



Abstract
This study looks into the impact of staff training on service consistency at Maldron Hotel Newcastle, a mid-range urban property in the Dalata Hotel Group. In today's highly competitive hospitality market, guest satisfaction is increasingly linked not just to the level of amenities but also to the consistency with which service is offered throughout departments and shifts. Front-line staff are the major touchpoints for visitor interaction, therefore their ability to provide consistent, brand-aligned service is critical. However, during the researcher's time at the hotel, reoccurring service inconsistencies, particularly during busy periods and staff transitions, prompted serious concerns regarding the structure, effectiveness, and sustainability of existing training processes.
The study is led by three objectives: (1) to assess existing front-line training procedures at Maldron Hotel Newcastle; (2) to examine the relationship between training and service consistency; and (3) to provide practical strategies for enhancing training implementation. A qualitative case study approach was used, which included non-intrusive staff observations, secondary data analysis (such as guest feedback, complaint logs, and internal quality audits), and a literature review of training models, service quality frameworks (such as SERVQUAL and the GAPS model), and organisational learning theories.
The findings show that, while the hotel has well-structured induction materials and clearly specified standard operating procedures (SOPs), the lack of regular follow-up training and performance monitoring adds to service variability. Staff that had undergone recent or comprehensive training displayed greater consistency, particularly in high-pressure situations, whereas temporary or informally taught employees were more likely to deviate from service protocols. Observational data revealed that procedural adherence decreased under workload stress or during shifts with less supervisory presence, underlining the limitations of one-time induction and the importance of ongoing learning and support. Guest feedback and audit reports supported similar findings, with good ratings typically attributed to well-trained workers and complaints frequently attributed to confusing communication, delays, or inconsistent task execution.
The study identifies numerous factors that mediate the relationship between training and service delivery, such as staff turnover, informal peer-led onboarding, a lack of competency audits, and a restricted use of training data in performance monitoring. These findings highlight the necessity for a transition from static training frameworks to dynamic, role-specific, feedback-integrated learning environments.
The report makes several practical recommendations, including conducting regular training audits, creating modular role-based learning paths, implementing planned refresher workshops, and tying training metrics to staff performance KPIs. It also recommends cross-training initiatives to improve interdepartmental flexibility and the use of digital learning management systems (LMS) to provide scalable and consistent training delivery throughout the brand.
This case study adds operationally relevant insights to the broader discussion of hospitality service quality by illustrating how training design and delivery affect micro-level behavioural consistency. While the findings are context-specific, the recommendations provide scalable techniques for other mid-market hotels looking to improve service reliability, guest happiness, and brand reputation in a dynamic service environment.
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[bookmark: _Toc199816630]Background and Rationale
In today's hotel industry, client happiness is defined not just by product quality or facility options, but also by the consistency and reliability of service delivery across all guest touchpoints. Front-line staff play an especially important role in shaping not only initial impressions but also brand perception, complaint resolution, and loyalty creation. Within this framework, staff training emerges as a critical operational tool, aiming not just to instruct but also to entrench behavioural and procedural norms across a variety of service situations.
The Maldron Hotel Newcastle, which is part of the Dalata Hotel Group, Ireland's largest hotel operator, represents a mid-range urban hospitality model in the heart of Newcastle upon Tyne. The resort serves a diverse group of customers, including business travellers, leisure tourists, and event attendees, putting major operational demands on its front-of-house and service teams. During the researcher's time at this facility, it became clear that, while service quality was frequently outstanding, discrepancies in delivery were typical, especially during peak periods or personnel transitions. These swings called into doubt the scope, structure, and frequency of current training processes, as well as their capacity to maintain brand-aligned service performance.
[bookmark: _Toc199816631]Research Aim and Objectives
The primary goal of this study is to look at how staff training affects service consistency at Maldron Hotel Newcastle. To accomplish this, the study is directed by three primary objectives:
1. To evaluate the current training practices for front-line staff at Maldron Hotel Newcastle.
2. To determine the relationship between training interventions and consistency in guest service delivery.
3. To identify actionable opportunities for improving training design and implementation to enhance operational consistency.
[bookmark: _Toc199816632]Scope and Significance
The study focusses on service consistency, which is typically disregarded in lieu of broader customer satisfaction indicators. While occasional service breaches can be forgiven, recurrent inconsistencies can erode confidence, harm online ratings, and undermine brand positioning. By focussing on how training impacts everyday behaviours across departments—particularly reception, food and beverage, and housekeeping—this study provides a detailed, operationally relevant analysis that connects theory and practice.
The findings of this case study not only provide site-specific insights for the Maldron Hotel Newcastle, but may also have broader implications for mid-range hotels in the Dalata portfolio and similar market segments. In an industry dealing with continual staffing, attrition, and guest expectations issues, the ability to provide dependable, consistent service is a competitive advantage.
[bookmark: _Toc199816633]Structure of the Report
This report is divided into multiple chapters. Following this introduction, Chapter 2 conducts a critical literature analysis on hospitality training frameworks and service quality theory. Chapter 3 describes the methodological approach, which is followed by Chapter 4, which gives an overview of the hotel and summarises the main findings. Chapter 5 provides a critical evaluation of these findings in the context of prior research. The paper finishes with useful recommendations, a review of major findings, and suggestions for future research.

[bookmark: _Toc199816634]Literature Review
[bookmark: _Toc199816635]Training and Development in the Hospitality Industry
Training and development have long been seen as essential for establishing and maintaining service excellence in the hotel industry (Patriarca & Williams, 2025). As an industry defined by direct interpersonal interaction, staff skill and behaviour are critical in defining visitor perceptions, influencing satisfaction, and maintaining brand reputation (Susanti & Samudro, 2021). Unlike other industries, where automation might reduce service inconsistency, hospitality remains strongly reliant on human capital.
Hotels typically provide training in the form of induction programs, customer service workshops, standard operating procedures (SOPs), and ongoing professional development. These interventions seek not just to improve technical proficiency but also to instill behavioural skills such as empathy, cross-cultural awareness, and conflict resolution. According to Tan and Nesterenko (2021), such training boosts not just operational effectiveness but also employee confidence and visitor engagement. Regular and systematic training, especially in high-pressure situations like front offices or food and beverage outlets, can reduce uncertainty, reinforce service standards, and ensure that personnel stay nimble in managing changing visitor needs.
However, the implementation of training initiatives is frequently patchy. Many businesses still regard training as a cost centre rather than a strategic investment, resulting in low budgets and inconsistent performance. High employee turnover diminishes the long-term impact of training, necessitating frequent onboarding and inadequate knowledge retention across the workforce (Tamsah, 2024). As a result, even when training exists on paper, its impact on actual service consistency is variable and difficult to generalise without further examination.
[bookmark: _Toc199816636]Service Quality Models: SERVQUAL and the GAPS Model
Service quality frameworks are frequently used to help understand the relationship between training and the client experience (Filotas, 2021). The SERVQUAL model (Parasuraman et al., 1988) is a fundamental instrument for evaluating perceived service quality across five dimensions: tangibles, reliability, responsiveness, assurance, and empathy. In the hospitality industry, well-structured training has a considerable impact on the latter four characteristics, particularly reliability and assurance, by providing employees with the knowledge and confidence to satisfy guest expectations predictably and competently (Odom et al., 2024).
To supplement this, the GAPS Model of service quality (Zeithaml et al., 1990) detects misalignments between service expectations and performance. Gap 3 is especially relevant to this study since it exposes inconsistencies between service design and actual service performance. Inadequate training, poor communication, or uneven managerial oversight are common causes of this misalignment (Demasi, 2022). Organisations may reduce variability in service delivery and encourage a consistent visitor experience across shifts, departments, and jobs by addressing this gap through focused staff development (Koike et al., 2025).
These models show that training is more than simply an HR function; it's a strategic tool for operational control and guest relationship management. In mid-market urban hotels, such as the Maldron Hotel Newcastle, where guest numbers and expectations are high, connecting training content with performance delivery is a significant predictor of service consistency (Aggarwal et al., 2024).
[bookmark: _Toc199816637]Staff Competence, Training, and Guest Satisfaction
The research provides strong empirical support for the relationship between well-trained personnel and higher guest satisfaction (Deniz & Kocabaş, 2024). Effective training programs result in better customer service practices, faster problem resolution, and greater worker autonomy (Hudson & Hudson, 2022). According to studies, employees who receive frequent, planned training are more likely to display "discretionary service behaviour"—actions that go beyond minimum work obligations and improve the visitor experience.
Training has an impact on employee morale and engagement, as well as service delivery (Mabe et al., 2025). A well-supported employee is more confident, proactive, and emotionally committed in customer satisfaction (BAQUERO, 2022). In contrast, poorly trained employees are more likely to face stress, uncertainty, and inconsistency, particularly during high-pressure times such as shift changes or unexpected visitor complaints (Harris, 2023). This inconsistency has a direct impact on how customers view the hotel's trustworthiness and professionalism, often resulting in fluctuating satisfaction levels and unfavourable word-of-mouth.
In essence, competence acquired through structured training is required for consistent service; nevertheless, competence alone is insufficient without reinforcement and feedback mechanisms. The presence of these systems ensures that knowledge is kept and updated in response to changing circumstances.
[bookmark: _Toc199816638]Organisational Learning and Training Modalities
To have a better understanding of how training contributes to service consistency, relevant organisational learning theories must be examined. Argyris and Schön's (1978) concept of single- and double-loop learning aids in distinguishing between surface learning and substantial behavioural change. Single-loop learning tackles immediate difficulties with corrective action, but double-loop learning questions and adjusts the organisational assumptions that influence staff conduct. In hospitality, both are important—correcting a check-in error is one-loop, while improving the check-in procedure based on reflective team feedback is two-loop (Abrams & Gerber, 2021).
Kolb's (1984) experiential learning theory also claims that effective learning is a cyclical process of experience, reflection, conceptualisation, and experimenting. This hypothesis is consistent with hospitality training, particularly role-playing, shadowing, and reflective debriefing techniques utilised in customer service education. Without experiential components, training might become overly theoretical and detached from real-world service demands.
On-the-job training is popular because of its contextual relevance and instant applicability (Niebaum & Munakata, 2023). However, relying on peer instruction or informal mentoring might lead to inconsistency (Matelau & Yeung, 2023). Induction programmes establish initial expectations but frequently lack reinforcement. Continuous professional development (CPD) bridges this gap by providing continual learning opportunities that are aligned with both individual and organisational goals. However, CPD is frequently underutilised in hotels that have limited time, resources, or managerial commitment to long-term staff development.
[bookmark: _Toc199816639]Identified Gaps and Research Contribution
Although much has been written about training and customer happiness, there are still numerous gaps. First, most studies look at training in general, without focussing on service consistency as a quantitative consequence (Alkadi & Hezam, 2021). Consistency means the ability to provide predictable service across all shifts and teams, as opposed to simply providing high-quality service on occasion (Zatwarnicki, 2021). This distinction is significant because hotels can achieve high satisfaction ratings even when service is erratic, assuming recovery is effective. However, continuous inconsistency undermines trust, loyalty, and brand reputation over time.
Second, there is little study on how training transfers into micro-level behaviours in operational environments like hotel front desks, particularly during high-stress moments. Most work assumes a linear relationship between training input and service output, without taking into account the organisational, environmental, and behavioural elements that mediate this relationship (Внуков, 2024).
Third, few studies have looked at mid-range urban hotels operating in competitive regional marketplaces, such as the Maldron Hotel Newcastle, where resource restrictions and guest variety hamper service delivery. Much of the study generalises findings across all hotel classifications, ignoring the distinct operational difficulties encountered by hotels with high guest turnover and lean staffing models.
This study fills these gaps by performing a case-specific, operationally grounded analysis of staff training and its impact on service consistency. Rather than focussing exclusively on satisfaction outcomes, it looks at the behavioural patterns and procedural errors that occur throughout service delivery. The study also looks at how training is planned, administered, and reinforced over time, with a focus on front-line operations. Through this lens, the study not only adds to scholarly discourse, but also gives actionable insights for hotel managers looking to improve staff performance and guest experience sustainability.

[bookmark: _Toc199816640]Methodology
This study uses a qualitative, case study methodology to investigate how staff training affects service consistency at the Maldron Hotel Newcastle. Given the project's goal of exploring lived operational experiences and contextual training techniques, a case study approach is suited for gaining a thorough understanding of organisational behaviour and service dynamics within a specific hotel setting. This methodology is consistent with Yin's (2018) argument that case studies are best suited for exploratory research in which contextual conditions are crucial to the phenomenon under examination.
The study strategy is built around three main components: literature review, non-intrusive observation, and secondary data analysis. Together, these technologies provide triangulated insights without interfering with operational operations or guest experiences.
The literature review serves as the theoretical foundation for the research, synthesising current studies on service quality models, staff development, organisational learning, and training frameworks. This stage situates the study within academic discourse while identifying conceptual gaps, particularly regarding service consistency as a separate outcome of training. Peer-reviewed journals, hospitality management books, and industry reports are used as primary sources to ensure academic rigour and relevance.
Given the researcher's role as a hotel placement staff member, the non-intrusive observation method is very pertinent. Observations were made in major service areas—reception, restaurant, and housekeeping—at various shift periods to discover variations in service behaviour and adherence to stated standards (Pandeya, 2023). The emphasis was on staff communication, consistency in visitor interactions, and procedure compliance (Packer et al., 2022). Because no personal or sensitive data was collected, and no audio/video recordings were created, this approach meets ethical norms while providing a deep, contextual understanding of service dynamics. Field notes were taken anonymously and stored securely (Hriţcan & Balan, 2024).
In addition to real-time observations, the study used secondary data analysis. Internal documentation such as guest feedback forms, complaint logs, quality audit reports, and (where applicable) training materials were examined with managerial approval. These artefacts offered information about reoccurring service difficulties, staff performance trends, and the structure of training programs. The study examines current operational data to assess the alignment between formal training methods and observed guest-facing behaviours.
The study purposefully avoids primary data collection methods such as interviews, surveys, and focus groups. This decision was made to minimise disturbance to hotel operations while keeping the research ethical and low-risk. As a result, the methodology is designed to promote contextual validity and practical understanding over statistical generalisability.
The University of Wales Trinity Saint David's ethics committee thoroughly reviewed and endorsed all ethical factors. No personally identifying information was obtained, and all data was anonymised and maintained in compliance with GDPR and the University's Research Data Management Policy. Data access was limited to the researcher alone, and storage was secured using encrypted devices and cloud platforms.
While this methodology limits the ability to generalise findings outside the case study, it does provide a high level of situational detail, which is critical for creating practical suggestions. This technique is especially well adapted to influencing training plans in similar mid-market hotels with dynamic guest service conditions.

[bookmark: _Toc199816641]Case Study Hotel Overview and Findings
[bookmark: _Toc199816642]Overview of Maldron Hotel Newcastle
Maldron Hotel Newcastle is a modern mid-scale hotel in the centre of Newcastle upon Tyne. It is part of the Dalata Hotel Group, Ireland's largest hotel operator, which owns and operates both the Maldron and Clayton brands. Established in 2018, the Newcastle property exemplifies Dalata's dedication to value-driven hospitality, with modern amenities and a guest-focused service approach that is consistent with the group's overall brand identity.
Maldron Hotel Newcastle, which is strategically located near the city's important transportation hubs, economic districts, and cultural sites, serves a diversified clientele. These include corporate guests attending meetings and conferences, leisure travellers touring the city, and visitors to local events. The hotel's market positioning as an urban mid-range accommodation provider allows it to attract a high number of guests while competing on price and experience (Aggarwal et al., 2024).
The hotel has three main departments: front office (reception), food and beverage (including bar and restaurant services), and housekeeping. Each department is important in the visitor journey, from first check-in to post-stay pleasure. The front desk is especially important, serving as the primary point of contact for the majority of service-related contacts.
The personnel structure consists of full-time permanent employees, part-time employees, and seasonal labourers, especially during the summer and peak event seasons (Funk & Warning, 2024). This composition provides both opportunities and challenges for sustaining a consistent service culture. The front-line service team, in particular, is strategically important since their performance directly influences initial impressions, resolves complaints, and drives loyalty. Given the emphasis on human delivery, the efficiency of training programs becomes critical in achieving operational excellence and maintaining guest pleasure (Lasrado & Pereira, 2018).

[bookmark: _Toc199816643]Practical Problem Identification
During my employment at Maldron Hotel Newcastle, I noticed a frequent issue: inconsistent service delivery, especially during shift changes and high-demand periods like weekend mornings or citywide events. While many employees displayed professionalism and commitment to service standards, the quality of contacts varied depending on who was on duty, how busy the department was, and how well information was transferred between shifts (Hacisuleyman & Erman, 2022).
Several contextual elements contributed to the diversity. First, personnel numbers frequently fluctuated owing to last-minute absences or inadequate shift covering, putting unnecessary strain on available team members (Damiano, 2025). Second, workload distribution was uneven at times, with less experienced employees doing more guest-facing activities without enough support (Stegmaier, 2023). Third, while Standard Operating Procedures (SOPs) were available, their implementation was inconsistent, with some employees relying primarily on informal practices learnt from peers rather than organised training materials.
These changes, while sometimes slight, had a cumulative effect on the guest experience and prompted issues about the efficacy of training techniques. Specifically, it became clear that, while induction and SOP documentation were available, continuous, structured training was scarce, and refresher courses were not routinely integrated into operational cycles.
The issue's importance stems from its direct impact on service consistency, which is a key predictor of guest pleasure and brand legitimacy (Xiang, 2024). Investigating this issue allows for the discovery of actionable improvements in training design and delivery that can support a more consistent level of guest service across all shifts and departments.
[bookmark: _Toc199816644]Observation-Based Findings
Throughout the placement at Maldron Hotel Newcastle, non-intrusive observation was undertaken in three operational departments: reception (front desk), food and beverage (F&B), and housekeeping. The goal was to discover patterns of service consistency and determine how staff training techniques affected real-time visitor encounters and procedural adherence. Observations were dispersed across shifts and days to obtain a fair representation of operational behaviours (Śliwińska, 2023).
[bookmark: _Toc199816645]Reception / Front Desk
The front desk functioned as the principal location for observing guest-facing service interactions. During quieter moments, personnel were typically consistent in their service approach—welcoming customers with a uniform greeting, promptly processing check-ins, and offering relevant information about hotel services (Polinkevych, 2023). However, during peak times, particularly late afternoon check-ins and early morning check-outs, performance variances became more visible.
For example, certain employees regularly followed all aspects of the check-in script, such as ID verification, upselling breakfast, and telling visitors about room access and breakfast hours. Others, on the other hand, rushed through critical topics, resulting in repeated questioning from guests and reception delays. The variation appeared to be caused by varied levels of training retention, confidence, and procedural familiarity, rather than a lack of readiness to learn (Blötner & Kaminski, 2025).
Furthermore, complaint resolution differed dramatically between employees. Employees who had been properly trained displayed calm and competent problem-solving skills, giving solutions that were within policy guidelines (Khan & Usman, 2025). Less experienced or undertrained employees frequently deferred to superiors or responded defensively, risking increasing guest displeasure.
[bookmark: _Toc199816646]Restaurant and Housekeeping
The performance of the F&B department, notably during breakfast service, varied depending on who was on duty. To keep the atmosphere clean, experienced staff greeted people proactively, explained buffet arrangements, and removed tables on a regular basis (Chan et al., 2023). Others, on the other hand, failed to engage visitors in a proactive manner, particularly when the restaurant was busy. When junior or newly inducted team members were left without direct supervision, delays in cleaning tables and replacing food items occurred.
Similarly, long-term or fully trained housekeepers demonstrated the highest level of consistency. Rooms were meticulously cleaned, with special attention paid to bed presentation, toiletry refilling, and towel folding. However, standards occasionally dropped among temporary employees, who were frequently hired during busy weekends or for large group bookings (Kota & Sari, 2024). These breaches included uneven bed linens, missing towels, and ignored surfaces, all of which could have a detrimental impact on the guest experience.
Both divisions relied heavily on teamwork. Inconsistent shift handovers, confusing task allocations, and varying interpretations of SOPs resulted in needless service gaps. Notably, there were instances where the restaurant and front desk workers were unclear about pre-paid guest breakfasts or late check-outs, resulting in muddled communication with customers (Soich, 2021).

[bookmark: _Toc199816647]Patterns and Themes
· Several motifs appeared throughout departments:
· Training Longevity and Role Familiarity: Employees with recent formal training or longer service tenure regularly outperformed those who relied on ad hoc learning or peer mentoring.
· Operational Pressure and Training Application: When time is of the essence, SOP adherence suffers, and employees prioritise speed over quality. Those who were more familiar with the procedures adapted more effectively while maintaining high standards.
· Lack of Consistent Reinforcement: There was little indication of regular refresher training or routine performance evaluation, resulting in diverse behaviours even among employees who had initially received similar induction content.
· Reliance on Informal Learning: New or part-time employees frequently learnt by shadowing coworkers rather than receiving official training. While effective in the near term, this strategy resulted in the transmission of inconsistent behaviour and subjective interpretations of SOPs.
These findings highlight the necessity of structured, continual training systems. While most personnel were competent and courteous, gaps in procedural understanding and confidence, especially among new or seasonal employees, contributed to service inconsistency. Strengthening training and implementing periodic refreshers could help to ensure consistency and uphold the hotel's brand standards across all touchpoints.
[bookmark: _Toc199816648]Secondary Data Review
In addition to direct observation, internal secondary data was analysed to determine how training techniques at Maldron Hotel Newcastle relate to guest service outcomes and procedural adherence. Anonymised visitor feedback, complaint records, quality audit reports, and published training documentation were among the sources used. These materials provided vital information about the efficacy and limitations of current training techniques.
[bookmark: _Toc199816649]Guest Feedback and Complaint Logs
Guest input, mostly collected via online review platforms (e.g., Booking.com, Tripadvisor) and post-stay surveys, shows a generally positive opinion of staff friendliness and professionalism. However, feedback revealed discrepancies in service quality, with some visitors applauding great staff interactions while others expressed displeasure due to delays, unresponsiveness, or a lack of product expertise.
Long check-in periods during peak hours, uncertainty over pre-paid amenities (like as breakfast), and inconsistent cleanliness standards were among the most common complaints. Several visitors noted that their service experience varied depending on which staff member they encountered, raising worries about inconsistency. Notably, complaints were highest during peak weekends or event dates, consistent with observation data indicating that performance changed under operational pressure.
[bookmark: _Toc199816650]Internal Quality Audits
Monthly internal audits, which were used to assess adherence to SOPs, customer service standards, and room quality, revealed repeated procedural irregularities. For example, SOP adherence at the front desk was high during weekday day shifts but lower during evening and weekend shifts. Similarly, work completion rates varied between restaurant and cleaning departments, particularly when less experienced or casual staff were present (khalaf, 2023).
These audit findings acknowledged the existence of standard training materials, but also identified a lack of refresher training, insufficient documenting of informal learning, and uneven post-training evaluation. While individual departments followed general rules, there was no indication of systematic cross-departmental reinforcing or retraining in response to audit findings (Aase, 2022).
[bookmark: _Toc199816651]Training Documentation
Training materials examined included induction manuals, SOP checklists, and role-specific service instructions. The induction bundle appeared to be extensive, outlining core service ideals, task-specific procedures, brand standards, and guest interaction approaches (Yang & Hu, 2021). However, gaps emerged in the continued application and reinforcement of this content.
There was little evidence of an organised CPD (Continuing Professional Development) program or a defined retraining plan. Instead, supervisors frequently used informal on-the-job coaching to close performance gaps. While some experienced employees automatically took on mentoring responsibilities, the lack of a written refresher structure or competency tracking system resulted in unequal knowledge retention throughout the workforce.
Training records showed that some employees had not received updated training in over a year, despite changes in SOPs or guest expectations. Seasonal and temporary workers usually had relatively brief orientation sessions, raising concerns about their readiness for guest-facing responsibilities (Pfeifer & Mohrenweiser, 2023).
[bookmark: _Toc199816652]Strategic Analysis
A strategic assessment of Maldron Hotel Newcastle's training procedures and service consistency difficulties reveals internal and external factors influencing operational effectiveness. This part includes a SWOT analysis, a PEST analysis, and a brief competitor benchmarking to help contextualise the hotel's position and highlight areas for focused improvements.
[bookmark: _Toc199816653]SWOT Analysis
Strengths
One of Maldron Newcastle's primary strengths is its dedicated senior staff, who frequently serve as stabilising figures during times of high turnover or operational pressure. Furthermore, the hotel benefits from well-established brand standards within the Dalata Group, which provide a systematic framework for guest service expectations. High levels of guest loyalty, particularly among business travellers and repeat visitors, suggest that excellent experiences are regularly delivered in many cases.
Weaknesses
However, the irregular implementation of training is a significant weakness. While SOPs and induction materials exist, their use and enforcement varies by department and shift. There is also a strong dependence on informal, peer-led onboarding, especially among temporary and seasonal employees. As a result, information transmission varies, services are inconsistent, and procedural clarity suffers.
Opportunities
There is significant opportunity to use technology-enabled training systems, such as mobile e-learning modules or interactive SOP databases, to provide flexible, just-in-time learning. Furthermore, cross-training employees across departments may improve adaptability and assist alleviate strain during understaffed shifts, while also enhancing employee engagement and role competence (Hauer & Beschle, 2025).
Threats
The hotel, like many in the industry, experiences high personnel turnover, particularly in entry-level positions (Mughairy & Shrivastava, 2022). This not only reduces training investment but also jeopardises operational consistency. Training budget and time constraints pose further threats to the long-term viability of structured development programmes (Pleschová, 2025). Furthermore, guest review volatility—a single negative experience posted online—can have a major influence on the hotel's reputation in competitive digital markets(Sornsaruht, 2024).
[bookmark: _Toc199816654]PEST Analysis
Political
Following Brexit, manpower shortages have reduced the recruiting pool for front-line hospitality staff in the UK, increasing reliance on domestic recruits and intensifying competition for competent workers. However, UK government measures to promote vocational training and hospitality apprenticeships could provide an avenue for bolstering internal talent pipelines.
Economic
Wage inflation and increased operating costs have put a strain on training budgets, making it more difficult for mid-market hotels to dedicate adequate resources to formal development programs (Pérez Pérez, 2020). Training is frequently overlooked during cost-cutting efforts (Rodriguez et al., 2022).
Social
Guest expectations are changing, particularly in terms of customisation, inclusion, and responsiveness, necessitating staff that are not only technically skilled but also emotionally and culturally aware (Eastman, 2024). Due to the diversity of both guests and workers, specific training is required to encourage sensitivity, respect, and communication skills (Lowman & Robles, 2021).
Technological
The fast evolution of digital training solutions, such as learning management systems (LMS), video tutorials, and virtual simulations, provides hotels with scalable and consistent ways to upskill their workers. These tools can also help with competency tracking and feedback integration.

[bookmark: _Toc199816655]Competitor Analysis
A comparison of other mid-market hotel chains, such as Jury's Inn and Holiday Inn Express, shows a more systematic approach to training. Jury's Inn provides a modular e-learning platform for all new employees, which includes mandatory customer service modules and periodic refreshers. Holiday Inn Express, part of IHG, requires brand training certifications for guest-facing roles and provides performance-based training incentives. Both brands link training completion to quality audits and guest satisfaction measurements, which promotes accountability.
Benchmarking against AA star rating standards and Tripadvisor performance trends shows that training-based service delivery has a direct impact on public ratings. Hotels with systematic, consistent training processes have superior ratings for staff friendliness, professionalism, and issue resolution (Hymans, 2023).

[bookmark: _Toc199816656]Reflective Placement Account
My employment at the Maldron Hotel Newcastle gave me with great firsthand knowledge of the practical realities of service consistency, as well as the impact of staff training in creating visitor experiences. As a front-line observer and occasional involvement in day-to-day chores, I witnessed both the strengths and weaknesses of the hotel's service delivery structure (Goestenkors & Day, 2020).
One of the most striking differences I noticed was the performance gap between employees who had received organised training and those who depended mostly on peer-led learning (Naumova & Platonova, 2021). Employees who had received formal training and had been in their positions for a longer amount of time displayed more confidence, procedural clarity, and adaptability in high-pressure situations (Kralj & Jakovac, 2021). In contrast, new or temporary employees frequently lacked confidence and consistency, even when they were equally driven (Radell & Thompson, 2024). This disparity highlighted the significance of regular refresher training and clear operational guidelines.
There were times when I felt unsure about hotel processes, especially during shift changeover. In the lack of organised reinforcement, I relied on colleagues' interpretations of SOPs, which were occasionally inconsistent. These examples demonstrated the dangers of informal knowledge transfer and its possible impact on guest perception.
However, the experience increased my awareness for the value of training as a dynamic and ongoing process, rather than a one-time induction. It increased my awareness of service nuances and improved my capacity to reflect on operational efficiency as both a learner and an analyst—insights that influenced the formulation of this research (Brinkmann, 2023).



[bookmark: _Toc199816657]Discussion
[bookmark: _Toc199816658]I. Integration of Observational Findings with Literature
A. Front Desk Service Consistency
The front desk is one of the most important touchpoints in hotel operations, influencing initial impressions, service recovery outcomes, and overall customer satisfaction. Observations at Maldron Hotel Newcastle indicated significant variation in the consistency of check-in and check-out procedures, particularly during peak hours and shift changes. These anomalies have a direct impact on two SERVQUAL dimensions: reliability—the capacity to deliver promised services consistently—and assurance, which includes personnel expertise and the ability to instill trust.
While some personnel scrupulously followed SOPs, such as ID verification, upselling breakfast, and explaining checkout hours, others skipped stages or provided incorrect information, especially when under time constraints. This divergence was often caused by uncertainty, a lack of procedural memory, or pressure to choose speed above quality. According to Parasuraman et al. (1988), when service delivery varies among staff members, reliability suffers. Consistency is essential for dependability, and when visitors encounter procedural gaps, no matter how little, the hotel's professionalism suffers.
The lack of a regular refresher training program appears to contribute considerably to these service discrepancies. Staff who had not previously had systematic training were less confident, particularly when unexpected requests or complaints emerged. This is consistent with Lashley's (2008) findings, which emphasise the importance of providing both initial and ongoing hospitality training to reinforce desired behaviours.
This pattern also represents a breakdown in Kolb's experiential learning cycle. Staff were exposed to real-world service difficulties (concrete experience), but they were rarely directed through the contemplation and conceptualisation stages. Without established debriefs or coaching feedback loops, the learning was incomplete. Kolb (1984) believes that experiential learning works best when all four stages—experience, reflection, conceptualisation, and experimentation—are fostered. While personnel at Maldron received experience on a regular basis, the lack of assisted reflection and guided learning restricted their ability to translate that experience into better practice.
Furthermore, fresher or temporary employees frequently depended on informal coaching from coworkers, resulting in inconsistent interpretations of SOPs. The dependence on undocumented, ad hoc training is dangerous since it promotes procedural drift over time (Wang et al., 2023). While peer learning can be successful, it requires quality control measures like competency evaluations or observed shadowing to assure brand adherence (Hossler & James, 2021).
B. F&B and Housekeeping Delivery Variations
Similar anomalies were observed in the food and housekeeping services. In the restaurant, experienced employees constantly greeted clients, efficiently controlled table turnover, and maintained breakfast service standards. However, newer or understaffed shifts showed slower answers, poorer visitor engagement, and delays in restocking food or removing tables (Sung et al., 2022). Variations in room preparation—such as uneven bed-making, missing toiletries, or irregular towel presentation—were more common when temporary or seasonal workers were engaged (Nurminen et al., 2018).
These operational anomalies indicate not just the existence or absence of training, but also the extent to which service values have been internalised (Mehta & Buckley, 2022). They highlight a lack of inbuilt double-loop learning. Argyris and Schön (1978) differentiate between single-loop learning, in which employees rectify aberrations without challenging the underlying process, and double-loop learning, in which employees are given the authority to reflect on and alter the root causes of performance problems. There was little evidence that Maldron employees were encouraged to critically evaluate practices or make suggestions for change. Instead, adaptation was frequently reactive and limited to short-term problem-solving, with little defined space for in-depth contemplation or systematic learning (Aghasaleh, 2023).
Another concern that arose was the lowering of standards via informal, peer-led learning. Temporary employees in both food and beverage and housekeeping were frequently initiated through quick orientation sessions or paired with more experienced colleagues, but there was no official assessment or review (Fabiyi, 2023). While this strategy promotes operational flexibility, it sacrifices consistency and does not ensure compliance with stated SOPs. Without quality checks, peer-led learning runs the risk of embedding substandard practices.
This outcome is consistent with existing literature on emotional labour and service predictability in hospitality. Hochschild (1983) stated that service employment requires a high level of emotional regulation, which must be taught and reinforced. Without proper training, employees may interpret service values differently, influencing visitor opinions. Consistency in both technical execution and emotional tone is required for service predictability—an important component of brand value in competitive hotel marketplaces (Zhang et al., 2021).
Thus, both departments emphasise the importance of systematic, repeatable training methods that balance technical proficiency with behavioural advice (Mustafa Kiyani, 2023). These systems must be integrated into everyday operations and reviewed on a regular basis to ensure long-term retention and alignment with changing guest expectations.
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A. Guest Feedback Patterns
Guest feedback, both internal (via post-stay surveys) and external (on platforms such as Tripadvisor and Booking.com), supports the findings from the placement. Several frequent concerns precisely reflected observed problems, including check-in delays, unclear information about breakfast entitlements, and occasional breakdowns in housekeeping standards. These concerns usually arose during peak times, particularly weekends or major city events, implying that they were not isolated episodes but rather part of a larger systemic pattern tied to operational stress and unpredictability in staff preparedness.
One recurring topic in several unfavourable reviews was misunderstanding about breakfast policies—whether it was included in the reservation or what the process entailed. This represents communication problems at the front desk, especially during rushed or understaffed shifts. It is consistent with observations that some staff missed procedural explanations under pressure, raising visitor bewilderment and dissatisfaction.
Another pattern involves inconsistent staff participation. While several guests complimented individual personnel on their attentiveness and friendliness, others described them as "disinterested" or "unaware of policy details." This discrepancy lends credence to the claim that service quality was frequently determined by who was working rather than the service standard—a characteristic of training inconsistency.
Importantly, positive outliers in the data confirm the efficacy of systematic training. Several highly rated reviews singled out certain staff members for their great service, efficiency, or pleasant demeanour. Internal talks revealed that these staff had received extensive training and had worked at the hotel for a longer period of time. Their consistency and confidence in dealing with guest demands demonstrates the importance of ongoing, organised learning in moulding service outcomes.
Thus, guest feedback data not only verifies reported anomalies, but also emphasises the link between training quality and service predictability, emphasising the importance of more uniform training techniques across all jobs and shifts.

B. Audit Reports and Internal Records
Internal quality audits and departmental review records revealed more evidence of the training-performance gap seen in frontline service(Lennox & Wu, 2021). Monthly audit reports revealed a pattern: while procedural compliance was generally satisfactory during weekday day shifts, there was a significant decline during nighttime and weekend operations, which mirrored observed and guest-reported inconsistencies (Gouveia & Apituley, 2021).
Audits commonly identified flaws such as insufficient check-in routines, missing upselling chances, inconsistent room presentation, and a lack of staff awareness of pre-paid packages (Dyer, 2023). These performance lapses were most typically associated with newer or casual employees, implying that existing onboarding methods were insufficient to prepare them for fast-paced operating environments.
Training material showed the presence of induction guides, role-based SOPs, and core service value guidelines. However, they were formally comprehensive but practically underutilised. Staff rarely resorted to these papers after initial orientation, and there was no consistent procedure for reinforcing or evaluating their application after the first several weeks of employment (Korppi, 2023). Supervisors recognised their reliance on informal mentorship and assumed peer assistance, confirming the lack of a continuous professional development (CPD) structure.
During the critical examination, the training system appeared front-loaded, with no attention on retraining, evaluation, or feedback loops (Saha et al., 2023). This lack of consistent reinforcement most certainly related to procedural drift and service inconsistency. The documents revealed purpose but not execution—a training infrastructure with insufficient follow-through and adaptability.
Secondary data complements and deepens the insights received through observation. It confirms the link between inconsistent training procedures and varying visitor experiences, exposing a strategic deficit in operational capabilities with obvious implications for service delivery and brand perception (Colleen Higginbotham, 2022).

[bookmark: _Toc199816660]III. Addressing the Research Objectives Through Synthesis
Objective 1: Evaluate Current Training Practices
The study found strong structural strengths in Maldron Hotel Newcastle's training ecosystem, particularly the inclusion of precise standard operating procedures (SOPs) and a brand-aligned induction structure. New employees get orientation materials that represent the Dalata Group's fundamental service ideals, such as task-specific standards and client contact objectives. These documents provide a solid basis and demonstrate the organization's aim to develop a common service standard.
However, this basis is undercut by a number of implementation shortcomings. There is a paucity of follow-up training, particularly for long-term or returning employees, and there is no systematic system of competency audits to determine how well training transfers into service behaviours. The hotel currently lacks tools for tracking training completion, identifying skill shortages, and connecting learning results to operational performance (Asy-syifa, 2022). This undermines responsibility and makes it difficult for managers to actively encourage employee development.
The workforce's heterogeneity presents a significant challenge. The hotel employs a combination of permanent, part-time, and seasonal personne (Jayanti, 2023). Permanent employees typically retain procedural knowledge and perform consistently, but temporary employees frequently undergo shortened, informal training, resulting in varied degrees of service quality (Guo & Ayoun, 2024). Maintaining uniformity across such a diverse workforce involves more than just static documentation; it necessitates a dynamic training strategy that incorporates reinforcement, mentorship, and performance tracking into daily operations (Barlas et al., 2021).

Objective 2: Determine the Relationship Between Training and Service Consistency
Observational evidence, together with guest opinion and audit data, suggests a robust but nonlinear association between training quality and service consistency (Huang, 2021). Staff members that underwent structured induction and were constantly exposed to operational standards displayed improved procedural compliance, problem-solving abilities, and guest engagement (Huang & Ge, 2022). In contrast, service breakdowns, such as uneven breakfast communication or room preparation concerns, were more commonly associated with personnel who lacked formal training or worked under unclear peer-led systems.
Importantly, this link is regulated by environmental and behavioural factors. Even well-trained employees occasionally deviated from SOPs under time constraints or during understaffed shifts, demonstrating the limitations of one-time training in high-stress situations (Foa et al., 2022). Shift coordination, supervisor support, and peer dynamics all had a substantial influence on service outcomes (Acharya, 2020). This reinforces the concept that training should not only teach technical skills but also equip employees to adjust under duress.
The lack of regular reinforcement—via refresher courses, feedback mechanisms, or competency-based progression—caused what can be defined as procedural drift. Over time, practices gradually changed away from established standards, not necessarily owing to neglect, but rather due to a lack of systematic reminders, real-time feedback, or recalibration (Stringer, 2021).

Objective 3: Identify Improvement Opportunities
· This analysis lays the conceptual framework for the following chapter on recommendations. Several critical possibilities exist to remedy the reported service inconsistencies:
· Training audits are systematic examinations of training implementation and outcomes designed to uncover deficiencies and establish responsibility (Toennies, 2024).
· Role-Based Learning Paths: Training courses that are tailored to a specific position, duties, and level of guest interaction.
· Scheduled Refreshers: Short training courses held on a regular basis to reinforce fundamental procedures and keep employees up to date on policy changes.
· Feedback-Integrated Learning Loops: Mechanisms for organised feedback from supervisors and visitors, which is related to ongoing training improvements.
These potentials highlight the need for a transformation from a static to a continuous learning paradigm, with training positioned as an ongoing, data-driven process aligned with guest expectations and brand standards.

[bookmark: _Toc199816661]IV. Practical and Operational Implications
The findings of this study have several important implications for operational management at Maldron Hotel Newcastle and, by extension, the Dalata Hotel Group. The most important aspect is managerial accountability in onboarding and continuing professional development (CPD). Departmental supervisors must take responsibility for not only providing initial induction, but also monitoring and reinforcing training through scheduled refreshers and competency tests.
Another implication relates to staff scheduling and deployment techniques. Currently, shift patterns appear to be mostly determined by availability, rather than training status or role-specific competency (Bailey et al., 2024). Reconfiguring scheduling systems to prioritise trained people during peak periods, as well as matching less experienced employees with mentors, could help to stabilise service delivery (Xinxin et al., 2025).
Another significant tip is to incorporate training measures into performance evaluation cycles and KPIs. Training completion rates, post-training audits, and guest feedback data should all be included in staff appraisals to foster an accountability culture and promote development (Choo & Klinkhamer, 2025). This would establish training as a performance lever rather than a separate HR function.
Finally, from a strategic brand standpoint, training irregularities directly jeopardise brand cohesiveness across Dalata's growing range. Guests want identical experiences across hotels, and failure to deliver consistent service weakens the legitimacy of centralised standards. (Avsuvarova, 2025)

[bookmark: _Toc199816662]V. Limitations and Research Scope Boundaries
Despite its practical significance, this study has significant drawbacks. The study followed a qualitative approach, relying on non-intrusive observation and secondary data. While this technique provided rich, contextual information into service delivery, it lacked staff interviews, surveys, and quantitative analysis, which may have increased depth and generalisability.
The single-site case study design reduces the external validity of the findings. While the findings are reflective of conditions at Maldron Hotel Newcastle, extrapolation to other properties—whether within the Dalata group or the larger industry—should be addressed with caution. Differences in geography, visitor demographics, or management style may result in different training dynamics.
Furthermore, the researcher's dual status as an observer and temporary insider raises the likelihood of positionality bias. Although care was taken to maintain objectivity, familiarity with personnel may have influenced event interpretation or the exclusion of minor behavioural dynamics.
Finally, the lack of quantitative performance measurements, such as training completion rates, service scores, or staff attrition statistics, limited the ability to statistically validate observed trends. These constraints provide opportunities for future, more expansive research strategies.


[bookmark: _Toc199816663]VI. Future Research Directions
To expand on the findings of this study, future research should take a multi-site comparison approach, looking at training effectiveness across other Maldron or Dalata sites, as well as competitor brands like Jury's Inn or Holiday Inn Express. This would enable benchmarking and identification of scalable best practices.
A mixed-methods methodology, which combines observation with staff interviews or guest surveys, would provide more complex information about training perspectives, motives, and experiential outcomes.
Furthermore, longitudinal tracking of training impact, such as pre- and post-intervention service audits, has the potential to validate causal links between training and consistency across time.
Finally, future study should look into the function of AI-powered training platforms, digital SOP access, and customised learning routes in minimising inconsistency, especially in hotels with high staff turnover or flexible workforce models.

[bookmark: _Toc199816664]VII. Summary of Discussion
This chapter examined how staff training affects service consistency in the operational setting of the Maldron Hotel Newcastle. Drawing on direct observation, secondary data, and academic frameworks, the debate focused on gaps in training reinforcement, the heterogeneity of informal onboarding, and the mediating impact of situational circumstances (Onwubiko, 2021). The findings demonstrate that service consistency is not exclusively determined by training availability, but also by managerial follow-through and operational integration (Shi et al., 2024). These findings have practical consequences for both local and group practice, and they lay the groundwork for the last chapter, which includes extensive recommendations for improving training strategy and guest experience outcomes.
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This study sought to investigate how staff training affects service consistency at Maldron Hotel Newcastle, with the overriding goal of analysing current practices and developing methods to improve passenger service delivery. The three main goals were to evaluate existing training frameworks, discover the relationship between training and service consistency, and suggest areas for improvement that were in line with operational reality.
The findings show a mixed training landscape, with precise SOPs and structured induction materials that are weakened by sporadic follow-up, informal peer-led onboarding, and a lack of systematic evaluation or competency tracking. While long-term or recently trained employees gave consistent and confident service, temporary and less-skilled staff typically demonstrated procedural ambiguity, particularly during peak moments. These anomalies were not only discovered, but also supported by visitor comments, complaint records, and internal quality audits.
The study demonstrates a clear, albeit non-linear, association between training and service consistency. Situational variables such as staffing levels, supervision, and time constraints influenced the success of first training. Even well-designed training content did not prevent procedural drift over time in the absence of continual reinforcement.
Critically, service consistency appeared as a crucial factor in guest happiness, trust, and brand loyalty. Inconsistent service, no matter how infrequent, reduced the perception of professionalism and weakened the hotel's value proposition. For a mid-market brand like Maldron, which is part of the Dalata Group, ensuring consistent service delivery is critical not only for immediate guest satisfaction but also for upholding the group's brand standards across its growing portfolio.
Overall, the study emphasises the importance of transitioning from static training models to dynamic, performance-integrated development systems. These findings now drive the next chapter, which proposes practical, evidence-based solutions to improve training delivery and operational consistency.

[bookmark: _Toc199816666]Recommendations / Practical Strategies
Based on an examination of training procedures, observational insights, and secondary data from Maldron Hotel Newcastle, this chapter makes focused, evidence-based recommendations to improve service consistency through increased staff training. These initiatives attempt to transform the current static training strategy into a dynamic, continuous development model that is linked with operational demands and brand requirements.
1. Implement Structured Training Audits
To ensure accountability and track training performance, the hotel should implement quarterly training audits. The audits should evaluate:
· Completion and frequency of initial and refresher training
· Alignment of SOPs and real service behaviours
· Employee knowledge gaps and procedural deviations
Training audit results should be communicated to department heads and incorporated into team performance evaluations (Murdock, 2023). This would enable management to identify underperforming regions, prioritise retraining, and assess the ROI on training investments.
2. Introduce Role-Based Learning Pathways
Given the diverse workforce of permanent, part-time, and seasonal employees, a role-based modular training system is required. Each role (e.g., front desk agent, cleaning attendant, restaurant waiter) would have its own learning route, segmented by:
· Core SOPs and required compliance expertise.
· Behavioural expectations (e.g., complaint resolution, upselling)
· Progressive skill development (e.g., problem-solving and cross-departmental flexibility)
This strategy ensures that each staff member receives relevant, scalable, and proportional training based on their level of visitor engagement and responsibilities. Short digital modules, which are accessible via mobile or shared devices, can help promote learning processes.
3. Establish Scheduled Refresher Training
While initial inductions are thorough, the lack of continuous reinforcement causes procedural drift. The hotel should undertake monthly refresher sessions (30-45 minutes), delivered by departmental managers, that focus on:
· Common service problems detected in recent audits or guest complaints
· Updates to standard operating procedures or policies
· Practicing soft skills (e.g., empathy, cultural sensitivity)
These sessions should be brief, focused, and practical, ideally utilising scenario-based learning or role-playing strategies to ensure high participation and real-world relevance.
4. Integrate Training Metrics into KPIs
To foster a culture of learning and consistency, training participation should be tied to individual performance KPIs. Key metrics can include:
· Complete the relevant training modules.
· Application of SOPs (as measured by supervisory inspections or audits).
· Contribution to guest happiness (e.g., being mentioned in reviews).
Including training as a formal rating area will promote accountability, inspire employees, and demonstrate that learning is vital to performance rather than peripheral (Qian et al., 2025). Performance-based development strategies can also promote career advancement and retention.
5. Align Scheduling with Training Status
When assigning shifts, staff should take into account training completion and competency. During peak hours or with large guest volumes (e.g., weekends, events), it is critical to prioritise trained and experienced workers. Less experienced employees should be linked with trained mentors to encourage learning and avoid service disruptions.
A simple training status tracker (colour-coded matrix or dashboard) can be used to assist managers visualise who is qualified to undertake particular duties, decreasing reliance on informal judgement.
6. Strengthen Feedback Loops Between Training and Operations
Guest feedback and internal audit results should immediately influence training priorities. A feedback-integrated learning loop might include:
· Regularly examine guest complaints and service recovery patterns.
· Translating feedback into training themes
· Follow-up observation to assess improvement.
This system ensures that training is relevant, responsive, and closely related to operational realities. It also fosters a culture of reflective learning in which employees and supervisors see feedback as an opportunity for progress rather than criticism.
7. Pilot a Cross-Training Initiative
To increase adaptability and reduce inconsistency during worker shortages, the hotel might consider implementing a cross-training plan. Selected front-desk, housekeeping, and food-and-beverage employees should be taught in fundamental functions outside of their core roles (Karshiboyeva, 2023). For example, during peak hours, front desk agents may assist with breakfast service, whilst F&B staff could assist with reception during quiet afternoons.
Cross-training not only promotes team flexibility, but it also improves employees' understanding of interdepartmental challenges, promoting collaboration and service cohesiveness (Vylobkova & Heintz, 2023).
8. Scale Through Digital Training Infrastructure
To ensure long-term sustainability and scalability, especially within the Dalata Group, the hotel should invest in a cloud-based Learning Management System (LMS). The platform would:
· Provide induction, compliance, and soft skills modules.
· Track employee progress and training history.
· Offer on-demand access to SOPs and instructional films.
This solution would eliminate reliance on human tracking and enable consistent training delivery across sites, promoting brand consistency while allowing for local adaptation.
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