel. Likewise, this paper shows that coordination allows the staff to respond effectively to the needs of the guests, especially during peak seasons. But effective communication is at times limited due to staffing and time constraints, and that can have an impact on the consistency of service.
The second research objective was on measuring effects of employee training on service delivery. The results show that training programmes are more effective in developing the technical and interpersonal skills of the employees. Wilson (2025) mentioned that there is a strong connection between constant staff development and operational efficiency and guest satisfaction. This is in line with the current study, which has indicated that the confidence, professionalism, and responsiveness of the trained employees are higher. Puspitarani (2025) also implied that increases in the quality of services are directly correlated with the satisfaction of the guests, which confirms the relevance of the training programs within IBIS Northampton.
Technological competence was also reported to be one of the critical training outcomes that are critical. According to Wang and Pai (2024), data-driven systems and the use of digital tools contribute to personalising services provided by a hotel and reducing errors. On the same note, this study established that training on a digital platform, e.g. reservation and payment system, enhances operational accuracy and ease for the guest. Despite that, other employees cannot adjust to new technologies, and this is why continuous assistance is required.
The third research objective dealt with ways of enhancing service training. The results indicate that service quality can be reinforced with the assistance of cultural awareness programmes, role-playing games, and online learning platforms. Ananto and Purnami (2025) stated that the quality-of-service delivery depends on the skills of employees as well as socio-economic factors, which implies that individual training strategies should be used. In the case of IBIS Northampton, diverse cultural employees need specific training to break the communication barriers and help staff gain empathy.
In addition, Sarwari and Minar (2024) highlighted the idea that resilience-building strategies enhance crisis service delivery, which means that flexible training frameworks are necessary. This research agrees with this description because the adaptive training can be used to help employees cope with workload pressures and unforeseen difficulties.
Generally, the results help prove that the coordination of departments, the training of the staff, and the strategies of continuous improvement are the pillars of guest satisfaction. Fully implementing it, however, might be impeded by the constraints of North Buddha personnel changes and time. Thus, to maintain service quality and its competitive advantage, IBIS Northampton should embrace methodological and integrative training programmes.
[bookmark: _mw9oele4wwjn][bookmark: _Toc222427714]4.2.4 Relating the Results to the Existing Literature
The results of the given research are generally in line with other literature sources on the subject of service quality and client satisfaction. According to Aurrellia and Hermansyah (2025), good facilities and delivery of services by professionals positively impact the perception of guests. This goes in line with the current results that show coordination of operations and trained workers to improve the service reliability and customer satisfaction.
In the same manner, the correlation between training and service delivery that is revealed in this research is the same as that proposed by Wilson (2025), who opines that ongoing employee growth enhances operational efficiencies. The current study establishes that the services at IBIS Northampton are more responsive and confident, which in turn enhances the experiences of the guests because of the presence of trained employees. Moreover, a positive correlation between quality of service and satisfaction, as determined by Puspitarini (2025), is obvious in the findings of this study.
Regarding the aspect of technological integration, Wang and Pai (2024) highlight the usefulness of machine learning and digital tools in contributing to customer satisfaction. This viewpoint is supported by the existing studies since digital training was discovered to minimise the amount of errors in services and enhance efficiency. Nevertheless, not all employees were able to adapt to the technology, meaning that there was some inconsistency in adapting to the literature.
In addition, Ananto and Purnami (2025) noted the linkage of the moderating position of the customer income in service assessments, which was not directly investigated in the given study. This is a deviation and implies that there is a need to investigate further on guest socio-economic characteristics. Moreover, Crossman (2024) is specifically interested in the hotel of the budget category, whereas this paper studied a boutique hotel, and such a situation might be the reason why the expectations of the services were slightly different.
[bookmark: _cgu9m7cts3fn][bookmark: _Toc222427715]4.2.5 Theoretical Interpretation 
The results of this research can be properly discussed in the framework of the SERVQUAL model that examines the quality of service in five dimensions, including tangibles, reliability, responsiveness, assurance, and empathy. Aurellia and Hermansyah (2025) emphasised that the aspects of reality, like clean facilities and professional appearance, mean a lot to the perception of guests. This comes in line with the current results, which have shown that properly kept rooms and well-organised service areas increase customer satisfaction at IBIS Northampton.
The study results also indicated reliability and responsiveness. According to Wilson (2025), effective operation systems enhance the consistency of services and responsiveness to requests made by the guests on a timely basis. This can be seen regarding employee training on check-ins and service delivery. Besides, Crossman (2024) stated that convincing and understanding the guests are essential in building their trust and loyalty as guests. The results indicate that communication skills and cultural awareness training promote confidence and emotional involvement among employees with guests. Overall, the SERVQUAL framework gives a comprehensive theoretical lens to the service quality improvements at IBIS Northampton.
[bookmark: _emudm8pjsb17][bookmark: _Toc222427716]4.2.6 Practical Turbo to Hotel Operations
The results of the current research provide practical outcomes of enhancing the operations of the Hotel based in Northampton, IBIS. First, the management ought to focus on systematic and ongoing training programmes to increase employee competence. Wilson (2025) underlined the idea that systematised training is much more productive due to higher operational efficiency and higher guest satisfaction. Thus, frequent workshops, refresher training, and mentoring programs are to be applied to enforce standards of service.
Second, the use of digital technologies will have to be increased. Wang and Pai (2024) claimed that the use of technological tools can optimise personalisation of services and minimise errors in operations. Here, IBIS Northampton can invest in more sophisticated reservation systems, mobile check-in facilities, and online feedback to enhance convenience for guests. The employees should also be well-trained to be able to adjust to such systems.
Third, the communication among the departments should be enhanced by having frequent meetings and joint performance goals. As noted by Aurrellia and Hermansyah (2025), the ability of services to be delivered in a coordinated manner enhances the experiences of the guests. Moreover, the culturally sensitive training programmes are also needed to promote workforce diversity and increase empathy. Through these strategies, IBIS Northampton will be able to enhance the engagement of employees, consistency in services and customer loyalty in the long term.
[bookmark: _muint5ju3lfr][bookmark: _Toc222427717]4.2.7 Research Limitations 
This study has several limitations, which can be mentioned despite its contributions. Firstly, the study used mostly the sources of secondary data, which can limit the level of insight into the views of the employees and visitors. As Anderson (2025) remarked, the primary data collection allows gathering a more detailed insight into service experiences, which was not the case in this study.
Second, the findings can hardly be generalised with the use of one case study. In their study by Mulet-Forteza et al., (2024), this is because comparisons of multi-site studies are made across industries, something that could not be achieved in the context of this study. There is also a probability that the lack of direct interviews and surveys led to the gaps in the representation of operational challenges.
Lastly, the study did not test demographic and socioeconomic disparities among guests, which, according to Ananto and Purnami (2025), are one of the factors that affect service reviews. These limitations need to be overcome in future studies with the aim of ensuring that the findings can be more reliable and applicable.
[bookmark: _cqvzro92antu][bookmark: _Toc222427718]Chapter 5: Conclusion and Recommendations
[bookmark: _w975o9tlzg2m][bookmark: _Toc222427719]5.1 Conclusion
Employee training plays an important role in obtaining a positive brand image and long-term success in business. The study mentioned that the hospitality sector is rapidly evolving towards sustainability and digitalisation; therefore, the orientation of training must be changed as per the guest requirements. The IBIS Northampton hotel is one of the well-known properties in the city and is located near the railway station. The transport facilities and prime location of the hotel attract huge numbers of customers. The leaders of IBIS Northampton are mainly facing difficulties due to the high staff turnover. Staff turnover occurs due to low wages, lack of knowledge, high workload, and long working hours. The leaders have detected the needs of staff training to improve the guest experiences. The hotel is prioritising the tech-savvy customers who are willing to pay money for advanced services. The IBIS Northampton started to restructure the rooms with energy-efficient lighting, sensors, digital check-in facilities, and eco-friendly materials to fulfil the needs of modern customers. The hotel decided to invest in weekly training of employees through E learning modules, quizzes, and real-life case analysis. In this way, the hotel can achieve a strong brand identity and retain employees for a long time.
The study aimed at investigating how employee service training impacts the guest satisfaction levels at IBIS Northampton Centre based on a single case study methodology with the assistance of secondary qualitative data collection. The research had explicit research objectives, which were based on the coordination of departments, the success of training and staff, and the improvement of service delivery in the future. In general, the results indicate that employee service training is an important strategic instrument to enhance the quality of services, efficiency, and satisfaction of guests in the modern hospitality industry.
The research initially discovered that interdepartmental coordination is an essential part of determining the guest experiences. Certain pieces of evidence obtained in the literature review and in the findings indicated that the interaction of front office, housekeeping, food and beverage services, engineering, IT, and HR departments allows the hotel to provide smooth and consistent services. Coordination between the front office and housekeeping department at the IBIS Northampton makes sure that rooms are ready on time, clean, and responsive to the requirements of the guests, and the restaurant and IT management help in custom dining and a system for booking rooms. These results confirm the notion that the satisfaction of guests does not depend on a single service experience, as the combined service process in which all departments work in the direction of common service objectives creates guest satisfaction.
Secondly, the study established a positive and direct correlation between employee service training and guest satisfaction. IBIS Northampton: training packages, including the orientation programmes, e-learning modules, cross-departmental learning, and scenario-based training, have been observed to improve the technical expertise of the employees, their communication skills, and confidence in delivering the services. With proper training, employees have a better chance to handle bookings of tourists, handle any complaints in a controlled manner, and suit within varying cultures. This confirms the available literature in hospitality that asserts that the quality of services is directly connected to the ability and professionalism of employees. Providing such training in a highly competitive UK hotel market will aid in ensuring consistency of the services offered by IBIS Northampton, even though the hotel is a budget-based hotel with lean staffing configurations.
This use of the SERVQUAL model also gave further weight to the interpretation of the findings. This research proved that training of employees is positively associated with each of the five SERVQUAL dimensions, namely, such things as tangibles (cleanliness and professional appearance), reliability (accurate and dependable service), responsiveness (prompt assistance), assurance (staff confidence and competence), and empathy (personalised and culturally sensitive service). Through the alignment of training programmes to the above dimensions, IBIS Northampton can reduce the distance between the expectations of the guests and the perceived service performance, increasing the general satisfaction and the loyalty.
Nevertheless, the study also found that there are some pivotal challenges that restrain the full potential of the employee service training. Continuous skill development was identified to be hampered by high staff turnover, time factors because of lean staffing models, cultural and language diversity, and training budget constraints. Budget hotels are especially interested in these difficulties because operational efficiency and cost control should be improved. Even with these limitations, the study determined that IBIS Northampton leadership has made proactive efforts to promote the trainee participation rate as well as the integration of digital learning platforms to make it cost-effective and accessible.
The other significant observation in the comparative case analysis was that the competitor hotels, like the IHG and the Hilton, have been keen on aspects of sustainability, integration of technology, and localised services. As IBIS Northampton has fewer resources, the analysis shows that strategic investment in employee training, particularly in digital skills, cultural knowledge, and sustainable behaviours, will assist the hotel in staying competitive. Educating staff on operating online check-in systems and reservation software, and on environmentally friendly operation, will make staff more customer-friendly as well as match the hotel with the changes in guest demands and environmental requirements.
Methodologically, the study proved the worth of a qualitative case study methodology in a secondary form of such a study in the exploration of training and the quality of services in a real organisational scenario. However, the use of secondary data restricted the first-hand information on employee and guest perceptions. It contributes to the relevance of future research needing primary data collection techniques, including interviews and surveys, to obtain more balanced and in-depth insights.
[bookmark: _738wlh3cytzn][bookmark: _Toc222427720]5.2 Recommendations and Practical Strategies
Recommendations on practical and evidence-based recommendations to help the company improve its performance and optimise its operations are suggested based on the findings, knowledge, and experience gained in the course of the placement at IBIS Northampton Centre. The recommendations are matched against the issues found in the areas of employee training, coordination among the departments, service consistency and adaptation of technology and are premised on an established discourse in the hospitality industry.
1. Enhance Structured and Continuous Training Programmes
The results show that employee service training is at the centre of improving the satisfaction of guests, but time and high employee turnover restrain its implementation. IBIS Northampton is advised to proceduralize a systematic and progressive training model which incorporates onboarding, refresher training and application of specific skills. Micro-training sessions should reinforce service standards without interfering with day-to-day operations and should be invoked 1-3 times every week or twice a week, and should be based on communication, handling complaints, and etiquette in services. Constant improvement in the operation leads to better efficiency and experience among the guests as employees are maintained to be competent and confident in offering services (Wilson, 2025).
1. Grow Digital and E-Learning Training Systems
The hotel should also increase its utilisation of e-learning, gamification, and mobile-based training platforms, based on a lean staffing model and financial constraints. The tools enable employees to learn at their own pace with minimised costs in training. The accuracy of the reservation systems, POS programs, and mobile check-in processes will be enhanced by the use of digital modules, which will decrease the service delays. Training that is technology-based has been demonstrated to increase the efficiency of its operation and reduce the number of errors in services, specifically in the budget and mid-scale hotels (Wang and Pai, 2024).
1. Improve Interdepartmental Communication and Co-ordination
The study has emphasised that communication between the departments, like front office, housekeeping, food and beverage, and IT are very important in enhancing the consistency of services. It is advisable that IBIS Northampton establishes a routine interdepartmental briefing and short daily huddles to exchange the occupancy levels, preferences of the guests and operational problems. It will be wise to have common service KPIs amongst departments to promote teamwork and accountability. Close interdepartmental coordination allows responding more quickly and increases the general service experience of the guests (Crossman, 2024).
1. Implement the Cultural Awareness and Language Support Training
Diversity in the workforce turned out to be a strength and a daunting challenge. Cultural and language differences might present communication barriers to the employees, which will influence the interaction with the guests. To remedy this, the hotel ought to introduce cultural sensitivity and introduction of basic language support training in terms of empathy, non-verbal communication, and interpretation of varied expectations of the guests. Culturally mindful service provision reinforces both assurance and empathy, which are the most important aspects of service delivery (Ananto and Purnami, 2025).

1. Enhance Retention of Employees by Engaging and Recognising Them
Employee turnover was also cited as one of the greatest operational problems in terms of service consistency. In addition to training, IBIS Northampton needs to invest in employee engagement and recognition practices, including performance-related rewards, certificates, or minor gifts associated with service excellence. Motivation can also be enhanced through periodical feedback and career development meetings. By being engaged and content, the employees are likely to provide regular quality of service and become loyal to the organization (Anderson, 2025).
1. Append Technology to Improve the Comfort of Guests
To obtain the demanded quality and satisfy the needs of high-tech and modern patrons, the hotel must make further investments in guest-facing technologies, including mobile check-in/check-out, digital payment, and online feedback systems. To prevent a lack of service, employees should be trained to assist guests in using these technologies with confidence. The personalisation is facilitated by technological integration and enhances the convenience of the guests, which results in a greater level of their satisfaction (Wang and Pai, 2024).
1. SergevClone Training to SERVQUAL Dimensions
The SERVQUAL dimensions that are tangibles, reliability, responsiveness, assurance, and empathy should clearly be fitted into training programmes. As an illustration, grooming and hygiene training will underpin tangibles, whereas the complaint-handling workshop will underpin responsiveness and assurance. Using service quality models to match the training material will help make sure that employee training has a direct impact on the outcome of guest satisfaction (Wilson, 2025).
1. Enhance Sustainability-Oriented Practices using Training
Environmental friendliness has become one of the expectations of hotel clients. The approach of eco-friendly training should be integrated by IBIS Northampton, which would enlighten employees about energy and waste reduction, and eco-friendly approaches when engaging with guests. Staff education which positively conveys sustainability programs can help increase brand image and trust of guests. Sustainable service has been proven to have a positive effect on guest satisfaction and loyalty (Arici et al., 2023).
1. Guest Feedback as a Training Input
The online feedback and guest reviews must be systematically examined and taken as input for the improvement of the training. The most frequent complaints or gaps in service services most often mentioned in reviews can be translated into case scenarios, on which role plays and discussions would take place during the training sessions. Real guest reviews enhance service relevance and guarantee the unceasing enhancement in service delivery (Puspitarani, 2025).
1. Introducing a slow increase of primary data to make future decisions
The fact that the current study was based on secondary information also means that IBIS Northampton should slowly integrate primary data collection techniques, including surveys of the employees and guest satisfaction questionnaires. The information provided by direct feedback will enable the management to focus operational strategies and training programmes in a better way. Primary insights offer an insightful knowledge of the service expectations and gaps in operations (Anderson, 2025).
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