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1. [bookmark: _n8n5zqflqhtm]Introduction 
The hospitality industry is highly dynamic and competitive, where employee effectiveness is a critical determinant of customer satisfaction that leads to brand competitiveness and organisational success. After the Pandemic, the hospitality industry is evolving, and the customer-facing and dynamic nature of hospitality work demands constant communication, high competence, interdepartmental coordination, productivity, maintaining service standards, and prompt knowledge to meet the constantly evolving customer needs in the rapidly changing post-COVID-19 hospitality industry, which has witnessed massive workforce and operational changes after the pandemic. The industry continues to face challenges such as changes in the Employee Rights Act, living wage hike, labour shortage, digital transformation, and changed consumer preferences, which are causing a drastic shift in all operational areas to sustain in the market. As a result,  the employees are required to adapt to the new normal and upskill themselves to perform according to the current organisational requirements. For this reason,  effective internal communication and training are pivotal in maintaining employee effectiveness and new brand service standards to achieve brand loyalty. Understanding the level of influence of both factors will help the organisation to design the training and internal communication framework that best utilises the human resource capabilities to achieve common goals and adapt to challenges. Communication is the lifeblood of an organisation, ensuring operational efficiency through the right flow of information from one point to another, while training equips employees with essential skills, knowledge and competencies to perform in their respective roles and adapt to new job challenges. Employees who lack communication and training are unable to utilise their capabilities effectively (Bajaj et al., 2023). Regular improvements in internal operational communication and training of employees can lead to enhanced brand loyalty and competitive advantage, which is the common mission of any business organisation. (Čuić Tanković, Bilić and Brajković, 2022) . 








Aim

To understand how employee training and workplace communication influence employee effectiveness in a hospitality organisation in the UK  post-pandemic hospitality 

Objectives 
1. To examine how employee training influences employee effectiveness in hospitality organisations post-pandemic
2. To examine how internal operational  communication influences employee effectiveness in a hospitality organisation in the context of post covid 
3. To recommend strategic solutions for hospitality organisations on how to improve training and internal operational communication in the contemporary hospitality business

Research questions

1. How does employee training influence employee effectiveness in hospitality organisations after COVID-19?
2. How does internal operational communication influence employee effectiveness in hospitality organisations after covid 19?
3. What are the problems faced by the organisation due to a lack of employee training and effective  internal operational communication post-pandemic 




[bookmark: _x28mm4cemzpc]2.  Literature Review 


The brands that invest in workplace culture, offer exceptional leadership, training and development will reap the benefits of competitive advantage and a growing loyal customer base. (EHL Graduate School, 2024) 

An organisation that ensures internal operational communication, training, and leadership are aligned with brand promises and ensures each interaction reinforces brand value consistently across all the services it offers, achieves brand loyalty and organisational success. (Menon, 2026) In the post-COVID hospitality scenario, brand loyalty is the cornerstone of profitability and competitive edge in the contemporary hospitality industry (Noe, 2017).   The study intends to deeply assess the combined role of  Training and internal operational communication and its influence on employee effectiveness in the post covid workforce challenges. 

Gary Becker’s human capital theory suggests that investment in human capital is in two different forms: knowledge and training, where individuals possess a set of skills which can be improved through learning and training. (Weiss, 2015)  While Social exchange theory considers training as a reciprocal process. The theory states that if a person provides something valuable to another person, an obligation is created for the recipient to reciprocate in the same way. An organisation that nurtures positive work culture, quality communication and training creates a long-term commitment for employees to reciprocate with improved effectiveness at work.  creates an environment that nurtures trust, collaboration and long-term loyalty between employees and organisations. (AJOBI et al., 2025) .The organisational theory by Eisenberger also supports social exchange theory, stating that providing positive resources and perceived organisational support creates an obligation on employees to contribute to organisational success. (Eisenberger and Stinglhamber, 2011) 

While examining communication theories, the Shannon-Weaver model clearly explains the importance of proper transmission of the message through six components for successful communication. These are sender, transmitter, channels, noise, receiver, and destination(Al-Fedaghi,2012). In hospitality, constant communication flow regarding customer requests, operational procedures, policies, etc.,  requires an effective flow of information. The effectiveness depends on the clarity and accuracy of communication, while breakdowns will result in service failures and operational inefficiency.

Various studies have highlighted the role of training in employee effectiveness at work. Hosen et al. examined the correlation between training and employee performance and supported the view that training is essential to foster work performance. The employee develops higher levels of commitment for organisations that adopt various training programmes and career development programmes, which are beneficial for the workforce. This aligns with the Social Exchange Theory. (Hosen et al., 2023) However, the study was focused only on the hospitality industry of one country, and the results cannot be generalised. In another study, Ortega, Gomes, Ribeiro, and Gomes examined the relationship between symmetrical internal communication and individual performance among 237 hotel employees in Portugal through an online survey and revealed that two-way effective communication significantly improves individual performance and loyalty. Further, internal communication indirectly improved organisational identification. The employees who strongly identify themselves as belonging to the organisation show a higher level of motivation to perform better(Ortega et al., 2023). Xu et al.'s study, which adopted a mixed method, conducted qualitative interviews with 9 senior managers and a quantitative survey among  163 UK hospitality employees to study how employee engagement influences individual performance during the pandemic. The results also showed that the new communication method and increased access to training and perceived communication quality have significantly improved employee engagement and performance during the crisis. The post-COVID phase has further highlighted the importance of continued training and effective internal communication to sustain the improvement, and it is noted that the majority of the literature does not consider the combined influence of training and internal operational communication and its combined impact on employee effectiveness. Elshaer and Saad’s study among a total of 880 employees in restaurants and travel agencies added the importance of transparency in internal communication, where they surveyed and identified that leadership and transparent communication have positively enhanced the adaptive performance, fully mediated by employees’ capacity for resilience during the crisis. Transparency in communication can educate employees and help them understand the magnitude of the issue, and encourages proactive performance, reduce misunderstanding, and limit rumours. (Elshaer and Saad, 2022) 
Further, Stamolampros and Dousis ( 2024)used a topic modelling approach to explore the pandemic effects with a sample of N = 733,746 of employee-generated online reviews. Comparing online employee feedback during the pandemic to the pre-pandemic period found that transparent communication, role clarity, and positive work culture have a significant role in employee satisfaction after the pandemic, and employees with a higher perception of organisational support practices maintained a higher level of work effectiveness. The findings support the fact that internal communication and support practices contribute to positive outcomes. (Panagiotis Stamolampros and Dimitrios Dousios, 2023) 


The limitations identified in this study are the lack of research in the area of the combined effect of training and internal operational communication, especially after the COVID-19 pandemic. The hospitality industry is highly dynamic and competitive. After the Pandemic, the customer-facing and dynamic nature of hospitality work demands constant communication, high competence, interdepartmental coordination, productivity, maintaining service standards, and prompt knowledge to meet the evolving customer needs, especially after COVID. The pre-pandemic study findings may not accurately address the current scenario. 
[bookmark: _18xty29163ry]3. Methodology 
[bookmark: _dydsnrnuizea]3.1 Research Philosophy 
The interpretivist research philosophy focuses on understanding the perspectives explained within the existing research. The study does not focus on primary data or testing variables; it focuses on existing literature to understand the internal operational communication and training as well as its impact on employee effectiveness, specifically in the contemporary hospitality business in the UK. The study will attempt to understand the findings of the previous studies and identify common themes and patterns.  Later, it will try to understand the combined effect of training and internal operational communication on employee effectiveness. (Saunders, Lewis and Thornhill, 2023) 


[bookmark: _pcue2akjk0qh]3.2 Research approach 

The research has adopted an inductive approach where themes and patterns emerge from the in-depth analysis of existing literature. The approach allows us to understand the influence of training and internal operational communication and their combined effect on employee effectiveness after the Pandemic phase. The study intends to start with specific data and look for patterns and themes, analyses, and reach the findings. (Creswell and Creswell, 2018) 
[bookmark: _8iaheyil7ani]3.3 Research methodology 


The research has adopted a qualitative research methodology where the study will rely only on published books online or offline, peer-reviewed journals, research papers, industry reports and academic literature related to internal operational communication, training of employees and employee effectiveness. This method is appropriate because the study is exploring the existing knowledge available in the published research studies and books, and reviews the same to generate themes and patterns to conduct thematic coding and analysis. It allows the researcher to understand how internal operational communication and training are influencing employee effectiveness. The study is also exploring the available literature, specifically after the post-pandemic period, to understand how these factors have contributed to employee effectiveness based on the contemporary scenario in the UK hospitality sector  (Creswell and Creswell, 2018) 

[bookmark: _strrlanaje18]3.4 Data collection

The study is focusing on the contemporary hospitality sector, particularly the post-pandemic phase, and a secondary data collection will be conducted through a systematic review of literature published in academic sources such as Google Scholar, Research Gate, Science Direct, MDPI, Scopus, Emerald Insights, and other credible sources. The data and themes will be extracted from the literature supporting the topic under study, and will generate findings and suggestions. 

The study will ensure reliability through systematic selection of sources by ensuring the authenticity and credibility. Only peer-reviewed articles and credible public documents will be used with clear inclusion and exclusion criteria. The validity of the study will be ensured by carefully selected peer-reviewed articles and credible books, research papers, and industry reports, which are directly connected to training, internal operational communication, and employee effectiveness within the hospitality industry, particularly in the post-pandemic period in the UK. This will allow the researcher to examine across various studies to identify themes and patterns to reach a more accurate and clear conclusion. 

[bookmark: _i9gp1wul76q8]3.5 Target population and sampling 

No human participant will be involved. Academic publications will be the sampling unit for the study, and the sampling method adopted is purposive sampling, which allows to intentionally select the sample units based on their relevance to the research question(Tajik, Golzar and Noor, 2024) 

[bookmark: _3tqmx96b1kdz]3.6 Data analysis 

The literature will be analysed through thematic coding and thematic analysis. Thematic analysis is a data analysis method for qualitative data analysis. It begins with a deep examination of literature related to the topic and tries to identify repeated patterns. Then the themes or patterns will be coded and grouped under themes. These codes will be interpreted consistently to find commonalities, similarities or unique information.  The themes and patterns will be extracted from the literature, coded and grouped into different themes. Then a detailed analysis will be undertaken to identify similarities, differences and patterns.  (Creswell and Creswell, 2018) 

[bookmark: _b4tj1rhgwxzy]3.7 Ethical considerations 

The study is based on published literature; no human participants will be involved. The study will use only ethical sources, and academic integrity will be maintained throughout the study. In the Harvard referencing system, clear citations will be used with source acknowledgement. (Creswell and Creswell, 2018)  The study will comply with the university's ethical guidelines for research studies. No ethical risks will be involved. 

[bookmark: _3ccxpur3ll2z]3.8 Limitations

The study is limited to secondary data and does not collect any primary data. Therefore, the authenticity of findings will depend highly on the authenticity of the interpretations of the previous literature considered for the study. The accessibility issue of the literature will also be a consideration, as it might limit the data collection effectively. Time is also a constraint.



















[bookmark: _p3vgrc1wpury]4 Project plan and timeline 


Appendix 1 

	Project timeline
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5

	0
	Task
	Key milestones
	start date
	End date
	June 26-31
	July 1- 6
	July 7-13
	July 14-20
	July 21-26

	
	
	
	26/6/2026
	20/7/2026
	
	
	
	
	

	1
	Topic finalisation
	
	
	
	
	
	
	
	

	
	
	Preparation of research proposal
	26/6/2026
	27/6/2026
	
	
	
	
	

	
	
	Approval of research proposal
	27/6/2026
	31/6/2028
	
	
	
	
	

	2
	Literature search
	
	1/7/2026
	8/7/2026
	
	
	
	
	

	
	
	Literature review
	1/7/2026
	5/7/2026
	
	
	
	
	

	
	
	selection of relevant literature for study
	5/7/2026
	8/7/2026
	
	
	
	
	

	3
	Coding and theme identification
	
	9/7/2026
	14/7/2026
	
	
	
	
	

	
	
	Prepare codes
	9/7/2026
	10/7/2026
	
	
	
	
	

	
	
	Identify themes and patterns
	10/7/2026
	14/7/2026
	
	
	
	
	

	4
	Data analysis
	
	14/7/2026
	17/7/2026
	
	
	
	
	

	
	
	Group data and coding
	14/7/2026
	15/7/2026
	
	
	
	
	

	
	
	Thematic analysis
	15/7/2026
	17/7/2026
	
	
	
	
	

	5
	Findings and discussions
	
	18/7/2026
	19/7/2026
	
	
	
	
	

	
	
	Interpretation of data and write findings
	18/7/2026
	19/7/2026
	
	
	
	
	

	
	Conclusion and recommendation
	
	20/7/2026
	20/7/2026
	
	
	
	
	

	
	
	Write conclusions and recommendations
	21/7/2026
	21/7/2026
	
	
	
	
	

	6
	Research submission
	
	22/7/2026
	22/7/2026
	
	
	
	
	

	
	
	Submit the research
	22/7/2026
	22/7/2026
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