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[bookmark: _Toc212728651]Abstract 
The research is about exploration of the role of employee training and development in improving the service efficiency, while describing the operations and services of the Marriott Hotel as the desired case study. The primary focus is associated with the exploration of employee training programmes which influence the skills development, overall job performance, and provision of guest satisfaction in the hospitality context internationally. Therefore, the study offers different objectives, such as the establishment of the various descriptions in the training and development which are provided to the Marriott employees. There is an understanding of the employees' definition to the related training programmes. The examination of the connection between training initiatives and values of customer satisfaction outcomes, and the recommendations to make appropriate adjustments in the training practices that are used for making improvements in the service quality. The focus on the Marriott Hotel seems to represent a leading example for the management of the hotel operations, where the research is effective for the provision of valuable insights which apply to managing efficiency in hotel environments such as the Placement Hotel, where the enhancement in the service quality is effective for managing competitive differentiation in the operational services. 
The findings have shown that the Marriott offered a larger number of training methods to maintain the traditional and modern approaches. There is an incorporation of the regular job training, e-learning services, workshop efficiency system, and cross-departmental management. The use of a multifaceted approach seemed helpful for accommodating different learning styles with efficiency in the job roles. It appears that allowing employees to make effective use of the technical skills essential for operational efficiency and the implementation of soft skills for the enhancement of customer engagement and overall satisfaction. The research has offered a variety of training methods which are applied for the promotion of high levels of employee engagement and increases in performance, which are supported by Marriott’s commitment towards continuous enhancement in service quality and delivery. 
A critical finding has provided a stronger connection between a well-structured system of training programmes and improvements in guest satisfaction. The employees are provided with enhanced skills and knowledge for the management of service behaviours, such as the use of an effective communication system, problem-solving skills, and personalised management of guest interactions, which leads towards higher management of customer satisfaction and collection of positive reviews and feedback. The evidence has presented the service excellence while underscoring the role of elevating hotel reputation and enhancing overall customer loyalty. 
There are also some recommendations applied to make improvements in the hotel operations. Marriott is suggested to intensify the efforts for the implication of the training programmes, integration of the technological resources like implications of the AI-powered systematic tools, and consideration of some virtual simulations. There must be an establishment of robust continuous feedback systems to involve the employees and guests in the learning of the ongoing training optimisation system. It seems that the emphasis on soft skills development with technical training will also become effective in gaining success in the competitive hospitality services. 
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[bookmark: _Toc212728652]Chapter One: Introduction 
[bookmark: _Toc212728653]Overview of the Study
The services in the hospitality measures in international operations in the larger and competitive environment (Tiwari and Shah, 2025). The SQ (service quality) plays an effective part to develop efficiency in the primary differentiator where the determinant of brand loyalty allows repetition in the businesses (Yang et al., 2022). The practices are performed to achieve and sustain exceptional SQ as the deliberate performances of frontline employees. The services are helpful in the department of HR management which specifically offers training and development of the employees as the strategic core value to the organisational success (Wong et al., 2022). For instance, the services in the leading hotel Marriott International, are associated with the provision of well-being and ensuring customer satisfaction. The HR management of Marriott continuously investing in the substantial resources while implicating effective training and development programs (Tavitiyaman et al., 2022). Therefore, the study elaborates the critical domain, focusing on the systematically investigation of the measurable impact of using the structured training and development programs. It seems elevating effective outcomes of the service measures in the leading hotel chains internationally.   

[bookmark: _Toc212728654]Research Aim and Objectives
The aim of the research is:
The exploration of the impact of employee training and development programmes on the service quality in Marriott Hotel.
Therefore, the objectives are provided as under:
· To develop the forms of training and development programmes that are provided to Marriott employees.
· To explore how workers perceive the effectiveness of training in enhancing their skills and performance.
· To elaborate the connections between training programmes and level of guest satisfaction.
· To suggest the adjustments to the training practices that makes increases in the quality of the services.
[bookmark: _Toc212728655]Research Questions
The research questions are defined as below:
· What are the different forms of training and development programmes provided to the employees of Marriott?
· What are the changes workers feel in skills and performances after training sessions?
· What are the connections between training programmes and guest satisfaction?
· What are the recommendations to adjust the training practises for increases in the quality of the services?
[bookmark: _Toc212728656]Problem Statement 
There is a definite connection within the employee training and service measures which is accepted in determining the success of training effectiveness and identification of related training methodologies (Prentice and Nguyen, 2021). It allows description of the guest satisfaction which is one of the significant challenges for the consideration of high rates of turnover in the hospitality services. Marriott Hotel International offers stronger brand reputation and higher Net Promoter Score with effective training and development investment however, the services of HR also face some challenges and issues in fulfilling the customer expectations (Sibian and Ispas, 2021). The HR management feels lack in overcoming the risks based on the operational inconsistency using different markets (PJ et al., 2023). Therefore, the research examines the efficacy gap with identifying specific connection within the services of Marriott’s training and development features with architecture and improvements of the dimensions based on the service quality measures.   
[bookmark: _Toc212728657]Rationale of the Study 
Human resource development enables larger development of quality services within the hospitality services while highlighting the importance (Nguyen and Malik, 2022). The study offers relevant measures to the modern-day initiatives which are competitive, whereby in the hospitality services. There is a highly intense competition. Michael and Fotiadis (2022) defined that the creation of definite connection between training practices and service performance in the leading hotel chain seems generating effective results as considering the services of Marriott and by optimising successful training strategy. Sheikh et al. (2024) stated that it seems improving the organisational performance and level of customer satisfaction. 



[bookmark: _Toc212728658]Chapter Two: Literature Review 
The section develops understanding on the efficacy of training and development programs of the employees as a strategic tool over the performances. The learning is well-established using different secondary resources as describing the service-first environment in the hospitality sector. The use of theoretical frameworks allows investigation to the efficiency between training and growth programs with the service quality improvement at the Marriott International. 
1.1 [bookmark: _Toc212728659]The Formation of Training and Development Programmes
The aspects of employee training play critical part in the strategy while focusing on the upgrading system of the job-related knowledge (Khan and Del Villar, 2023). The aspects are based on differences in the attitudes, skills, and overall competencies to measure present and future performances in the industry. Training is one of the effective systems which is broadly categorised in different formal programs. Khalil et al. (2024) elaborated that there are larger number of systems such as dedicated courses and the structured leadership facilities which are informal and providing on-the-job training (OJT). In the competitive hotel industry, training is based on the learning of the technical and operational values like use of system and culinary which are followed with the soft skills like active listening and effective communication (Harif et al., 2022). In the modern hospitality industry, there is an increasing value of using technology-based training system such as digital tools and virtual learning for the management of the logistical challenges of the workforce and implicating consistent standard internationally (Faraj et al., 2021; Sandy, 2025).  
1.2 [bookmark: _Toc212728660]Employee Perception based on Training Effectiveness for Improving Skills and Performance
The training impacts on the performance using effective transactional such as knowledge and skill transfer and also motivational values such as job management and overall processes (Pham et al., 2022). The effective training offers increases in the employee confidence which allows management of the staff to engage with the guests in the authentic manner while handling the challenging situations with all the emerging composure which leading towards the improvement in the performances (Azhar et al., 2024). There is a significant organisational benefit where the employees are feeling valued while implicating the investment in training and development sessions. It allows effective retention with increases in the morale. It seems reducing the effective and definite costs based on the provision of the higher rates in hospitality turnover. Arici et al. (2023) illustrated that the effectiveness to develop training must be measured at different levels where the changes are required in the job performance metrics like reduction of the error rates and improvements in the task completion time. Peng et al. (2022) elaborated that it seems demonstrating about the effective skill transfer in the services.   
1.3 [bookmark: _Toc212728661]The Links within the Training Programmes and Guest Satisfaction
There is a positive correlation between education-training activities and customer values within the hotel services (Patwary et al., 2025). Training and growth sessions are applied to influence on the service quality and enhancement in the delivery of effective services like Empathy and Assurance (Al-Refaei et al., 2023). The development of soft skills is also essential like use of critical thinking, emotional management, and effective problem-solving for the enhancement in the employees' ability and creation of the meaningful relationships with the guests (Burhan Ismael et al., 2021). It allows navigation of the unexpected situations for considering the effectiveness in the guest satisfaction (Mohsin et al., 2023). There is a direct management of the customer satisfaction which impacts on the training and delivers the consistency to the high-quality management of customer experiences towards sustaining competitiveness (Ali et al., 2021).   
1.4 [bookmark: _Toc212728662]The Recommendations for Adjustments in the Training Practices towards Service Quality
There is a recommendations to make appropriate adjustment in the identification of the training Return on Investment (ROI) which seems as a definite lack in the organisations to manage logical and concrete effective model for assessing the financial impact of training with the satisfaction surveys (Al-Gasawneh et al., 2021). There must be adaptation of the effective frameworks for the efficiency in the training outcomes such as consideration of the business metrics and use of the Revenue per Available Room (RevPAR) for reducing overall spending of the service recovery features (Khairy et al., 2022). The companies should also make rapid technological advancements such as use of Artificial Intelligence (AI), where the training will help in using AI literacy for ensuring the staff can successfully integrate the implications of the technologies. It is helpful for automate the routine tasks and manage services for the high-touch system to develop empathetic human interactions (Luo et al., 2021).   
1.5 [bookmark: _Toc212728663]Key Theories and Frameworks
[bookmark: _Toc212728664]The SERVQUAL Model and the Gaps Framework
The SERVQUAL model has been developed by Parasuraman, Zeithaml, and Berry which is known as the effective tool for describing the efficiency in the service quality (Karatepe et al., 2022) SQ is applied by maintaining the lack in between a customer’s values towards service and description of the perception based on the service achieved. The gap is known as Gap 5 and sometimes Customer Gap which is a function of four effective organizational gaps (Hassanein and Özgit, 2022). There is an effective training programs for the closure of the Delivery Gap. It seems occurring where the service standards are established where the employees are failed to manage the service efficiently (Al-Hyari et al., 2023). The model offers five dimensions such as RATHER (Reliability, Assurance, Tangibles, Empathy, and Responsiveness) for the provision of the detailed structure and mapping training outcomes which are directly applied on the observable description of the service performance and improvements in the guest’s experiences.   
[bookmark: _Toc212728665]Resource-Based View (RBV) of the Firm
The Resource-Based View (RBV) is applied as the strategic justification to provide efficiency in the human resource development. The model helps in achieving sustainable competitive advantage using external market aspects and definite possession for the use of unique internal resources (Hosen et al., 2024). In the hospitality services, the model is used for the management of the skilled, knowledgeable, and effectively motivated workforce who are responsible to offer direct implication of the strategic sessions in training and development resources (Yang et al., 2022). The implication of RBV perspective is applied on the investment towards cultivation of a definite, effective, and highly capable system which is fundamental strategy for the creation of the inimitable resources in the competitive landscape.
[bookmark: _Toc212728666]Social Learning Theory (SLT)
Social Learning Theory has been introduced by Albert Bandura to describe the behavioural changes in the mechanism where the employees are associated with the complex skills within the training program (Hoang et al., 2022). SLT allows learning management of the behaviours, values, and attitudes to manage effectiveness according to the leaders and instructors (Wong et al., 2022). The theory is applied on the services of hospitality to develop effectiveness in the soft skills such as communication and conflict resolution system and effective management of tasks such as front-desk check-in. Elshaer (2023) illustrated that it allows definite demonstration and social interaction between workers and guests. Therefore, it is applied to incorporate the demonstrations, effective management of role-playing, and peer management system, where the training and development session in the hotels are worked to make architecture leverages to SLT (Prentice and Nguyen, 2021). Thus, it is applied on hospitality industry to measure new skills and translation of the direct enhancement in the service performances. 
1.6 [bookmark: _Toc212728667]Literature Gaps
The gaps seem in widely using SERVQUAL model and fulfilling the needs for service quality gap models which is unique, where the technology-intensive nature seems limited in applying the model to the hospitality services (Djajasinga et al., 2021). There are also some effective organisational practices where the hotel industry seems lacks in the provision of definitive and concrete model towards accurate management of the financial Return on Investment (ROI) based on the training programs (PJ et al., 2023). It seems essential to offer deliberate training expenditure for the justification of the future investment strategically in the competitive hospitality industry.    


[bookmark: _Toc212728668]Chapter Three: Research Methods
1.7 [bookmark: _Toc212728669]Research Philosophy
There are different philosophies applied in the research studies, such as positivism, interpretivism, and pragmatism (Ralph and Baltes, 2022). In the current study, a positivist philosophy is applied, which focuses on the value of the observable and measurable data collected from different secondary sources. The selection of the theory is associated with the use of empirical evidence, considering existing academic data, reports of the industry, and organisational reports for the production of objective and definite findings which directly impact employee training and overall service quality.
1.8 [bookmark: _Toc212728670]Research Approach
A selecting of deductive value is adopted as an approach in the existing study, which allows testing of the theories and concepts based on employee training and service quality (Fàbregues et al., 2021). The approach uses a systematic review associated with the secondary data. The approach is selected to facilitate the identification of patterns with the relationships in the specific measures of the Marriott Hotel.
1.9 [bookmark: _Toc212728671]Research Strategy
The research uses a case study strategy to develop an understanding of the Marriott Hotel. There is a complex nature of human resource practices with effective service delivery for determining the international hotel chain. Coe et al. (2025) stated that the strategy allows analysis of the specific organisation while focusing on the understanding and drawing comparisons for the possible industry practices. Bryman (2008) stated that it seems to identify the use of secondary data.
1.10 [bookmark: _Toc212728672]Research Choice
The current study follows a mono-choice method while using secondary research in deliberate manners. The selection allows integration of the data using multiple credible secondary sources instead of collecting the primary data (Cheong et al., 2023). It enables a comprehensive synthesis to manage adequate existing knowledge based on employee training and connecting to the understanding of the service quality.
1.11 [bookmark: _Toc212728673]Time Horizon
The existing research work is based on using a cross-sectional practice in the time horizon. The method is effective for the development of the up-to-date process of secondary sources, which are associated with the past few years (Baldwin et al., 2022). The existing study uses resources from the last five years to ensure relevant findings based on the trends and practices in the hotel employee development and overall management of the service quality.
1.12 [bookmark: _Toc212728674]Data Collection Techniques
There are three methods of data collection applied in the work, such as primary, secondary, and mixed methods (Ralph and Baltes, 2022). For the current research study, secondary data is collected using different systematic searches and consideration of the academic databases. The study uses JSTOR, Google Scholar, related reports of the hospitality sector, official publications of Marriott, and government statistics. Therefore, Veal. (2006) defined that the selection criteria allow relevant measures and reliability for the provision of evidence while addressing the research objectives.
1.13 [bookmark: _Toc212728675]Data Analysis Methods
The existing research applies thematic analysis while identifying relevant themes related to training effectiveness and service efficiency from the collected literature and the use of objectives. The study also applies comparative analysis for determining the similarities and differences in building a coherent narrative of employee development initiatives. There are some influences on customer satisfaction and managing performance based on the operations of the Marriott Hotel. The analysis also presents a comparison of the literature work with the work of different authors and scholars to learn more about the topic. The process helps in fulfilling the objectives in a definite manner. Cottrell (2014) presented that the comparison of different literature helps in providing values to the study. Therefore, the researcher needs to use thematic analysis with comparative analysis to fulfil all the efficiencies in the work. 
1.14 [bookmark: _Toc212728676]Ethical Consideration
The ethical issues were also considered, as there was transparency, honesty, and an adequate recognition of all secondary sources utilized. The research did not commit plagiarism and was objective throughout the research.

[bookmark: _Toc212728677]Chapter Four: Finding 
1.15 [bookmark: _Toc212728678]Thematic Analysis 
The chapter offers the results which are derived from the thematic analysis of secondary data associated with the description of the role of employee training and development in improving the service quality at Marriott Hotel. Saunders et al. (2012) elaborated that the analysis offers structured features of the research objectives to develop coherence and direct connections to the study. The identification of the significant themes allows review of the definitive literature, reports of industry, and academic publications to learn about the employees’ skills, service delivery measures, and guest satisfaction (Collis and Hussey, 2014). The themes are offered with possible insights based on Marriott’s HR and service quality facilities.
	Objectives
	Key Words
	Themes

	To develop the forms of training and development programmes provided to Marriott workforce
	Learning methods, development initiatives, HR values
	The Diversity in the Training Methods

	To explore how the workers feel training is effective in their services and performance
	Employee values, skill improvements, training initiatives
	The Impact of Employee Perceptions and Skill 

	To determine the connections between training programmes and guest satisfaction
	Service quality measures, feedback from guests, customer satisfaction, training results
	The Links between Training and Service Quality 

	To suggest adjustments to the training practices to increase service quality
	Training enhancement, strategic values, service improvements
	Potential Recommendations for Training Enhancement Activities 



1.16 [bookmark: _Toc212728679]Theme 1: The Diversity in the Training Methods
The consideration of employee training in hotel management incorporates the use of a broader spectrum of learning and development initiatives (Zhang et al., 2023). There are some reflection processes for the strategic effort and enhancement of different employee competencies. For example, the leading hotel Marriott offers a combination of on-the-job training facilities. There are several e-learning platforms, implication of formal workshops, training sessions, and a job rotation management system. Xia et al. (2024) elaborated that the implication of the multidimensional approach allows diverse learning styles with practical job functions in the hotel. The implication enables the training to become contextually relevant and accessible for the management of different staff levels. Similarly, Ali et al. (2021) presented that there is a diversity of training methods which are helpful for maintaining employee engagement and providing flexible options that are used in various schedules and effective management of learning preferences.
The literature determines the array of training programmes for the services of Marriott to address different technical skills, such as operating hotel systems, with an understanding of related service protocols (Faraj et al., 2021). The soft skills are applied to communication, teamwork, and problem-solving aspects. The training framework is helpful for Marriott’s service quality to enable employees to deliver personalised services for consistent guest experiences across all departments (Wang, 2025; Belias and Trihas, 2022). 
Moreover, there are some blended traditional methods applied to the digital solutions to enhance the training scalability and effective adaptability (Khalil et al., 2024). Additionally, there are a variety of sessions used to offer provision of continuous learning opportunities, which are aligned with definite career progression and changes in the management processes in the industry standards (Barreto and Mayya, 2023). The implications of the ongoing development frameworks help retain practices in the learning and operations of Marriott. Wei and Prentice (2022) illustrated that there is an investment in different training avenues, where Marriott is not building a skilled workforce while reinforcing the reputation as an employer which are committed to employee growth and overall service excellence.
1.17 [bookmark: _Toc212728680]Theme 2: The Impact of Employee Perceptions and Skill
The learning of employee attitudes is significantly associated with the use of different training programmes, which are applied to shape the effectiveness of initiatives and improvements in overall service quality (Usman et al., 2022). The understanding of Marriott to manage employees in a generally perceived system is associated with the training they receive, as one of the valuable aspects (Bannour and Varga, 2025). There are such improvements in providing the practical skills and leading towards the development of confidence and overall job satisfaction. Therefore, Khan and Del Villar (2023) reported that the employees are provided with well-structured programmes which enable the management to enhance the performance of the roles in a competent manner. 
There is an enhancement in the motivation and overall workplace morale, which develops the factors for the provision of sustaining possibilities in the high service standards in the hospitality sector (Sulistyaningsih et al., 2024). However, there are some challenges based on the consistency and customisation abilities of the management of training experiences (Arwab et al., 2023). For example, Michael and Fotiadis (2022) presented that there is a one-size-fits-all training to leave gaps in managing the specific employee needs and fulfilment of the speeds. It allows uneven processes to skill development. Additionally, there is a lack of ongoing support for the management of training courses, which results in the development of practical skills in a given time (Al-Sabi et al., 2023). The employees are offered the importance of feedback mechanisms while tailoring the learning pathways. Pereira-Moliner et al. (2021) presented that it allows efficiency in the services to sustain relevance and effectiveness in the understanding that the employees in Marriott are provided with continuous development, evaluation, and refinement of possible training offerings.
Additionally, there is a perceived value based on the training which are associated with the provision of the system (Alola et al., 2022). There is an empowerment of the employees to handle effectively in the real guest service management system (Pj et al., 2023). The employees are offered clear connections in the training content on daily activities. There is an engagement and skill application for the improvements in the definite system. There are positive employee perceptions that are based on the translation of direct manners for the enhancement of performance and overall service consistency (Park et al., 2022). The management is responsible for offering a confirming system to manage buy-in and leverage training activities for the competitive advantage in the leading and competitive hospitality services (Almeida et al., 2025).
1.18 [bookmark: _Toc212728681]Theme 3: The Links between Training and Service Quality
There is a effective relationship between employee training programmes and guest values, which is associated with the well-documented system in the hospitality research (Prentice and Nguyen, 2021). The services in the Marriott Hotel offer stronger development of the empirical support for making an effective connection. The provision of practical training is helpful for the improvement of the employees’ technical proficiency, interpersonal communication skills, and related problem-solving abilities with adaptability (Park et al., 2022). The implementation of the pivotal skills is useful in elevating the guest experience. The staff are offered well-trained services which is better equipped to anticipate and management to fulfil the customer desires (Agarwal, 2021). It seems to result in providing higher service quality metrics and the implication of the positive guest feedback.
The services and operations at Marriott offer a context demonstration for the completion of a well-executed employee development system. The policies are significantly correlated with the performance indicators like customer satisfaction level, repeat purchase, and online reputation feedback (Manyangara et al., 2023). It seems that improving employee competencies using targeted training is helpful for reducing service errors, improving response times, and enhancing personalised experiences to differentiate Marriott in a competitive landscape. There is an underscore training for the management of human resource function and the implications of the strategic tool to enhance the brand value, considering effective values to the consistent service excellence (Alananzeh et al., 2023).
Moreover, the theme is based on describing the services of training in the management of driving services within the culture. It is aligned with the employee behaviours and management of the organisational values while fulfilling customer expectations (Lo et al., 2024). There is an integration of customer-centric training modules for measuring a mind-set towards the fulfilment of the quality and hospitality commitment. There is an influencing system for the employees to perform within the defined measures of the technical tasks (Ajmal et al., 2025). On the other hand, Wong et al. (2022) defined that training is one of the catalysts for measuring the skill development system by embedding an effective policy for the customer-first philosophy and translation to sustained guest satisfaction with overall loyalty.
1.19 [bookmark: _Toc212728682]Theme 4: Potential Recommendations for Training Enhancement Activities
There are several opportunities associated with the refining of Marriott’s employee training practices. The policies ensure the provision of continuous development and improvements in the service quality (Lan et al., 2022). Therefore, the suggestions are based on the enhancements in the services while making appropriate adoption of the personalised and adaptive styles in the learning pathways. There is a training allocation for the management of responses to the individual employee skill levels, learning values, and department-specific policies (Chang et al., 2021). There is an integration of emerging technologies, such as the use of AI-driven training platforms and the consideration of virtual simulations, to increase engagement and provision of a real-time system. It offers related scenario-based learning for the improvement of practical measures.
Grobelna (2021) declared that the services must focus on the creation of continuous learning cultures by providing a regular feedback mechanism and the involvement of the employees and customers. There will be a systematic gathering of training impact data with guest feedback for the information of the iterative programme and related adjustments. It will be helpful for Marriott to become aligned with the fulfilment of the service standards and overall management of the customer expectations. Additionally, Yang et al. (2022) presented that there will be a strengthening system for soft skill development, which is mainly used for emotional intelligence, consideration of intercultural communication, and conflict resolution systems for employees to increase the diversity and complexity of management of guest interactions in an effective manner (Davras and Manap Davras, 2024). The implication will be helpful for Marriott to make improvements in the level of efficacy and responsiveness of the employee development initiative. Aboramadan and Karatepe (2021) defined that it helps in reinforcing the service quality as a definite organisational asset.
1.20 [bookmark: _Toc212728683]Discussion in the Light of Literature
The study examines the similarities or differences between the diversity of training approaches, employee attitudes, linkages between service quality and training reform proposals and past academic views and the implications of this to the current quest by Marriott to achieve excellence within its international hospitality operations. The results about the variety of training techniques indicate the strategic focus of Marriott on integrating both conventional and technology-based learning processes. This observation is consistent with the views of Khan and Del Villar (2023), who opine that diversified training systems enable employees to attain job-specific and behavioural competencies. There are some seminars and formal workshops that the hotel has used make it flexible and accommodate different learning styles. This method shows that there is an operational implementation of an argument by Faraj et al. (2021) that technology-enhanced learning has the potential to overcome barriers to logistics in large multinational organisations. 
The choice by Marriott to deploy blended learning can be seen as a balance between efficiency and inclusivity, as training will be available throughout the concept of global operations. But as scalability is developed, it is also a challenge because ensuring such diversity in terms of content uniformity and cultural appropriateness in different regions is challenging (Collis and Hussey, 2014). Such an issue confirms that standardised training services in the local market, in order that service consistency is maintained without the lack of contextual sensitivity posed by the latter, as argued by Al-Hyari et al. (2023). Indicatively, the hotel combines technical modules on property management systems with the soft-skilled training courses in communication and emotional intelligence, thus ensuring that employees are equipped with functioning and interpersonal knowledge. 
This business plan appeals to Harif et al. (2022), as they highlight that both technical ability and relationship capacity are equally important in the performance excellence of the hospitality industry. The experience of Marriott as a company that has been able to endure high standards of service delivery within the context of diversity in culture and language employment constitutes testimony that formal and experiential learning styles have the capacity to reinforce service delivery in diverse settings (Cottrel, 2011). However, the result also encourages the critical consideration of the possibility of scaling down such programmes in smaller hotel chains, in which the resources needed to be trained at the multi-level are scarce. 
The introduction of e-learning and virtual space is also another sign of Marriott's responsiveness towards technological change (Cottrel, 2014). This operational innovation confirms the discussion of Khalil et al. (2024) that digital tools enhance the training efficiency, memorisation, and communication between departments. These academic recommendations are operationalised through the digital learning portal that is used by Marriott to assess and provide feedback on skills in real-time by integrating technology into daily learning activities (Denscombe, 2010). But the use of digital systems by Marriott can be a cause of depersonalisation when not balanced with mentorship of human beings, which is why Wei and Prentice (2022) argue that technology should not substitute human interaction when learning a service, but only supplement it. Therefore, although Marriott has effectively differentiated its training channels, the human element still has to be kept in ensuring that the culture of hospitality and warmth, which is central to the brand, is not compromised (Kolobkova et al., 2021).
It has been found that Marriott focuses on continuous professional development, which makes the organisation a culture in which employees feel appreciated and enabled to provide outstanding service. This strategy reflects the concepts of the Social Learning Theory by Bandura (Wong et al., 2022), in which the new staff observe and learn by role modelling the examples of positive behaviours that are already established in experienced employees. The culture of mentorship that is owned by the hotel is a shining example of such a dynamic since employees learn through observing models of service interactions in their teams (Wynn and Jones, 2022). Critical examination, however, shows the structured training in Marriott to be a source of inadvertent rigidity, especially when training modules are standardised across all global markets without the required localisation. According to Michael and Fotiadis (2022), similar training systems can ignore the cultural and operational peculiarities of a particular region and cause some differences in the perceived relevance and motivation. 
The global workforce that Marriott faces needs increased flexibility in programme development to incorporate inclusiveness and situational appeal. Although the management of the hotel chooses to solve this issue with the help of region-related changes, the necessity to provide a balance between international uniformity and local adaptability is a challenging task. Another implication of the results is that the employees appreciate the fact that Marriott invests in them, as a sign that the organisation is committed to them. Such a view is in line with the fact noted by Arici et al. (2023) that successful training helps reduce the turnover rates and improve the aspect of organisational loyalty. The HR policies at Marriott have managed to work on training satisfaction and retention in reducing operational costs related to high attrition rates characterising the hospitality industry. 
In the analysis, there is a demonstration of a tension between the perceived empowerment and the workload expectations. With the area of service perfection, Marriott will unknowingly compel its staff to work extra hard and deliver services beyond feasible levels, especially when occupancy rates are high. This resonates with the Azhar et al. (2024) argument, which was that performance expectations should not be harsh unless they are weighed against well-being backing. The interconnection between training and service quality comes out as the most direct expression of the excellence in operation within Marriott (Iranmanesh and Leung, 2022). The results confirm the view Prentice and Nguyen (2021) took when asserting that effective training programmes help boost customer satisfaction by enabling employees to have the technical capability and emotional intelligence. Reported customer satisfaction levels in Marriott are great since employees can gauge the demands of customers and provide them with personalised services, thus justifying the dimensions of responsiveness and empathy. 
The case of Marriott demonstrates that training is not functional but an effective process that makes the brand loyal. The direct relationship between the intensity of training and Net Promoter Scores confirms that, according to Ali et al. (2021), the improvement in service quality can be measured by moving towards a specific development of the employees. Nonetheless, the cost efficiency and the subject of the ROI beg to differ with the intensive training resources that Marriott uses. The study by Al-Gasawneh et al. (2021) pointed to the gap in the measurement of the financial outcomes of the training initiatives across the industry. The RevPAR, being an internal performance measure which is applied by Marriott, in part covers this issue, but is not transparent enough to be benchmarked externally. Therefore, though Marriott generates better service benefits, the financial analysis of the training strategies of the organisation should be evaluated using additional empirical research.
The implementation of the RBV can be traced in the work of Marriott, where the human capital serves as a distinctive, inimitable advantage that is applied in the development of the long-term competitive advantage (Yang et al., 2022). The large investments being made in training of its employees can be regarded as a good example of the principle of RBV that intangible resources like knowledge, cultures, and the ability of employees can create value that is hard to be emulated by competitors. The uniformity of the guest satisfaction rates in the international markets demonstrates the way in which Marriott transforms human resource development into an excellent differentiator.
The study is also based exclusively on the use of secondary resources, where the limitations are that it provides depth and primary insight values from the perspectives. There is an absence of direct measures from the consideration of the Marriott employees and the collection of feedback from the guests. It means that there are critical aspects for measuring the first-hand perspectives and a lack of identifying the effectiveness and reception of using different kinds of training programs. The implication of the primary qualitative and quantitative data is helpful for the study in capturing the changing demands of employee based on their experiences. It is also beneficial for measuring the real-time guest feedback. It develops the description of the subtle dynamics of managing service measures. Therefore, the restrictions are offered to determine the challenges in the findings, which are derived solely from the use of existing published resources.
Another significant limitation is also associated with the use of generalised features, as using the specific context of the Marriott Hotel within the broader hospitality industry. It seems that the Marriott is one of the global leaders offering standardised training practices where the differences are seen in the management of the organisational culture, changes in the geographic locations, and management of the guest demographics, which are not applied to different hotels and related industries. The limitations are directly applicable to the recommendations and positive insights of the placement hotel policies, while demanding adaptation and contextualisation processes in the system. 
For the critical implications in the areas of hotel management, there are some placements in hotel management and the use of training-related systems, which are applied to enhance overall service quality. The implication allows tailoring of the training programmes to meet the specific needs of the department. It will enable front-line management of the employees to develop stronger management of communication and implication of the problem-solving skills, which are directly associated with the guest interactions. There is a hands-on experience to manage learning and development of the continuous abilities to reinforce the processes in the placement hotel. It allows building of the workforce competence, which is aligned with the guest expectations and overall operational demands of the guests.
The use of evidence-based training and related adjustments is associated with the integration of regular feedback mechanisms. It allows management of the employees and guests at the same time to make informed decisions for iterative improvements in the content and delivery processes. There are different practical steps associated with the adaptation of e-learning modules and the provision of flexibility with the balanced process of the face-to-face coaching system. It allows reinforcement of the soft skills in deliberate manners. The use of technology for the enhancement of the training paths and tracking of the progress increases engagement and effectiveness in the operations. It maintains replication in the practices which are effectively identified in the operations of Marriott. The factors ensure that training investment is made to manage tangible improvements in guest satisfaction and related operational performances.
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1.21 [bookmark: _Toc212728685]Summary of the Finding
The collected data in the work has provided a wider description of services associated with the training and development programmes which are offered by Marriott Hotel. The programs range from the provision of training facilities towards the fulfilment of the e-learning platforms and the use of practical workshops. There are some multifaceted approaches which are used for reflecting the strategic value of Marriott while making commitments and addressing the different needs of the employees. The needs are based on completion of job roles and related learning preferences. There are differences in the training methods to enable employees to face different levels and establish the technical and interpersonal skills. The skills are essential for the provision of a efficiency and high-quality measures. There is an emphasis on the provision of diversity and flexibility in the training management. The services and operations of Marriott are associated with the alignment in the global hospitality trends for preferring the customised and continuous learning system for workforce development.
The employee perceptions are considered the aspect that influences the effectiveness of related training programmes. The findings provided that the employees are provided with training positively, considering the beneficial management of skill improvement and job confidence. There are also some gaps in describing the inconsistent delivery and use of insufficient follow-up support in the hotel operations. The variability has provided that the employees are allowed to apply for new skills in the maintenance of the service situations. It seems to be impacting the overall performance of the system in the hospitality sector. The definite role is associated with the perceived knowledge of training value, which underscores the fulfilment of the needs of the employees working in Marriott. It is tailoring the content further while implementing the mechanisms and engagement of the employees consistently throughout the learning journey. 
The analysis has applied to the stronger connection in the stronger development of training initiatives and improvements in guest satisfaction. The employees are provided with comprehensive and relevant training to become better equipped and meet the guest expectations, manage emerging challenges, and provide personalised services. It is enhancing overall customer loyalty and brand reputation. Marriott it is supplied with the use of training as one of the strategic levers, which it is supported by appropriate evidence and connection to the investments in employee development for the measurable improvements in the service quality.
Therefore, the findings have shown that the improvements have reinforced the importance of ongoing skills with enhancements in the services as the driver of competitive values in the hospitality services. The study has identified different opportunities to enhance the training practices of Marriott using technological integration. There are some personalised features in the learning paths with expansion in the development of soft skills. The recommendations are associated with the adaptation of an AI-enabled learning system, the use of regular feedback loops, and the management of leadership involvement to develop efficiency in the training services with engagement and impactful insights. 
1.22 [bookmark: _Toc212728686]Overall Conclusion 
The research study has concluded that employee training and development offer a definite and essential role in the enhancement of service quality within the operations of Marriott Hotel. It has demonstrated the services to be well-designed and implemented while incorporating the related and relevant training programmes. The initiatives are applied to make direct improvements in the employee skills, motivational aspects, and provision of a definite guest experience. The research has offered learning based on different training methods, which are applied to various learning styles, and consideration of the roles to make an effective contribution to the comprehensive workforce development system in the hospitality sector. The consideration of diversity is not based on the equipping of the workforce with the necessary competencies but also offers them relevant support to fulfil the goal of Marriott in the delivery processes. There is a consistently higher standard for hospitality service in the global operations. The employee perceptions offer potential success while implementing the training initiatives. There are positive attitudes for the management of training correlation that are firmly based on the provision of better performance and overall management of service delivery. The study has also identified gaps in the provision of consistency and customisation of programmes in revealing the areas for improvement. 
The conclusion has also provided stress on the operations of Marriott to give preference to employee engagement in relevant training design and related execution. It ensures programmes become relevant, effective, and sustained in the management of the follow-up system. There is a reinforcement mechanism in the hospitality sector. The alignment in the employee experiences it is offered with the training objectives, where Marriott makes increases in the return on investment by describing the training investments and consideration of the staff commitment in a profound manner. There is a stronger connection between training and guest satisfaction, which seems to be one of the strategic enablers towards competitive advantage in the hospitality operations. The employees are provided with enhancements in their skills and the use of the customer-centric approach. There are some instrumental systems in delivering exceptional service and fulfilling expectations. On the other hand, it has been revealed that Marriott has focused on the development of continuous employee management while directing the consideration of service quality, the consideration of the higher customer loyalty, and the provision of more substantial brand equity. The relationship has provided the essential role of training in the management of both operational excellence and business performance in the competitive hospitality practices.
1.23 [bookmark: _Toc212728687]Recommendations for the Hotel Services 
For the enhancement of service quality effectively, Marriott Hotel needs diversity and personalisation in the employee training programmes. There are some customising systems in the training content associated with the job roles, increasing level of experience, and individual learning preferences for the employees' engagement in the deeper application of the new skills directly to the daily work. There must be incorporation in the blended learning approaches for the combination of digital tools and the use of a face-to-face coaching system. It seems that improving accessibility and implementing effective training practices for adaptable measures in the different departments can help fulfil their specific needs. Increasing the overall workforce with competence and flexibility is key. The hotel needs the implementation of stronger feedback mechanisms for the continuous development and refining of the training practices. The management will manage the employees and guests using surveys, focus groups, and performance data for the provision of actionable insights towards positive training effectiveness. There must be the establishment of regular review cycles, which will be helpful for the provision of training aspects to managers for the identification of gaps, adaptation of the content system, and alignment with the identification of direct and related service standards. The dynamic approach will help in fostering the culture of continuous improvement, which directly contributes towards the fulfilment of the sustained development of service excellence. 
The hotel must invest in the implication of the technology such as AI-powered learning platforms and the use of virtual reality to enhance training delivery and possible engagement. The tools are used for the personalised management of the learning paths, real-time skills processes, and experiential values in the training scenarios. There must be appropriate preparation for the employees to maintain efficiency in the guest interactions. The possible adaptation will make innovations to maintain efficiency in the Marriott at the forefront of hospitality training. It will help in providing improvements in the efficiency and enriching the possibilities for employee development experiences. There must be involvement in the leadership values, which are considered critical for the management of the learning culture, and reinforcement of the importance of training and development. Marriott should encourage the leaders and managers to actively mentor and coach the teams. It can be done by connecting the formal training with the daily and regular practices. There must be a recognition system for the training achievements and use of open communication based on the learning opportunities for the motivation of the employees and creation of commitment to gain high service standards in the industry. The maintenance of the stronger leadership will support the initiatives taken for the training management and offer value and integrated solutions to the hotel operations effectively and efficiently. Therefore, it seems essential for Marriott to prioritise the development of soft skills with the use of technical competencies. The incorporation of the training programmes will help in providing better communication, the use of emotional intelligence, cultural awareness, and the implementation of conflict resolution for enhancing the guest experiences towards service excellence in the competitive sector of hospitality internationally.
1.24 [bookmark: _Toc212728688]Future Recommendations to the Research 
Future research will be based on the use of primary data from the employees and guests who are significant participants and staying in the Marriott and similar organisations. The collection of the data will help in gaining precise insights into the real-time effectiveness associated with the training programmes. The methods will be used as interviews, survey questionnaires, and focus groups for the implication of results and learning of related perspectives that have not been provided while using secondary data resources. It will offer direct management of the understanding based on the use of training impact on the development of service quality.
There will also be the use of some longitudinal studies for the examination of the long-term effects of employee training based on the service quality and overall management of the business performance, which is used to offer valuable insights. There must be some tracking changes in the time for revealing the sustained system of the training influences on employee skill retention, overall management of guest satisfaction, and use of the organisational outcomes, which will help the hotels to make better plans and adaptation of the possible development strategies.
Additionally, further research will explore the influence of differences in cultural aspects which are associated with the training practices within the leading hotel chains in the world, such as Marriott. There must be an understanding of the cultural contexts that directly impact the training acceptance, use of different learning styles, and interaction of the guest service to enable effective localisation for the training programmes. There should be an investigation into the adaptability while using technologies for training in diverse settings, which it is considered a critical area for the future success of the hotel.
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