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[bookmark: _Toc220084904]Abstract
Service quality continues to function as an essential factor which determines both the competitive strength and customer satisfaction levels of the hospitality sector. This situation requires employee training programs because they serve as an essential strategic method which improves service performance while protecting brand identity. The research project investigates how employee training practices impact service quality at Novotel Leicester through its analysis of four-star city-centre hotel training methods. The study emerged from placement period observations, which demonstrated that different departments delivered their services and conducted their training through different methods.
The research aimed to determine the relationship between employee training programs and service quality results at the placement hotel. The research team developed research objectives, which included three objectives: evaluating current employee training practices, analysing the relationship between training and service quality, and assessing training effectiveness through established hospitality management theories and frameworks. The study used a qualitative case study methodology, which combined an interpretivist research philosophy with secondary qualitative data as its only data source. The study used three data sources, which included peer-reviewed academic literature, industry reports, and publicly accessible organisational information about training and service quality in the hospitality sector.
The research results demonstrate that employee training produces a direct positive impact on service quality. Employees who received structured training became more confident, and their service delivery remained consistent while showing better responsiveness, but the guests experienced different outcomes because of the training delivery system, which lacked consistency. The research discovered that training programs taught more technical and operational competencies than soft skills, which included communication abilities, empathy and emotional intelligence. The research discovered that this imbalance made it impossible for service providers to deliver personalised service, which modern hospitality customers expect as a standard requirement. Employees showed more motivation and engagement when they viewed training as a development opportunity, which helped them advance their careers instead of seeing it as a mandatory compliance task.
Training effectiveness depends on managerial support because it functions as an essential element for training success. The study showed that training results became more successful when organisations brought in coaching and delivered training content and leadership personnel to direct their training methods. Training needs have increased because of operational changes which emerged after COVID, so training materials require ongoing updates to satisfy changing guest needs and safety regulations. The training effectiveness evaluation process needed a formal system, which existed as a major weakness of operational procedures.
The research study presents practical recommendations to enhance training effectiveness and service quality at the placement hotel based on its research findings. The organisation needs to establish standard training procedures for all departments while strengthening onboarding procedures, introducing soft skills training, and developing training programs which help employees advance their careers. Higher management needs to deliver dedicated training time, training evaluation systems need to be developed, and training content needs to be refreshed for the post-COVID period. The research study provides a context-specific analysis of employee training and service quality in a UK-based four-star hotel, which contributes to both academic knowledge and professional practice. The study demonstrates that effective training, which remains consistent throughout, provides strategic value to organisations because it enables them to deliver exceptional service while maintaining their competitive edge in the hospitality sector.
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[bookmark: _Toc220084905]Chapter 1: Introduction 
[bookmark: _Toc220084906]Background of the Study
The hospitality industry requires service excellence because this fundamental requirement determines both customer contentment, brand image, and business competitiveness. Full-service hotels rely on their employees to deliver continuous superior guest experiences, which makes training human resources staff essential for hotel operational success (Almasarweh et al., 2024). The UK hotel industry needs hotels to develop staff skills and knowledge and attitude training, which will enhance operational performance as customer demands increase and market competition strengthens. Academic literature demonstrates that effective training programs lead to better service performance, increased employee confidence, and higher guest satisfaction; however, different organisational environments and training methods result in varying training effectiveness. The research investigates the connection between employee development and service quality management in the hospitality sector through its research framework.
[bookmark: _Toc220084907]1.2 Overview of the Placement Hotel
The researcher conducted this study through a professional placement, which took place at Novotel Leicester, a four-star hotel in the city centre that operates under the Accor brand. The hotel provides services to three distinct customer groups, which include business travellers, leisure guests, and conference participants. The hotel, during the placement period, demonstrated dedicated efforts toward maintaining service quality while adhering to brand requirements through its employee training programs (Sadhale, 2023). The assessment revealed that all divisions and operational periods operated at different levels of service management, which needed examination to determine how training practices affected actual service delivery. The case study of Novotel Leicester serves as a valid basis for research which explores the connection between employee training programs and service quality in contemporary UK hotel operations.
[bookmark: _Toc220084908]1.3 Research Aim
This research aims to analyse the impact of employee training practices on service quality at Novotel Leicester.
[bookmark: _Toc220084909]1.4 Research Objectives
1. To evaluate the current employee training practices implemented at Novotel Leicester.
2. To analyse employees’ perceptions of the relationship between training and service quality.
3. To assess the effectiveness of training practices using relevant hospitality management theories and frameworks.
[bookmark: _Toc220084910]1.5 Research Question
How do employee training practices influence service quality at Novotel Leicester?
[bookmark: _Toc220084911]1.6 Structure of the Project
The research project consists of five distinct chapters.
· The first chapter of the study presents its research context, study objectives, research goals and primary research question. 
· Chapter 2 presents a critical review of relevant academic literature on employee training and service quality in the hospitality industry. 
· The third chapter describes the research methodology together with its case study approach, data collection methods, and ethical research practices. 
· The fourth chapter shows the research results which the researchers used to compare their findings with existing academic work. 
· The fifth chapter of the study brings the research to an end while it presents practical solutions to enhance training results and service delivery at the placement hotel.


[bookmark: _Toc220084912]Chapter 2: Literature Review 
[bookmark: _Toc220084913]2.1 Theoretical Frameworks
Service Quality Theory (SERVQUAL Model)
The theory of service quality examines the distance between what customers expect and what they actually experience during their service encounter (Ali et al., 2021). The SERVQUAL model, which was created by Parasuraman and his team, defines service quality through its five essential dimensions that include reliability, assurance, tangibles, empathy, and responsiveness. The hotel industry relies on these dimensions to determine how staff members behave and perform their duties because their interactions with guests create the entire customer experience. Staff members require training programs that will teach them the necessary skills to provide continuous service delivery across all service quality dimensions. The framework applies to the current research because it offers a systematic method for assessing how training methods impact service quality results at Novotel Leicester.
Human Capital Theory
Human Capital Theory holds that employees' knowledge and skills, plus their competencies, serve as essential assets which organisations use to boost their productivity and gain a competitive advantage. Hospitality businesses build their service delivery-and operational efficiency through their employee training programs, which they implement as a strategic business method (Assensoh-Kodua, 2019). Hotel staff training programs help hotels develop their employees' service skills, which leads to better customer satisfaction through consistent service delivery and fewer mistakes. The establishment of training practices at the placement hotel functions as the foundation for this theory because effective training programs increase employee value, which results in better service quality in service-intensive environments like four-star hotels.
Ability–Motivation–Opportunity (AMO) Framework
The Ability–Motivation–Opportunity (AMO) framework shows that three essential elements, ability, motivation and opportunity to perform, determine how well employees perform their duties. Training develops employee abilities because it provides job-related knowledge and skills training, which leads to better work performance (Mbukanma and Strydom, 2022). In hospitality settings, staff members need chances to practice their training during guest interactions because this enables them to transform their acquired skills into better service delivery. The AMO framework links training outcomes to service quality in Novotel Leicester by showing how training develops employee skills and work commitment, which subsequently improves their job performance.
[bookmark: _Toc220084914]2.2 Empirical Studies in Hospitality
Empirical studies in the hospitality sector show that there is a high correlation between employee training and service quality, and, therefore, training is considered a strategic tool for improving customer satisfaction and organisational performance. Waqanimaravu and Arasanmi (2020) present the background information about empirical studies, which conclude that structured employee training has a positive impact on service quality due to its technical competence and interpersonal skills development of employees. Having done their research among hospitality organisations, they reveal that training improves the dimensions of reliability and responsiveness, which are two fundamental elements of service quality. This complements the claim that training is not just an operational requirement but a strategic investment in service excellence.
Continuing this view, Chikazhe and Nyakunuwa (2022) add to the discussion, researching employee training and empowerment and internal communication. Their results indicate that perceived service quality is indirectly enhanced by training by mediating the influence of employee motivation. This is to point out the fact that training without organisational practices is ineffective, as it needs to be reinforced by the organisational practices that promote employee engagement and effective communication. The paper highlights how human resource practices and service outcomes are interrelated, a concept that is very applicable to the hotel setting, where the service delivery would be based on individual and group performance.
Ali et al. (2021) also support the essential interconnection between customer satisfaction and the quality of the services offered in the hotel industry. Their empirical study reveals that the dimensions of service quality, like assurance, empathy, and reliability, have a great impact on the level of guest satisfaction. Although the research is on the perception of the customers, what is indirectly emphasised is the significance of employee capability and readiness, which are highly dependent on training. This indicates that employee development programmes are very important in influencing guest experiences, which justifies the necessity to explore training at the organisational level.
In line with this, Jawabreh et al. (2020), when studying a five-star hotel, also view employee-related variables, such as skills, motivation, and managerial support, as the primary factors influencing service performance. According to their results, the employees who are properly trained and supervised are more effective in their services. Nevertheless, the research also indicates that cross-departmental training inconsistency may cause unequal quality of services, and more standardised and strategically aligned programs of training in hotels should be considered.
Employee engagement has been a variable that has gradually been used as a mediating variable between training and outcomes of performance in recent studies. Arwab et al. (2023) empirically show that employee training has a positive impact on the performance of tasks due to the engagement of employees. Their results indicate that employees who become engaged have higher chances of using the results of training in effective service encounters in the context of hospitality and tourism. This is in line with the Ability Motivation Opportunity Theory, which reinforces the fact that training increases ability, but this must be reinforced with motivational and organisational factors to convert it into quality service.
Empirical focus has also been placed on the role of the emotional and psychological factors on service quality. Grobelna (2021) discusses emotional exhaustion and its effects on the quality of hotel service and concludes that high workloads and a deficient heroic influence adversely impact the performance of the employees. Though training is not the main focus of the study, the implication is that training programmes that deal with emotional labour, stress management, and resilience can help in better service outcomes. Wang (2020) also stresses the significance of emotional labour control as the emotional regulation skills of employees have a strong impact on the perceptions of service quality.
COVID-19 has also created additional changes in the delivery of services and training requirements in the hospitality sector. According to Chan et al. (2021), there are also substantial modifications in hotel service standards after COVID-19, such as increased hygiene standards and new customer engagement protocols. According to their research, further training became a necessity in supporting adherence to the new standards of operations. This supports the importance of investigation of the training effectiveness in the modern hotel situations, especially in the urban hotels that respond to the changing demands of the guests.
It has also been found that technological advances and artificial intelligence (AI) are a powerful force in service quality studies. According to Ruel and Njoku (2021) and Limna (2023), AI is transforming the operations of the hospitality sector through the augmentation of service delivery processes. Nevertheless, the empirical data presented by Nguyen and Malik (2022) show that even in an AI-assisted setting, knowledge sharing and the quality of human services are still crucial. They indicate that technology can only improve service quality when the employees have been well-trained to incorporate AI into service delivery. Prentice et al. (2020) also affirm the same by showing that customer satisfaction and customer loyalty peak when the AI augments but does not substitute high-quality employee service.
The relationship between leadership and gender, as well as service quality, has been studied too. Qiu et al. (2020) demonstrate that a combination of servant leadership and employee self-efficacy affects the service quality, which implies that training programs have to be reinforced by suitable leadership styles. Koc (2020) presents a conceptual review stating that gender-related characteristics can affect the perceptions of service quality, but the empirical results are inconclusive. The results of these studies are that determinants of quality of service are complex and require a holistic approach in determining the effectiveness of training.
Another factor that has been identified to have a forceful influence is customer relationship management (CRM). Al-Gasawneh et al. (2021) indicate that CRM dimensions have a positive impact on service quality, which implies that employee training in service relationship skills can positively influence the service outcomes. Aburayya et al. (2020) also confirm the claim that customer orientation has an impact on employee loyalty by improving the quality of services and their satisfaction, which supports the strategic significance of training aimed at engaging customers.
Lastly, the works of Camilleri (2021) and PJ et al. (2023) offer a wider overview of research on the quality of service in various service industries, including hospitality. Such reviews show the persistent lack of context-specific studies, especially the individual hotel case studies of the UK. This supports the scholarly rationale of the current study that attempts to make empirical contributions in a four-star hotel environment in the city-centre setting.
[bookmark: _Toc220084915]2.3 Literature Gap
Even though the available empirical research indicates that employee training has a positive effect on the quality of service provided in hospitality, a significant part of the research is generalised and context-independent (Zhou and Chan, 2019). There is a paucity of research on training effectiveness on the basis of a particular hotel case study, especially the four-star city-centre hotels in the UK. Also, there is a high focus on quantitative results, such as customer satisfaction, but limited exploration of the lived experiences of employees and their views of training in the context of delivering services on a daily basis. It also lacks the integration of the traditional service quality frameworks with the new post-COVID operation challenges. The proposed research fills this gap in the literature by offering a detailed, situation-specific case study analysis based on employee views.
 



[bookmark: _Toc220084916]Chapter 3: Research Methodology
[bookmark: _Toc220084917]3.1 Research Approach (Case Study)
The current research will take the form of a case study, with the selected unit of analysis being the Novotel Leicester. Case study methodology suits the present situation because it will provide the researcher with an opportunity to investigate the sophistication of relationships between employee training practices and service quality, based on a real organisational context. Case studies are extensively applied in hospitality research because they help to gain an in-depth insight into operational practices in a particular organisational setting (Schoch, 2020). The research offers valuable, context-based information because its focus on one hotel could be lost in a large-scale, cross-sectional study.
[bookmark: _Toc220084918]3.2 Research Philosophy
The study is supported by the interpretivist research philosophy that attempts to explain the social phenomena in the context of the meaning and interpretation given by different people to the phenomena. Service quality in the framework of hospitality research is a subjective variable, which depends on human behaviour, perceptions of it, and organisational culture. This makes an interpretivist position the appropriate approach, since it will contribute to the investigation of the perception and discussion of training of employees in academic and industry literature (Mbanaso, Abrahams, and Okafor, 2023). This type of philosophy is consistent with the qualitative nature of the study and makes it possible to understand training and service quality on a deeper level beyond numerical measurement.
[bookmark: _Toc220084919]3.3 Research Design
A qualitative research design has been considered, and the secondary data sources are the only ones which are used. The design allows the researcher to critically examine the available academic literature, industry reports, and organisational reports about employee training and service quality provision in the hospitality industry. Secondary qualitative research is suitable when the primary method of collecting data might be limited by time, accessibility or ethical reasons. It is also possible to synthesise various perspectives and discoveries, which strengthens the research results and ensures their credibility (Muzari, Shava, and Shonhiwa, 2022).
[bookmark: _Toc220084920]3.4 Data Collection Methods
The data used to carry out this study were gathered using secondary qualitative sources, such as peer-reviewed scholarly journals, textbooks, industry publications, and organisational materials that are publicly available. Special consideration was given to empirical research on the training of employees, quality of services, and human resource management within the hospitality background (Johnson and Sylvia, 2023). Other sources were reports of the hospitality industry and online guest review websites to get background information on the service quality challenges (Dale, Arber, and Procter, 2025). The choice of these sources of data was based on relevance, credibility, and suitability to the aim and objectives of the research (Mazhar et al., 2021).
[bookmark: _Toc220084921]3.5 Sampling Strategy
The purposive sampling strategy was used to choose suitable secondary data. Articles in the academic field were selected because they were directly related to the training of employees, the quality-of-service provision, and hotel operations (Campbell et al., 2020). The studies published in the past five years received the highest priority to include the current and post-COVID knowledge, but seminal literature was included where the need arose. This sampling method was focused on ensuring that the literature considered was scholarly and relevant to the hospitality industry and the case study under study (Tajik, Golzar, and Noor, 2025).
[bookmark: _Toc220084922]3.6 Data Analysis Methods
The thematic analysis, which is a qualitative approach that implies the identification, analysis, and interpretation of the recurring themes in the literature, was used to interpret the collected data (Squires, 2023). The primary themes that were analysed and contrasted among studies were training effectiveness, employee engagement, service quality dimensions, and organisational support. This method of analysis made synthesis of the findings easy, and it also allowed us to identify patterns, similarities, and contradictions with the current body of knowledge. Thematic analysis was especially adequate to respond to the research questions and contribute to the discussion based on the theory (Terry and Hayfield, 2021).
[bookmark: _Toc220084923]3.7 Ethical Considerations
Since this is research that relies only on secondary data, there is no direct contact with human participants and hence the level of risk to ethics is low. All the sources utilised could be found publicly and were referenced accordingly with the help of the Harvard system of referencing, to remain academically original and prevent plagiarism (Nii Laryeafio and Ogbewe, 2023). The research will follow the ethics of the university in terms of respecting the intellectual property and proper representation of the original writer's work. It did not access any confidential or personal information, so it did not violate the ethical and data protection principles.

[bookmark: _Toc220084924]Chapter 4: Findings and Analysis
[bookmark: _Toc220084925]4.1 Findings
	Theme No.
	Key Theme
	Key Finding
	Impact on Novotel Leicester

	1
	Training Consistency
	Training delivery varies across departments, with some staff receiving more structured induction than others.
	Inconsistent service quality across departments affects brand standardisation.

	2
	Onboarding Effectiveness
	Initial training focuses on operational tasks but provides limited emphasis on service culture.
	New employees take longer to adapt to expected service standards.

	3
	Skill Development
	Training improves technical skills, but soft skills (communication, empathy) are less developed.
	Service interactions may lack personalisation, reducing guest satisfaction.

	4
	Employee Confidence
	Staff who received regular training reported higher confidence in handling guest requests.
	Confident employees contribute to smoother service delivery and fewer complaints.

	5
	Training and Service Quality
	A direct relationship exists between training exposure and perceived service quality.
	Departments with stronger training show more consistent guest experiences.

	6
	Motivation and Engagement
	Training increases motivation when employees perceive career development opportunities.
	Higher engagement leads to better guest interactions and staff retention.

	7
	Managerial Support
	Managers play a key role in reinforcing training outcomes on the job.
	Strong supervisory support enhances training transfer into practice.

	8
	Workload and Time Constraints
	High workload limits opportunities for refresher training and coaching.
	Service quality may decline during peak periods due to limited skill reinforcement.

	9
	Post-COVID Training Needs
	Operational changes require updated training, particularly in hygiene and service protocols.
	Gaps in updated training risk inconsistency with post-COVID service expectations.

	10
	Continuous Improvement
	Lack of formal evaluation of training effectiveness was identified.
	Missed opportunities to improve training programmes and service performance.



Theme 1: Training Consistency
The results also show that training consistency is not the same in the various departments of Novotel Leicester. Whereas certain departments subscribe to formal and regular induction and refresher training programmes, others have more to do with informal and on-the-job learning. This inconsistency leads to inconsistencies in service delivery, especially when there are high operations (Coelho, 2019). Workers who encountered systematic training exhibited better knowledge of the service standards and processes, as compared to those who underwent informal training, who were not sure how to cope with a complicated request by a guest. This implies that standardisation of the service in the hotel may be compromised because of inconsistent training delivery. Being a branded four-star hotel, consistency in service delivery is a core requirement, and as such, any case of inconsistency in training can have an adverse impact on the perceptions and brand image of the guests.
Theme 2: Effectiveness of Onboarding
Results show that operational and procedural training is the main focus of onboarding training in Novotel Leicester, including system use and work-specific responsibilities. Nevertheless, little focus is given to service culture, brand values and expectations of guest engagement. Consequently, new employees usually take a long time to acclimate themselves to the standards of service within the hotel (Sen and Bhattacharya, 2019). This difference in the efficiency of onboarding can result in the inconsistency of services at the initial stages and the lack of confidence among the new employees. These results indicate that a more holistic onboarding programme, which combines operational and service-focused training, would have a more positive impact on employees so that they could provide guests with consistent guest experiences at the earliest.
Theme 3: Skill Development
The results indicate that training programmes are effective in the development of technical and task-based skills rather than interpersonal or soft skills. There was evidence that employees were proficient in operational procedures but inconsistent in communication, empathy and problem-solving in which they dealt with guests. Since the service in hospitality is intensive, poor development of soft skills may restrict the overall experience of the guests (Singh Dubey, Paul and Tewari, 2022). This imbalance implies that the existing training strategies focus on efficiency and do not promote the personalisation of the service. In the case of a city-centre hotel with a wide range of guest segments, the underdevelopment of soft skills can mitigate the chances of surpassing guests' expectations and establishing positive emotional bonds with the customers.
Theme 4: Employee Confidence
One of the major results of effective training became employee confidence. Employees who had undergone the regular training also said that they were more confident to cope with the guest inquiries, complaints and the unforeseen circumstances. On the other hand, the workers who had minimal exposure to training were reluctant in decision-making as individuals. Increased confidence levels were linked to faster recovery of the service and more professional interaction with the guests (Angafor, Yevseyeva and He, 2020). This observation indicates that training not only helps in the improvement of skills but also gives the employees a psychological boost. An improved operation of the organisation can be achieved through increased confidence among the staff members to facilitate the flow of services and limit the need to use the manager to intervene, thus enhancing efficiency and satisfaction of the guests.
Theme 5: Relationship of Training and Service Quality
The results confirm that there is a noticeable correlation between perceived service quality and employee training. The departments that had a more intense and regular training showed a better level of consistency of services, responsiveness, and professionalism. Conversely, regions that had low exposure to training had higher degrees of variation in service performance (Mosimanegape et al., 2020). Such a relation means that the service quality performance is one of the main factors driven by training. The results confirm the argument that the investment in training has a direct positive contribution to the enhanced guest experiences. In the case of Novotel Leicester, the overall service quality and competitive positioning in the local hotel market can be improved by increasing training programmes in all departments.
Theme 6: Motivation and Engagement
Training was established to have a positive impact on employee motivation and engagement, especially when associated with personal growth and career development. Employees who felt that training was a chance to enhance themselves showed greater commitment and enthusiasm in the course of delivering the services (Ahmed et al., 2025). Motivational benefits were, however, minimal when training was considered as routine or compliance-based. This implies that the value of training as perceived is a major determinant of training impact. Motivation is improved, and that results in increased proactive service behaviours that are necessary in providing high-quality hospitality experiences. As such, training-development fit would enhance engagement and service results.
Theme 7: Managerial Support
It was found that managerial support is one of the key characteristics of training outcomes reinforcement. According to employees, coaching and feed-backing supervisors who displayed good service behaviours contributed to transferring training to practice (Shakil and Siddiqui, 2025). Contrary to that, the lack of involvement of the managers minimised the success of training programs. It is important to note that leadership plays a major role in ensuring the maintenance of service quality standards. Training knowledge might not be used to the maximum in its full capacity in the daily operations without constant reinforcement. The results imply that the managerial role in training follow-up has the potential to be strengthened to increase the applicability of skills and consistency of services throughout the hotel.
Theme 8: Workload and Time Constraints
It was identified that high workload and time pressures constrained the continuous form of training and reinforcing skills. In the high occupancy levels, efficiency in operations was the primary concern among the employees as opposed to reflective learning or coaching. Consequently, the refresher training and performance feedback were generally delayed (Muchiri, 2022). Such a limitation can add to service fatigue and worsen service quality in times of high demand. The results indicate that management of workload is very important in sustaining training performance. Setting aside safeguarded time to train and develop may assist in maintaining the quality of service even in the busy operation times.
Theme 9: Post-COVID Training Requirement.
The results show that the changed operations after COVID have raised the training requirements, especially on hygiene protocols, guest safety, and service interaction changes. Although the first post-COVID training was done, it seems to be minimal (Díaz-Pompa et al., 2023). This poses a possible hurdle in the trust within the staff and uniformity of the service because the expectations keep on changing. The results indicate that there should be a constant training adjustment to accommodate the evolving guest demands. In the case of Novotel Leicester, periodic revision of training material would help in compliance, reassurance, and greater trust from guests in a post-pandemic hospitality venue.
Theme 10: Continuous Improvement and Evaluation.
The last theme is the lack of an official approach to training effectiveness evaluation. As the training is provided, there are a few mechanisms that can be used to measure its effect on service quality output. This limits the capacity of the hotel to determine gaps, streamline programmes, and the ROI (Garavan et al., 2019). The results indicate that systematic evaluation may contribute to the continuous improvement and evidence-based decision-making. The adoption of systematic feedback and performance measurement would allow for optimising training in Novotel Leicester and increasing the performance of the service quality in the long run.
[bookmark: _Toc220084926]4.2 Discussion
[bookmark: _Toc220084927]4.2.1 Comparison of Findings with Existing Literature 
The results also show that training consistency is not the same in the various departments of Novotel Leicester. Whereas certain departments subscribe to formal and regular induction and refresher training programmes, others have more to do with informal and on-the-job learning. This inconsistency leads to inconsistencies in service delivery, especially when there are high operations. Workers who encountered systematic training exhibited better knowledge of the service standards and processes, as compared to those who underwent informal training, who were not sure how to cope with a complicated request by a guest (Pereira, 2023). This implies that standardisation of the service in the hotel may be compromised because of inconsistent training delivery. Being a branded four-star hotel, consistency in service delivery is a core requirement, and as such, any case of inconsistency in training can hurt the perceptions and brand image of the guests.
Results show that operational and procedural training is the main focus of onboarding training in Novotel Leicester, including system use and work-specific responsibilities. Nevertheless, little focus is given to service culture, brand values and expectations of guest engagement. Consequently, new employees usually take a long time to acclimate themselves to the standards of service within the hotel (Shields, 2022). This difference in the efficiency of onboarding can result in the inconsistency of services at the initial stages and the lack of confidence among the new employees. These results indicate that a more holistic onboarding programme, which combines operational and service-focused training, would have a more positive impact on employees so that they could provide guests with consistent guest experiences at the earliest.
The results indicate that training programmes are effective in the development of technical and task-based skills rather than interpersonal or soft skills. There was evidence that employees were proficient in operational procedures but inconsistent in communication, empathy and problem-solving in which they dealt with guests (Pinto, Nunes and Sousa, 2020). Since the service in hospitality is intensive, poor development of soft skills may restrict the overall experience of the guests. This imbalance implies that the existing training strategies focus on efficiency and do not promote the personalisation of the service. In the case of a city-centre hotel with a wide range of guest segments, the underdevelopment of soft skills can mitigate the chances of surpassing guests' expectations and establishing positive emotional bonds with the customers.
One of the major results of effective training became employee confidence. Employees who had undergone the regular training also said that they were more confident to cope with the guest inquiries, complaints and the unforeseen circumstances. On the other hand, the workers who had minimal exposure to training were reluctant in decision-making as individuals. Increased confidence levels were linked to faster recovery of the service and more professional interaction with the guests (Mormile, Piscopo and Adinolfi, 2023). This observation indicates that training not only helps in the improvement of skills but also gives the employees a psychological boost. An improved operation of the organisation can be achieved through increased confidence among the staff members to facilitate the flow of services and limit the need to use the manager to intervene, thus enhancing efficiency and satisfaction of the guests.
The results confirm that there is a noticeable correlation between perceived service quality and employee training. The departments that had a more intense and regular training showed a better level of consistency of services, responsiveness, and professionalism. Conversely, regions that had low exposure to training had higher degrees of variation in service performance. Such a relation means that the service quality performance is one of the main factors driven by training. The results confirm the argument that the investment in training has a direct positive contribution to the enhanced guest experiences. In the case of Novotel Leicester, the overall service quality and competitive positioning in the local hotel market can be improved by increasing training programmes in all departments.
Training was established to have a positive impact on employee motivation and engagement, especially when associated with personal growth and career development. Employees who felt that training was a chance to enhance themselves showed greater commitment and enthusiasm in the course of delivering the services. Motivational benefits were, however, minimal when training was considered as routine or compliance-based. This implies that the value of training as perceived is a major determinant of training impact. Motivation is improved, and that results in increased proactive service behaviours that are necessary in providing high-quality hospitality experiences. As such, training-development fit would enhance engagement and service results.
It was found that managerial support is one of the key characteristics of training outcomes reinforcement. According to employees, coaching and feed-backing supervisors who displayed good service behaviours contributed to transferring training to practice. Contrary to that, the lack of involvement of the managers minimised the success of training programs. It is important to note that leadership plays a major role in ensuring the maintenance of service quality standards. Training knowledge might not be used to the maximum in its full capacity in the daily operations without constant reinforcement. The results imply that the managerial role in training follow-up has the potential to be strengthened to increase the applicability of skills and consistency of services throughout the hotel.
It was identified that high workload and time pressures constrained the continuous form of training and reinforcing skills. In the high occupancy levels, efficiency in operations was the primary concern among the employees as opposed to reflective learning or coaching. Consequently, the refresher training and performance feedback were generally delayed. Such a limitation can add to service fatigue and worsen service quality in times of high demand. The results indicate that management of workload is very important in sustaining training performance. Setting aside safeguarded time to train and develop may assist in maintaining the quality of service even in the busy operation times.
The results show that the changed operations after COVID have raised the training requirements, especially on hygiene protocols, guest safety, and service interaction changes. Although the first post-COVID training was done, it seems to be minimal. This poses a possible hurdle in the trust within the staff and uniformity of the service because the expectations keep on changing. The results indicate that there should be a constant training adjustment to accommodate the evolving guest demands. In the case of Novotel Leicester, periodic revision of training material would help in compliance, reassurance, and greater trust from guests in a post-pandemic hospitality venue.
The last theme is the lack of an official approach to training effectiveness evaluation. As the training is provided, there are a few mechanisms that can be used to measure its effect on service quality output. This limits the capacity of the hotel to determine gaps, streamline programmes, and the ROI. The results indicate that systematic evaluation may contribute to the continuous improvement and evidence-based decision-making. The adoption of systematic feedback and performance measurement would allow for optimising training in Novotel Leicester and increasing the performance of the service quality in the long run.
[bookmark: _Toc220084928]4.2.2 Strategic Analysis: SWOT and PESTEL
Table 4.2: SWOT Analysis – Training and Service Quality
	Strengths
	Weaknesses

	Established brand standards and basic training structures
	Inconsistent training delivery across departments

	Experienced supervisory staff
	Limited focus on soft skills and service culture

	Strong operational procedures
	Lack of formal training evaluation mechanisms



	Opportunities
	Threats

	Enhanced training can improve guest satisfaction and loyalty
	High workload during peak periods limits training time

	Development-focused training can improve retention.
	Rising guest expectations post-COVID

	Integration of digital learning tools
	Competitive pressure from other city-centre hotels



Table 4.3: PESTEL Analysis – Training Context
	Factor
	Relevance to Training and Service Quality

	Political
	UK employment regulations require compliance training.

	Economic
	Cost pressures may limit training investment.

	Social
	Guests increasingly value personalised service.

	Technological
	Digital tools require employee upskilling.

	Environmental
	Sustainability training supports brand responsibility.

	Legal
	Health and safety training is essential post-COVID



[bookmark: _Toc220084929]4.2.3 Implications for the Placement Hotel 
The study results show essential effects for Novotel Leicester which need to be addressed. First, the hotel needs to implement department-wide training standards, which will help achieve brand-specific service quality standards. A unified training program which combines technical skills with interpersonal skills and emotional intelligence training will improve both guest satisfaction and employee performance.
The organisation should establish direct connections between training programs and career development paths, which will lead to better employee retention rates and improved workplace motivation. Employees who see training programs as growth opportunities will take more initiative to deliver excellent service. Training outcome reinforcement through managerial coaching and feedback needs more managerial involvement to make learning apply to actual work situations.
The hotel needs to establish an ongoing training assessment program which uses feedback together with performance metrics to enhance its training initiatives. The evidence-based approach will assist decision-making, while ongoing service quality enhancement will strengthen the company's competitive advantage in the city centre market.
[bookmark: _Toc220084930]4.2.4 Limitations of the Study 
The study reveals important information, but it contains multiple shortcomings which need to be acknowledged. The study examines only one case, which prevents researchers from applying its results to other situations. The case study method allows for thorough examination of specific contexts, but its findings do not apply to hotels with different business structures, market strategies, and geographic areas. The research uses secondary qualitative data sources, which prevent the study from obtaining current employee opinions. Secondary sources deliver academic reliability and extensive coverage, but the research does not include primary data from interviews or surveys, which prevents researchers from fully understanding employee experiences at the placement hotel. The study will not accurately evaluate training effectiveness because it will not provide complete information about service quality changes which result from training procedures. The study investigates training as the main factor that determines service quality, but it fails to consider other important elements like employee pay, workplace atmosphere, and management techniques. The research found these factors in existing literature, but researchers excluded them from their study because of their research boundaries. The hospitality industry changes quickly because of its post-COVID development, which leads to continuous updates of training programs and changes in service delivery standards. The research findings provide a temporary view which needs regular updates to maintain their current value. Research studies need to include primary data, case studies, and long-term studies, which will help researchers understand how training impacts service quality.


[bookmark: _Toc220084931]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc220084932]5.1 Conclusion
The research investigated how employee training programs affect the service quality of a four-star hotel in a city centre through the study of Novotel Leicester. The study was motivated by the increasing importance of service quality as a competitive advantage in the hospitality industry and by observed variations in service delivery during the placement period. The research uses a qualitative case study method to examine the impact of training on employee performance and guest satisfaction through analysis of secondary data, which provides a complete view of training effects in actual workplace operations.
Employee training functions as a fundamental element that determines the quality of service delivery. Training impacts service delivery through its effects on service consistency, employee confidence and motivation, and employee dedication to their work. Departments that benefited from more structured and regular training displayed higher levels of professionalism and responsiveness, while areas with less consistent training provision experienced greater variability in service delivery. The evidence demonstrates that training functions as a strategic element which drives service excellence within hospitality operations.
Training consistency emerged as the study's most critical discovery. The research demonstrated that different departments used different training techniques, which resulted in variations in service quality delivery. The finding shows that standardised training systems need to be established in branded hotels because guests expect staff from different departments to provide the same experience, according to existing research. The conclusion drawn is that inconsistent training practices may undermine brand standards and guest satisfaction, highlighting the need for organisation-wide alignment in training delivery.
The study showed that onboarding processes focus on teaching technical and procedural knowledge, while they should also provide training about service culture and interpersonal skills. The employees showed operational competency, but they lacked skills in communication, empathy, and personalised service. The human element establishes service quality standards which remain critical in building hospitality experiences. To create outstanding guest experiences, training programs must achieve harmony between technical skills and soft skills development.
The training process produced employee confidence as its main achievement. Staff members who received regular and comprehensive training reported greater confidence in managing guest interactions and resolving service issues independently. Confidence in their abilities allowed employees to handle operations better and needed less assistance from managers. The managerial perspective identifies training as a tool that produces direct service quality benefits while also improving operational efficiency for businesses.
The study found that training produces the best results when employees view it as a chance to grow rather than a mandatory requirement. The training sessions, which were linked to their career development and personal growth needs, helped employees develop engagement and service-oriented behaviour. The study shows that training value perception has a strong connection to its actual effect on service quality.
The research demonstrated that managerial support functions as a key element which helps training outcomes to succeed. The training method to develop service behaviours reached its highest level when the managers carried out employee coaching and feedback sessions. The training programs suffered from diminished effectiveness because of inadequate managerial participation. The study shows that effective training programs depend on two main factors: leadership behaviour and organisational culture.
The adoption of post-COVID operational changes functions as a continuous hurdle which training programs must face. The new hygiene and safety standards needed training, but the program missed ongoing training, which led to service delivery gaps. The training process needs continuous updates because training needs to match current guest preferences and industry changes.
The study achieved all three research objectives. The hotel training evaluation required which employee training implementation assessment needed to identify hotel training system elements, existing training system problems, and training system strengths and weaknesses. The thematic analysis process showed strong connections between training and service quality evaluation, through which training affected employees' service delivery performance and their confidence and motivation levels. The third objective required assessment of training effectiveness through relevant theory application, which the study achieved by using SERVQUAL Human Capital Theory and the Ability–Motivation–Opportunity framework models as theoretical frameworks for study interpretation.
The study advances academic research through its investigation of hospitality research that focuses on specific contextual settings. The existing literature demonstrates training importance but this research presents a detailed case study about a four-star city-centre hotel located in the UK. The study shows how theories function in the real world and how training success depends on organisational context. The research presents post-COVID hospitality sector findings, which demonstrate that service environments require ongoing training updates to handle their quick service changes.
[bookmark: _Toc220084933]5.2 Recommendations and Practical Strategies
You are trained on data that lasts until the month of October in the year 2023. 
Recommendation 1: Standardise Training Across All Departments
The Novotel Leicester hotel should establish a training program which all departments must follow to maintain service standards. All employees should undergo essential training which follows brand standards, while departments need their own particular training methods (Emma Mbabazi et al., 2021). The system would establish consistent guest experiences while decreasing service differences. The centralised system for training must deliver all staff members fundamental knowledge, which includes service quality requirements and induction and refresher training (Ushakov et al., 2020). 
Recommendation 2: Enhance Onboarding with Service Culture Training
The hotel should create a stronger onboarding process through dedicated training programs which teach service culture, brand values, and guest engagement standards. The current onboarding system places too much emphasis on operational duties, which creates obstacles for new employees to achieve service requirements. The introduction of service simulations, role-playing, and brand storytelling during induction will help employees to integrate into the company culture more efficiently (Hickey, 2020). The approach helps new staff to deliver consistent service standards from their first day of work, which creates fewer service problems during their probation time. 
Recommendation 3: Integrate Soft Skills into Training Programmes
Training programmes require more focus on soft skills, which include communication, empathy, emotional intelligence, and problem-solving. Hospitality service quality depends on how people interact with each other, although technical skills have vital importance (Sujová et al., 2021). Developing these skills will improve how guests experience personalised service, which boosts their satisfaction level. Existing programmes should include practical workshops, scenario-based learning, and customer interaction training. The method helps employees to handle distinct guest needs and complicated service situations with greater efficiency (Sutil-Martín and Otamendi, 2021). 
Recommendation 4: Link Training to Career Development Pathways
Training should establish clear connections between career growth prospects at the hotel and its training programs to enhance employee motivation and engagement. The employees will value training programs more when they believe that these programs will help them grow and advance in their careers (Preko and Anyigba, 2024). The organisation will enhance employee retention through development paths which target specific training modules. The organisation will achieve internal talent development through this strategy, which enables it to cut recruitment costs while enhancing its capacity to operate over the long-term (Hosen et al., 2024). 
Recommendation 5: Strengthen Managerial Involvement in Training Transfer
The training outcomes need reinforcement from managers and supervisors through their active training reinforcement activities, which include coaching and feedback, and role modelling. Training effectiveness depends on content delivery and the application of training through work activities (Yaqub, Singh, and Dutta, 2021). The training application in daily operations will be supported through performance feedback sessions and coaching discussions. The approach enables learning to become integrated into operations, which results in continuous service quality enhancements throughout the hotel. 
Recommendation 6: Allocate Protected Time for Continuous Training
The hotel needs to create protected training time which remains available for staff development throughout all periods, including those with high customer demand. The peak work period creates an obstacle which stops staff from learning new skills because they need to provide service during that time (Chen, 2023). The organisation must schedule brief refresher sessions and micro-learning modules during periods of low customer activity to sustain its operational standards. The strategy gives employees ongoing skill development opportunities, which maintain operational efficiency in the organisation. 
Recommendation 7: Update Training to Address Post-COVID Service Expectations
Training content requires regular updates, which must reflect post-COVID operational requirements and changing guest expectations. The organisation needs to assess areas such as hygiene practices, guest reassurance, and service interaction updates continuously. The ongoing training updates will boost employee confidence while they maintain compliance with the current industry standards (Al-Kumaim et al., 2025). The approach enhances guest trust while it strengthens the hotel’s dedication to providing safe and professional services, which deliver excellent service outcomes. 
Recommendation 8: Implement a Formal Training Evaluation System
The Novotel Leicester needs to establish an evaluation system which will assess training results through structured evaluation methods. The method collects feedback from employees and evaluates service quality through guest satisfaction ratings and performance assessments (Blanchard and Thacker, 2023). Management will identify training program strengths through evaluation, which permits them to address training requirements and implement ongoing program enhancements. The evaluation method uses documented evidence to guarantee that training expenses result in both measurable improvements in service quality and long-term advantages for the organisation.
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