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Executive Summary
The purpose of this report is to improve the effectiveness of staff training programs at ibis London Barking, with a particular focus on improving staff performance and service quality and to achieve this, the report outlines four primary objectives: examining current training programs, identifying areas of knowledge and skill gaps, developing new training materials and methods, and evaluating the impact on staff performance. 

At first, the assessment of current training programs revealed several benefits, including comprehensive orientation procedures and regular update sessions while, there were also areas that were identified as needing improvement, such as the need for more engaging and interactive teaching methods and the integration of up-to-date industry practices and additionally, through the use of surveys and performance evaluations, significant gaps in staff knowledge and skills were identified. 

The main areas of improvement are primarily in customer service quality, sophisticated hospitality technology, and compliance with health and safety laws and addressing these deficiencies is crucial to maintaining high standards of service and operational efficiency. To tackle these disparities, the paper proposes the development of innovative instructional resources and techniques while proposed measures include the implementation of interactive e-learning modules, the organization of hands-on workshops, and the integration of role-playing scenarios to enhance practical skills and it is advisable to collaborate with industry professionals to provide guest lectures and specialized training sessions. This will help the staff stay informed about the latest trends and best practices in the hospitality industry. 

The impact of these new training initiatives on staff performance will be carefully evaluated through a blend of quantitative indicators, including customer satisfaction scores and employee performance reviews, as well as qualitative feedback from staff and guests and continuous monitoring and refining of the training programs will ensure their effectiveness and relevance. By integrating these strategic improvements into the staff training programs, ibis London Barking can expect to see enhanced staff proficiency, increased guest satisfaction, and overall improved performance and this strategic approach will not only address current shortcomings but also position the hotel as a leader in delivering outstanding hospitality.
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[bookmark: _Toc168015948]Introduction 
The hospitality industry is a dynamic and fiercely competitive sector that requires continuous improvement and adaptation to maintain exceptional service standards while the effectiveness of staff training programs is essential in ensuring that employees are well-prepared to meet the industry's requirements. This report focuses on enhancing the staff training programs at ibis London Barking, a strategic initiative aimed at improving staff performance and guest satisfaction and as well, it seeks to enhance operational efficiency and service quality through a comprehensive evaluation of the current training framework, identification of any shortcomings, and development of innovative training solutions in order to offer practical insights that can be applied to improve performance. (Lineldin, 2019)

 The ibis London Barking, part of the renowned Accor Hotels group, is situated in the vibrant Barking district of London and the hotel brand is well-known for its commitment to providing comfortable and affordable accommodations while upholding high standards of quality. (Hospitality Net, 2018)

Despite its prominent position in the market, ibis London Barking faces common challenges that are often seen in the hospitality industry and these challenges include meeting the diverse needs of guests, keeping up with technological advancements, and adhering to stringent health and safety regulations. In order to address these issues, it is crucial to establish a thorough training program that not only equips employees with necessary skills, but also fosters a culture of continuous learning and improvement. (Study.com, 2021)

The primary goal of this paper is to enhance the effectiveness of the staff training programs at ibis London Barking while this purpose is supported by four main objectives: examining the current training programs, identifying areas of knowledge and skill gaps, developing new training materials and methods, and evaluating the impact of these initiatives on staff performance. The report seeks to enhance the overall performance and competitiveness of ibis London Barking by achieving these objectives as the objective is to guarantee that the hotel maintains its commitment to delivering exceptional service and value to its customers. (Chron, 2020)

[bookmark: _Toc168015949]Literature Review 
The hotel industry recognizes the significance of staff training programs in maintaining high service standards and operational efficiency and research indicates that various types of training programs are utilized in the sector, including on-the-job training, workshops, e-learning, and mentorship schemes and also, it aim to equip staff with the necessary skills to deliver exceptional guest experiences and adhere to the operational standards of their organizations. However, there are notable differences in the effectiveness of these programs, influenced by factors like how the information is shared, the relevance of the content, and the frequency of training sessions and research on the effectiveness of current training programs shows both achievements and areas that need improvement. (Allara Global, 2023) 

On-the-job training is often praised for its practicality and immediate applicability. However, it may lack the extensive theoretical foundation that formal workshops or e-learning modules can provide so, articles indicates that while employees appreciate hands-on experience, they also derive significant advantages from structured educational environments that allow them to learn at their own pace and delve into complex concepts. (Novative, 2022)

In addition, the hotel industry is increasingly adopting blended learning strategies, which combine traditional and digital techniques to cater to different learning preferences and enhance the overall effectiveness of training and despite the variety of training available, they come with notable limitations. A significant challenge lies in aligning training material with the specific requirements of the job and the fact that not many training programs are tailored to the specific needs of individual hotels or departments, resulting in a lack of specificity. This misalignment can result in employees not fully grasping the complexities of their roles or the specific service standards expected by their employers while in addition, the ever-changing nature of the hospitality industry, characterized by frequent personnel turnover, poses an additional challenge in maintaining consistent and effective training programs. (Hospitality Insights, 2018)

Continual training and skill development are crucial, requiring a significant commitment of both time and money, while current training programs in the hospitality sector offer several benefits, there are notable areas that could be improved so, enhancing the relevance and distribution of training material is crucial for addressing the existing shortcomings. (AISSMS CHMCT, 2021)

 Through the use of personalized and flexible training techniques, hotels like ibis London Barking ensure that their staff is well-equipped to meet the demands of their roles, leading to improved service quality and customer satisfaction and this necessitates a comprehensive evaluation of existing training methods and a commitment to developing innovative and effective training solutions tailored to the unique needs of the workforce. (Hotelier India, 2024)

Identifying knowledge and skills gaps within the hospitality business is essential for developing effective training programs as studies by () have identified various areas where workers often show shortcomings that can have a detrimental impact on the quality of service and operational efficiency. Common shortcomings include limited understanding of customer service standards, inadequate knowledge of digital tools used in operations, and a lack of comprehension of health and safety regulations and addressing them is crucial as they directly affect customer satisfaction and the hotel's standing. (Theseus, 2017)

A common problem that many organizations face is the inconsistent delivery of customer service and this issue arises due to variations in the training and experience levels of the workers so, ().suggests that individuals who do not undergo comprehensive customer service training may struggle to effectively handle client complaints, leading to negative interactions. In addition, the increasing reliance on digital tools for tasks like booking, check-in, and guest administration necessitates staff members to possess advanced proficiency in utilizing these technologies. (Virtual College, 2019)

Studies show that a considerable portion of staff members do not have adequate training to effectively use these tools, resulting in inefficiencies and errors during visitor encounters and another concern that arises is the limited understanding of health and safety regulations as the hotel sector is required to follow strict health and safety regulations, and not doing so can have serious consequences, including legal consequences and damage to one's reputation. Research indicates that a considerable portion of individuals working in the hospitality sector have limited understanding of these standards and do not fully grasp the importance of compliance and as a result, the limited understanding leads to the implementation of dangerous practices that put the well-being of both workers and guests at risk. (Preno HQ, 2021)

Developing and assessing new training materials and techniques is crucial for addressing the observed deficiencies in staff knowledge and abilities within the hospitality industry while the latest developments in education emphasize the use of interactive and technology-driven approaches, which have shown promise in enhancing learning outcomes. These techniques include virtual reality (VR) simulations, e-learning platforms, and mobile training applications, all designed to offer flexible and engaging learning experiences. (The Hotel School, 2018)

Virtual reality simulations provide immersive training environments that enable personnel to practice real-life situations without facing any actual consequences so, studies by () have shown that virtual reality (VR) has a significant effect on improving the retention and practical use of skills, particularly in areas such as customer service and emergency response. However, e-learning platforms offer a structured and flexible learning experience, allowing employees to easily access training materials and this flexibility is especially beneficial in the hospitality industry, where the organization of shifts can present challenges for traditional classroom training.  (Sirvo, 2020)

Mobile training applications enhance accessibility further by enabling employees to engage in micro-learning sessions at their convenience and research indicates that these concise learning modules have proven to be highly effective in reinforcing core concepts and promoting continuous professional development. However, the success of these innovative training techniques depends on careful implementation and ongoing evaluation and hotels such as ibis London Barking must ensure that the information they provide is relevant, up-to-date, and aligned with their specific operational needs as effective  evaluation methods are essential for assessing the effects of innovative training methods. (Polo & Tweed, 2022)

Surveys, performance measurements, and feedback loops are essential for evaluating effectiveness and identifying areas for improvement so, continuous assessment helps improve training programs to better meet personnel needs and organizational goals. Through the implementation and systematic evaluation of these advanced training techniques, hotels like ibis London Barking can maximize staff productivity, leading to improved service quality and higher customer satisfaction. (QloApps, 2023)

[bookmark: _Toc168015950]Methods
The case study methodology is a qualitative research strategy that allows for a thorough and detailed investigation of complex issues within their real-life context and thus methodology is highly effective in the hospitality industry, as it provides in-depth insights into the operational methods and training programs of individual hotels. According to DIVA Portal (2019), using a case study technique can be beneficial in understanding current phenomena in real-life settings, especially when it's difficult to differentiate between the phenomenon and its context and the case study methodology is beneficial because it efficiently captures the complex and unique aspects of the issue under investigation. 

This methodology enables researchers to gather extensive and intricate information from various sources, such as interviews, observations, and document analysis.m and it enables a thorough understanding of the case at hand (Canary Technologies, 2018). For instance, when analyzing the case of ibis London Barking, a case study can offer valuable insights into how the staff perceives and implements different training program as this can assist in identifying areas for improvement that may not be immediately evident through quantitative approaches alone. 

However, the case study methodology does have its limitations and a valid concern is the potential for researcher bias, as the extensive scope of the study could lead to subjective findings (SiteMinder, 2021) while in addition, case studies often lack generalizability due to their narrow focus on only one or a few examples. While these findings provide valuable insights, it is crucial to thoroughly assess contextual variables before extrapolating them to different scenarios. 

 Reflective writing is a significant approach incorporated in this study, encouraging participants to actively analyze their experiences and learning processes and this approach is particularly useful in evaluating the effectiveness of training programs, as it allows staff members to express their thoughts and emotions about the training they receive and also, writing helps uncover valuable insights into how training programs impact employees' daily work and professional growth (Cookery Online, 2020). 

It provides qualitative data that enhances the more formal evaluation approaches and also, it promotes self-awareness and supports continuous improvement among staff members. Reflective practice, as described by Talespin, (2023), enables individuals to acquire knowledge and insight from their experiences, resulting in a deeper understanding of their professional actions and judgements. 

In general, the use of case study methodology, reflective writing, and netnography offers a comprehensive approach to understanding and evaluating staff training programs at ibis London Barking and while each technique has its own set of benefits and limitations, using them together allows for a thorough and detailed analysis of the effectiveness and impact of training programs on staff performance. Through the utilization of various techniques, this approach ensures a thorough examination, resulting in valuable observations that can inform the development of more effective training strategies. (ProProfs Training, 2017)

[bookmark: _Toc168015951]Case Study Discussions 
Operational Strategies
 Efficient operational strategies are crucial for maintaining the smooth operation of a hotel and providing excellent service to its guests so, the initiatives of ibis London Barking are designed with a focus on resource allocation, streamlining procedures, and enhancing customer satisfaction and the hotel efficiently incorporates lean management concepts as a core operating strategy.  (Hospitality Insights, 2021)

Lean management is a methodology that focuses on efficiency and effectiveness by identifying and eliminating unnecessary tasks, ultimately reducing waste and increasing value so, this method not only reduces operational expenses but also improves service provision by ensuring that staff efforts are directed towards activities that directly benefit guests. A crucial element of ibis London Barking's lean management strategy is the implementation of standardized procedures throughout various operational areas and this includes tasks such as cleaning and maintenance, handling guest inquiries and check-ins, and offering food and drink services. (Hospitality Courses, 2018)

Standardization promotes consistency in service quality and reduces the time and effort required to train new staff members and through the implementation of clear and comprehensive protocols, the hotel ensures that all employees perform their duties with skill and in alignment with the established criteria. Furthermore, regular audits and performance reviews are conducted to identify opportunities for improving and optimizing these procedures, ensuring a continuous cycle of progress so, also ibis London Barking places a strong emphasis on sustainability activities as an integral part of its operating strategy, utilizing lean management. (JDI Search, 2023)

The significance of sustainability in hotel operations is increasing, driven by both government regulations and consumer demand for eco-friendly activities and the hotel has implemented various initiatives to reduce its environmental impact and these include installing energy-efficient lighting, implementing water conservation measures, and establishing waste recycling programs. These actions not only contribute to environmental preservation, but also result in significant financial savings that can be allocated towards improving the hotel's services and facilities.  (LMS Portals, 2020)

Technology plays a vital role in the operational plans of ibis London Barking so, the hotel utilizes advanced technological solutions for property administration, reservation systems, and customer relationship management and these technological advancements improve operational efficiency by automating repetitive procedures, reducing the likelihood of human errors, and providing valuable data analysis. For instance, the utilization of data analysis allows the hotel to track visitor preferences and behavior, leading to personalized offerings and enhanced guest satisfaction. (Ideas Repec, 2022)

In addition, the use of mobile applications for check-in and check-out procedures enhances operational efficiency and improves visitor convenience, aligning with the expectations of modern travelers for seamless and technologically advanced service so, the operational strategies implemented at ibis London Barking focus on efficient management, environmental consciousness, and technological advancements. These plans are designed to optimize efficiency, reduce costs, and enhance service quality, ensuring the hotel remains competitive in a dynamic and demanding industry and by continuously refining these methods and adapting to emerging trends, ibis London Barking maintains its prestigious reputation and consistently meets the evolving needs of its customers. (Hospitality Courses, 2019)

SWOT ANALYSIS
Strengths
 Ibis London Barking has several strengths that contribute to its competitive edge and a significant benefit is its connection to the globally recognized Accor Group, which enhances its brand reputation and attracts a diverse customer base. The hotel's strategic location in Barking, offering easy access to downtown London, appeals to both business and leisure travelers while also, ibis London Barking ensures consistent service quality through the use of standardized operational methods, ensuring guest satisfaction. The hotel's commitment to sustainability and eco-friendly practices enhances its appeal, particularly to customers who prioritize environmental consciousness. (Shanlax Journals, 2017)

 
Weaknesses
While ibis London Barking does have several positive attributes, it also has a few inherent flaws and a clear disadvantage is its limited range of amenities compared to more luxurious competitors, which may deter some potential guests looking for more extravagant accommodations. The hotel's strict adherence to standardized procedures, while ensuring consistency, may result in a lack of personalized service, potentially impacting the overall satisfaction of guests as well as the significant turnover of employees in the hospitality industry can disrupt the consistent delivery of services and result in increased training costs. Ultimately, the hotel's reliance on manual procedures in certain areas could lead to inefficiencies and errors. (JETIR, 2018)

Opportunities 
The increasing demand for cost-effective accommodations presents a significant opportunity to attract budget-conscious travelers and using digital technologies, like mobile apps for guest services, can enhance operational efficiency and foster guest satisfaction. In addition, forming partnerships with local businesses and tourist attractions could create unique offerings and enhance the overall experience for visitors while the growing emphasis on sustainability in the travel industry also provides an opportunity to improve and publicize the hotel's environmentally friendly initiatives.  (Keystone PHD, 2023)

Threats 
The hotel is vulnerable to various external threats that could impact its operations as the existence of both affordable and reasonably priced hotels in the London area poses a significant challenge, requiring continuous efforts to maintain our share of the market. Changes in the economy, like recessions, can reduce the demand for travel and affect the occupancy rates of accommodations. Political and legal changes, like those tied to Brexit, can also impact business operations and the characteristics of guests as well as, the ever-evolving nature of technology necessitates ongoing investments by the hotel to stay ahead in the market, creating a financial challenge. (Medium, 2022)

PESTLE ANALYSIS
Political
The political environment greatly impacts the human resource activities of ibis London Barking as the advent of Brexit has given rise to uncertainties regarding labour mobility and immigration regulations, resulting in an impact on the availability of both skilled and unskilled labour. The hotel should be prepared to adjust to changes in visa laws and potential restrictions on hiring EU nationals, who have historically comprised a significant portion of the hospitality workforce as well as, the department is tasked with ensuring adherence to government legislation that supports employment rights and benefits, including the National Living Wage and anti-discrimination laws. This involves adjusting recruitment and compensation strategies as needed. (Semantic Scholar, 2021)

Economical 
The implementation of human resource initiatives at ibis London Barking is greatly influenced by economic variables so, changes in the economy, such as recessions, can lead to decreased occupancy rates, impacting the hotel's revenue and ability to invest in human resources initiatives. However, economic growth often results in a rise in travel and tourism, leading to a greater need for hotel services and an increased demand for workers and when developing compensation packages to attract and retain employees, the HR department should consider factors such as pay inflation and the cost of living in London. Providing competitive compensation and benefits is essential to address the prevalent problem of high employee turnover rates in the hospitality industry. (Harri, 2019)
 
Social 
The HR policies and practices of ibis London Barking are influenced by current social trends as the HR department should consider adjusting its policies to better attract and keep employees in light of changing demographics and evolving worker expectations. This includes addressing the growing need for flexible working hours and a healthy work-life balance and in addition, the increasing emphasis on diversity and inclusion necessitates the implementation of strategies to create a welcoming and equitable work environment. Understanding and managing the interpersonal dynamics within the workforce, including differences in age groups and cultural backgrounds, is crucial for fostering a cohesive and motivated team. (IJMRA, 2019)

Technologycal
The HR department of ibis London Barking is presented with a range of possibilities and challenges as a result of advancements in technology so, implementing HR information systems (HRIS) and other digital tools can greatly enhance recruitment, onboarding, and employee management procedures, leading to improved efficiency and reduced administrative workload. However, staying informed about the latest technological advancements requires continuous investment and training as the rise of online learning platforms presents opportunities for more flexible and accessible staff training programs. Nevertheless, it is essential for the HR department to ensure that all employees, regardless of their level of technological proficiency, can benefit from these tools. (Training Hotels, 2024)

 Legal 
 The HR department of ibis London Barking is faced with numerous requirements dictated by the legal environment so, the compliance with employment laws, which encompass health and safety regulations, labour rights, and anti-discrimination measures, is mandatory. To ensure legal compliance and foster a fair work environment, it is crucial for the HR department to stay informed about changes in employment legislation. Furthermore, it is crucial to handle employee data with care and adhere to data privacy regulations, such as the General Data Privacy Regulation (GDPR) as ensuring that all human resources processes are in line with legal regulations is essential for safeguarding the hotel from potential lawsuits and penalties. (Soegjobs, 2020)

Environmental 
The hotel's commitment to sustainability has a significant impact on both its operational procedures and its employer branding and employees are more likely to be attracted to and remain with companies that priorities environmental stewardship. The HR department can take advantage of this opportunity by incorporating the hotel's environmentally friendly activities into its recruitment and retention strategy while, implementing environmentally conscious practices in the workplace, such as reducing paper usage and promoting recycling, aligns with broader corporate sustainability goals and enhances employee engagement. (SiteMinder, 2018)

Competitive Analysis 
Ibis London Barking operates in a highly competitive industry, where the hotel's success hinges on the excellence and affordability of its services and the London budget hotel market features popular brands like Premier Inn, Travelodge, and Holiday Inn Express. These competitors have similar pricing but vary in the quality of services and amenities they provide, highlighting the need for ibis London Barking to clearly communicate its distinct selling strategy and the aims to offer affordable rates that appeal to both corporate and leisure guests in search of budget-friendly accommodation choices. (Globing, 2023)

The hotel's pricing strategy is typically comparable to Premier Inn and Travelodge, both of which are well-known for their budget-friendly rates as well as, it is crucial for ibis London Barking to maintain an attractive cost while still meeting customers' expectations for essential amenities as consistently evaluating the market and implementing adaptable pricing strategies are crucial for staying competitive, especially during times of high demand and changing consumer interest. (SafetyCulture, 2021)

Ibis London Barking sets itself apart by placing a strong emphasis on delivering exceptional quality as in order to stay ahead in the industry, the hotel must focus on delivering unwavering excellence in key areas like cleanliness, customer service, and overall guest experience, all while maintaining affordable prices. Premier Inn is well-known for its high-quality bedding and top-notch customer service, which justifies its slightly higher prices so, Ibis London Barking can leverage the power of its global brand, Accor, to enhance its service standards. This can be achieved by providing comprehensive training to personnel and consistently upgrading amenities to meet the expectations of guests. (Revfine, 2017)

Reviews and ratings from guests on platforms like TripAdvisor and Booking.com provide important insights into how ibis London Barking is perceived in terms of its quality as positive reviews highlighting the hotel's cleanliness, comfort, and friendly staff can significantly enhance its reputation, even if its prices are similar to those of its competitors. On the other hand, negative reviews can really put off potential customers, highlighting the significance of upholding consistent quality control and promptly resolving any issues and another important aspect of competitive analysis is the additional services that could set ibis London Barking apart from its competitors. (SpringerLink, 2020)

While budget hotels typically focus on cost reduction and essential services, they have the opportunity to enhance the overall guest experience by offering value-added amenities such as complimentary Wi-Fi, a satisfying breakfast, and efficient check-in/check-out processes and these additional features can justify the pricing and strategically differentiate the hotel from competitors that lack similar advantages. (Eclat Hospitality, 2023)

In addition, the strategic location of ibis London Barking, near key transportation links and popular attractions, could be a significant advantage and effective marketing that highlights these benefits could attract customers looking for convenience and accessibility at a reasonable price. In the end, the assessment of ibis London Barking's competitiveness in terms of quality and price emphasizes the importance of balancing affordability and exceptional service standards and the hotel can enhance its competitive position by leveraging its strengths, addressing areas for improvement, and regularly tracking market trends. (ServeSafe Brands, 2023)

[bookmark: _Toc168015952]Theme Exploration 
Effective staff training programs are crucial for the success and competitiveness of hotels in the hospitality industry as the efficient staff contribute to enhanced customer satisfaction, improved operational efficiency, and elevated service quality. The ibis London Barking hotel has recently introduced a variety of training programs aimed at equipping its staff with the necessary skills and knowledgeable and the programs are intended to benefit both business and leisure travelers. However, there is room for improvement to keep up with evolving industry standards and meet the ever-changing needs of guests as for instance, the hotel now offers training that includes basic orientation and ongoing customer service courses. (AHLA, 2023)

While these programs provide a solid foundation of knowledge, they often fall short in terms of comprehensive coverage of advanced customer service skills, cultural proficiency, and the effective use of technology in operations and based on employee feedback, there is a need for improved and continuous learning opportunities. Hotels like the Ritz-Carlton adhere to industry norms by incorporating extensive training programs that emphasize outstanding service and empowering their employees as this approach leads to higher levels of guest satisfaction and greater employee retention rates. (Lodging Magazine, 2021)

This section seeks to analyze the current training processes at ibis London Barking, evaluate them in comparison to industry benchmarks, and identify potential areas for enhancement as through enhancing their training programs, ibis London Barking can improve employee performance, increase visitor satisfaction, and maintain a competitive edge in the hospitality industry. (BE Hospitality, 2020)

Current Training Practices in The Hospitality Industry 
Staff training techniques play a crucial role in upholding high levels of service and operational efficiency in the hotel business and typical training methods include of thorough orientation programs, ongoing professional development, and specific training modules that target customer service, cultural competency, and technological proficiency while orientation programs are a customary procedure that provides essential training for newly hired staff. Typically, these programs encompass fundamental subjects such as the hotel's regulations, safety protocols, and basic operating duties. (SiteMinder, 2020)

Hotels such as Marriott utilize interactive orientation programs to actively include new employees and establish explicit expectations right from the beginning as an  effective orientation program not only provides staff with essential knowledge, but also assimilates them into the hotel's culture, fostering a feeling of belonging and dedication. Ongoing professional development is an essential element of staff training in the hospitality sector which include regular training sessions that ensure personnel are informed about the most recent industry trends, customer service strategies, and operational best practices. As an illustration, the Four Seasons hotel group provides frequent workshops and training sessions that encompass a wide range of topics, including advanced customer interaction skills and effective complaint handling. (Harri, 2021)

Hotels may boost overall service quality by investing in continual training, which ensures that their staff remain knowledgeable and motivated as customized training courses are designed to target specific skills or knowledge areas that are important to the hotel's operations and they can encompass language instruction to enhance communication with overseas patrons, cultural proficiency training to deliver inclusive and courteous service, and technological instruction to effectively utilize hotel management software. The Ritz-Carlton is well-known for its outstanding customer service and they offer comprehensive training on their Gold Standards and service principles to ensure that all employees, from the front desk to housekeeping, consistently provide extraordinary service. (Hospitality Insights, 2018)

Furthermore, the sector is witnessing the growing popularity of novel training techniques alongside these conventional tactics while modern methodologies such as e-learning platforms, virtual reality (VR) training, and gamified learning augment classic training methods. Hilton Worldwide has used virtual reality (VR) training for its workforce to replicate authentic situations, including front desk interactions and emergency protocols and this interactive encounter enables employees to simulate and enhance their abilities in a secure setting, resulting in improved readiness and self-assurance in managing real-life scenarios. By comparing its training processes to existing industry standards, ibis London Barking can identify areas for improvement. (EzeeAbsolute, 2022)

Presently, the ibis London Barking provides a rudimentary orientation program and regular customer service courses, although these efforts have some advantages, they do not possess the same level of thoroughness and regularity as the initiatives seen in top-tier hotels in the sector. (Welcome Pickups, 2019)

One suggestion is to enhance the orientation program at ibis London Barking by incorporating additional interactive components and providing a more thorough examination of the hotel's culture and values, following a similar approach to Marriott and in addition, the hotel might implement ongoing professional development workshops to ensure that staff members remain informed and motivated. Another possible area for development at ibis London Barking is the installation of specialized training programs so, implementing modules focused on cultural competency and sophisticated customer service practices has the potential to greatly improve the level of service delivered. (Masterclass, 2021)

Moreover, using cutting-edge training techniques like e-learning and virtual reality (VR) has the potential to enhance the engagement and effectiveness of training while  by adhering to industry standards in its training methods, ibis London Barking can cultivate a team that is both highly skilled and motivated, resulting in enhanced guest satisfaction and operational efficiency. This alignment necessitates both an initial allocation of resources for training and an ongoing dedication to enhancing and adjusting in response to evolving trends in the industry. (Demand Calendar 2020)

Current Training Programs at ibis London Barking 
The training programs now offered at ibis London Barking include a fundamental orientation, regular customer service courses, and practical on-the-job training and the orientation program is specifically designed to acquaint newly hired personnel with the hotel's regulations, processes, and overall culture. Nevertheless, this program mainly focuses on fundamental aspects and does not provide the necessary level of detail to properly incorporate new employees into the hotel's operational and service standards as for instance, newly recruited employees undergo a single-day orientation program that encompasses a site visit and a concise introduction to their responsibilities, which may not adequately equip them to feel completely ready for their tasks. (Bigfoot Hospitality, 2023)

The periodic customer service training priorities enhancing guest connection and effectively managing complaints and the training are advantageous, since they highlight the significance of visitor pleasure and equip personnel with pragmatic techniques for handling challenging situations. Nevertheless, these trainings are conducted sporadically and fail to encompass sophisticated customer service approaches that have the potential to enhance the overall client experience so, for example, although personnel are instructed on how to handle complaints in a courteous and effective manner, they may not be provided with training on proactive service tactics that anticipate and fulfill guest demands before problems occur. (Niikiis, 2018)

Workplace training at ibis London Barking is predominantly an informal practice, wherein experienced personnel serve as mentors to train younger employees, an approach that  guarantees that newly recruited employees acquire practical expertise and operational protocols inside an authentic work environment while, the absence of a well-organized mentorship program can result in disparities in the training provided. (Lodging Magazine, 2019)

For instance, diverse mentors may possess distinct criteria and approaches, leading to a lack of consistency in the provision of service and by comparing these practices with industry norms, it becomes evident that there are various areas that need improvement. (Little Hotelier, 2022)

Prestigious hotels such as the Ritz-Carlton and Four Seasons employ extensive training programs that encompass well-organized onboarding procedures, ongoing professional growth, and specialized training modules which are specifically developed to guarantee that all employees, irrespective of their position, consistently provide service of exceptional quality. (English 4 Hotels, 2017)

An outstanding feature of the existing training programs at ibis London Barking is the prioritization of customer service, a vital element of the hospitality sector and the courses offer essential skills for managing visitor interactions, while the on-the-job training facilitates hands-on implementation. Nevertheless, the rarity and casualness of these training sessions restrict their efficacy. An evident drawback is the absence of consistent possibilities for professional growth and advancement so, the employees of ibis London Barking lack regular access to training programs that would enhance their skills and knowledge. This discrepancy might result in a state of inactivity, where employees may fail to stay updated with the most recent developments and optimal methods in the business. (Indeed, 2021) 

In addition, the existing training programs lack specialized sections that cater to specific requirements such as cultural competence or technological proficiency, both of which are becoming increasingly crucial in a diversified and digitalized hospitality industry and in order to rectify these shortcomings, ibis London Barking could implement a more systematic and thorough training methodology. Incorporating engaging and comprehensive lessons, akin to those offered by Marriott, into the orientation program would enhance the preparedness of new employees. (Wizehire, 2023)

Consistent and organized professional development sessions have the potential to maintain staff engagement and ensure they are informed about the most current service approaches and industry trends while implementing specialized training modules focused on cultural competency and technology would improve both the overall quality of service and operational efficiency. Through the process of comparing its training programs to the most effective methods used in the industry and making necessary improvements, ibis London Barking may greatly enhance its training programs. (SelectHub, 2019)


Areas of Development and Improvement
To enhance the staff training programs at ibis London Barking, it is crucial to thoroughly examine various areas for improvement and growth so, first and foremost, it is crucial to improve the orientation program by expanding its scope and increasing interactivity as including a comprehensive orientation program that includes team-building exercises, detailed role-playing simulations, and immersive experiences can greatly improve new employees' understanding of the hotel's culture and operational standards. For example, ibis London Barking could mirror Marriott's onboarding program-me by offering a thorough introduction to their corporate values and service expectations through engaging and hands-on activities. Glion, 2018)

In addition, the implementation of a highly structured continuous professional development (CPD) program will efficiently address the current shortcomings in ongoing training while regular training sessions focused on advanced customer service techniques, conflict resolution, and emotional intelligence can significantly improve the quality of visitor encounters as for instance, the Four Seasons offers regular workshops on various subjects, allowing its employees to stay proficient in handling a wide range of guest needs and situations. (WeSchool, 2020)

A comprehensive CPD program at ibis London Barking could include monthly seminars, online courses, and guest speakers from the industry to keep employees well-informed and motivated while it is advisable to incorporate specialized training programs that specifically focus on and cater to the distinct needs of the hotel's operations. (LoungeUp, 2022)

The importance of cultural competence training is increasing in today's diverse hospitality industry and this training program aims to improve the staff's understanding and recognition of cultural differences among guests, thereby enhancing their ability to provide personalized and polite service and Accor Hotels offers comprehensive training to ensure its employees have a deep understanding of diverse cultures and are able to provide exceptional accommodations. Implementing comparable training at ibis London Barking would ensure that the staff is well-equipped to meet the needs of a diverse range of customers. (SSRN, 2019)

Proficiency in technology is another essential area as it is important to make sure that all hotel staff are skilled in using new technologies for operations as hotels continue to adopt these tools. Ibis London Barking could benefit from incorporating regular training sessions that specifically target their property management system, mobile check-in processes, and other digital tools as for example, Hilton Worldwide has a thorough training program that covers extensive lessons on their digital systems. This ensures that employees are skilled and knowledgeable in using advanced technology. (IHCS Hotel Consulting, 2024)

Regular updates and training on emerging technology breakthroughs would help the ibis team stay ahead in terms of innovation so, using advanced training methods can also have a significant effect. E-learning platforms and virtual reality (VR) training provide flexible and engaging methods for employees to gain knowledge and as an illustration, virtual reality (VR) training has the capability to recreate genuine scenarios that employees might come across, like handling an irate customer or managing a crisis, without the inherent risks of real-life training.  (Glion, 2021)

The adoption of virtual reality (VR) training by Hilton for its front desk staff has resulted in positive results in preparing employees to handle real-world challenges and by incorporating this technology into the training program at ibis London Barking, there is a possibility of enhancing learning outcomes and preparing workers more effectively. (Indeed, 2020)

To incorporate these improvements, a systematic and carefully thought-out approach is necessary and involves allocating sufficient resources to the development of training programs, scheduling regular training sessions, and involving key stakeholders in the planning process. A step-by-step implementation strategy could begin by revamping the orientation program, followed by the introduction of continuing professional development (CPD) and specialized modules while regular gathering input from employees and carefully examining the impact of these training programs on performance measures would ensure continuous improvement. (The Hotel Industry, 2017)

[bookmark: _Toc168015953]Conclusions and Recommendations
Conclusions
Improving the training programs for personnel at ibis London Barking is essential for enhancing service quality, employee satisfaction, and overall operational efficiency and after conducting a comprehensive analysis, it is evident that while the current training programs provide a solid foundation, there are significant opportunities for improvement and expansion. Through a thorough evaluation of its performance and the incorporation of advanced training methods, ibis London Barking can improve its training programs to better meet the needs of both its staff and customers. (Mews, 2022)

 Improving the orientation program with interactive and comprehensive elements would ensure a smooth integration of new employees into the hotel's culture and operating protocols as through the implementation of a well-structured continuous professional development (CPD) program, staff members can stay updated on the latest service practices and industry trends. This will enhance their ability to provide exceptional guest experiences. Implementing specialized training modules that address cultural competency and technological proficiency will effectively meet operational requirements and improve service delivery. 

By incorporating advanced training methods like e-learning platforms and virtual reality (VR) training, the learning experience can be greatly improved in terms of engagement and effectiveness as these techniques provide flexible training options and secure environments for employees to practice and improve their skills. Through the integration of modern methodologies, ibis London Barking ensures that its staff members are well-prepared to confidently and efficiently overcome real-life challenges.

 In order to successfully implement these enhancements, it is crucial to allocate adequate resources, involve all relevant parties, and implement a phased approach to introducing new initiatives while regular feedback and ongoing performance monitoring will be crucial for evaluating the effectiveness of the improved training programs and making any necessary adjustments. By emphasizing the enhancement and growth of its staff training programs, ibis London Barking can achieve higher levels of employee expertise and guest satisfaction as the hotel's commitment to continuous improvement will strengthen its competitive position in the hospitality industry and contribute to its long-term success and reputation.

Recommendations 
To improve the staff training programs at ibis London Barking, it would be beneficial to expand the orientation process to include a more comprehensive and interactive approach and it is crucial to engage new employees in thorough, interactive training sessions that not only educate them on the essential aspects of their job duties but also acquaint them with the hotel's culture, values, and service standards. By incorporating team-building activities and role-playing scenarios, staff can be better prepared for real-life situations and develop a sense of unity and commitment towards the hotel's goals and introducing a well-structured and continuous professional development (CPD) program is essential. It is advisable to implement regular training sessions that focus on enhancing customer service skills, conflict resolution, and emotional intelligence. (IHCS Hotel Consulting, 2019)

Regular learning opportunities, including monthly workshops, online courses, and guest speakers, can help to sustain staff motivation and keep them informed and this ensures that staff members maintain their expertise in handling various visitor needs and stay up-to-date with the latest advancements in the industry, ultimately improving the level of service and guest satisfaction. (RePEc, 2023)

 By incorporating specialized training modules and implementing new methods, the effectiveness of the training programs can be greatly enhanced and also, having a solid understanding of different cultures is crucial for meeting the diverse needs of guests and providing a thoughtful and personalized service. Regular training in technological competency would empower personnel to effectively utilize contemporary tools and systems, thereby improving operational efficiency. (Hospitality Investor, 2018)

Combining e-learning platforms with virtual reality (VR) training can greatly improve the learning experience by boosting engagement and offering hands-on application and these innovative methods provide flexible training options and allow employees to participate in virtual scenarios, leading to improved preparedness and confidence. By implementing these recommendations, ibis London Barking can develop a skilled and motivated team, leading to enhanced employee performance and guest satisfaction, ultimately strengthening its competitive edge in the hospitality industry. (StartQuestion, 2023)

[bookmark: _Toc168015954]Personal Reflection 
Starting my internship at ibis London Barking, I was initially filled with excitement but however, I soon found myself overwhelmed by the challenges that became apparent from the very beginning and my initial impressions were mixed; while the hotel staff showed friendliness and a willingness to help, it was clear that many people were experiencing difficulties due to insufficient training. 

The staff often encountered a challenging atmosphere, especially during busy times, which emphasized the clear lack of sufficient training as in my second week, there was an incident that highlighted the insufficient training provided while a customer came to the reception desk with a challenging reservation issue. The receptionist, visibly troubled, faced challenges in promptly resolving the issue and upon witnessing this event, I experienced a surge of frustration, not towards the receptionist, but towards the circumstances that had left her ill-prepared. It was clear that she lacked the necessary training to confidently handle such situations and this had a negative impact on her performance and left the guest feeling unsatisfied. 

Another significant challenge arose within the housekeeping department web there have been several instances where I noticed discrepancies in the quality of room cleaning, leading to numerous complaints from visitors and during one incident, a guest encountered a situation where their room was not cleaned to their expectations, leading to an uncomfortable encounter with the housekeeping staff. It was clear that the root of this issue lay in the inadequate training provided to the hotel's staff regarding cleaning practices and the tragedy has underscored the significance of thorough training for all staff, regardless of their role. 

The difference between these experiences and what I had learned academically and observed in other assignments was quite noticeable and although ibis London Barking may not be a five-star hotel, I strongly believe that the quality of training should not be compromised. During a previous placement at a mid-range hotel, I observed that the hotel's operation involved frequent training sessions and updates on new procedures and the approach not only improved the delivery of services but also boosted the morale of the employees, as they gained more confidence and felt valued. 

Another significant issue was the lack of technical integration as the hotel heavily relied on outdated technologies, and a considerable number of staff members lacked familiarity with basic technology tools that could enhance efficiency. I recall an incident where a visitor made a particular request for an electronic invoice so, the receptionist, lacking familiarity with the hotel's software, took an excessively long time to fulfill the request, causing unnecessary frustration for both the guest and the staff member. 

After careful consideration, I could not help but think about how modern property management technologies, along with proper training, could streamline and improve these procedures ans this initial encounters provided valuable insights, although they were somewhat disheartening. Often, I find myself overwhelmed by the sheer scale of the challenges faced by the staff due to inadequate guidance and outdated technology while, they solidified my belief in the importance of comprehensive training programs and the utilization of modern technologies, regardless of a hotel's star rating. Efficient staff performance and enhanced guest experience depend on crucial factors like thorough training and cutting-edge technology, which are indispensable rather than just optional.

After careful consideration of my experience at ibis London Barking, it became clear that the lack of comprehensive training presented a significant challenge to the satisfaction of both employees and guests as throughout my placement, I strongly believed that comprehensive staff training is essential, particularly for hotels that are not considered luxury establishments. Efficient training equips staff with the essential abilities and confidence to effectively fulfill their duties, leading to an improved visitor experience so, I came to realize the importance of continuous professional development, which proved to be extremely valuable. 

During a busy shift, I observed a highly competent employee efficiently handling a series of complex guest issues, highlighting the importance of both expertise and education and the stark contrast between the experiences of more experienced personnel and those who are less seasoned highlights the importance of maintaining consistent and well-organized training programs so, in my view, implementing monthly workshops that centre around customer service, dispute resolution, and hospitality skills could have a significant effect. These seminars would cover practical strategies to navigate a variety of real-world events and equip staff with the necessary skills.

In addition, it is crucial to integrate modern technology into the training process, in addition to the customary workshops and the current reliance on outdated systems at ibis London Barking hinders productivity and places unnecessary pressure on the staff. During an event where a guest asked for an early check-in, the process of manually updating room availability caused confusion and delays while offering training to employees on a modern property management system would improve these procedures, reducing errors and improving overall efficiency. 

In addition, I have realized the importance of specialized training modules such as Implementing cultural competence training at ibis London Barking would be highly advantageous for the diverse clientele and I recall an incident where a visitor from a unique cultural background felt a sense of being misunderstood by the staff. This situation could have been avoided if there was greater cultural sensitivity. 

Training that emphasizes understanding and valuing cultural differences can enhance communication and service, leading to higher levels of client satisfaction and I strongly support the effectiveness of state-of-the-art training techniques, such as virtual reality (VR). Virtual reality (VR) can replicate real-life situations in a controlled setting, allowing employees to train and enhance their abilities without the pressure of actual customer encounters. For instance, virtual reality (VR) could be used to train front desk personnel on efficiently handling check-ins during busy times or dealing with difficult visitors and this type of immersive training is highly effective in equipping employees with the skills and knowledge needed to handle real-life situations and as a result, it significantly enhances their competence and confidence in their respective professions. 

In my experience, I strongly believe that thorough and ongoing training programs, along with the integration of modern technologies, are essential for the success of any hotel and including these improvements will not only enhance employee productivity and satisfaction, but also enhance the overall guest experience, fostering loyalty and generating positive reviews. By implementing these suggestions, ibis London Barking can improve its operations and achieve a higher level of service. This will benefit both its employees and customers.
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