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Abstract 
Vocational skills in the hospitality industry refer to the specialized skills and knowledge that individuals acquire through a hands-on approach to training Employee vocational skills and guest satisfaction are correlated. In the hospitality industry, an employee's vocational skills are important to support and meet guests' expectations. Holiday Inn Derby Riverlights is a UK-based hotel that focuses on significant employee skills, comfort as well as convenience to achieve guest expectations. The research aims to analyse the importance of vocational skills in meeting guest expectations. The scope of the study lies in contributing knowledge and conducting further research. Previous literature supports the employee's vocational skills required for guest expectations met at the same time vocational skills development is essential. In terms of vocational skills development for meeting guest experiences, strategic practices need to be taken into consideration. Concerning and meeting guest satisfaction is of utmost importance for hospitality companies. Employing vocational skills helps in meeting guest satisfaction. The three-Factor Theory supports the importance of vocational skills in meeting guest satisfaction. The case study method helps to address the different cases of Holiday Inn Derby Riverlights. The name of Holiday Inn Derby-Riverlights relates to a reputed hotel company and brand. The location of Holiday Inn Derby-Riverlights is favourable for this company. The Holiday Inn Derby Riverlights is a prominent hotel without any branches. SWOT highlighted this hotel poses certain strengths, but weaknesses, and threats could hamper its operations. UK political, legal, and economic factors could hinder this hotel's operations. Holiday Inn Derby Riverlights employees play a significant role in providing guests with services to meet their expectations, however, limited parking facilities, pool facilities, pet policy charges, and limited employees are hindering the guest services. 
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[bookmark: _Toc167205647]1. Introduction
[bookmark: _gkk0vpmzjqqa][bookmark: _Toc167205648]1.1 Background and Context
[bookmark: _b3j552ah9h38][bookmark: _Toc167205649]1.1.1 Background and Context
Guest expectations are the subject of concern in the hospitality industry. In the dynamic business landscape, guest needs are evolving, addressing those allowed to meet guest experience. Employee knowledge and skill development in the hospitality industry are significantly important to meet guest expectations. Employees with effective knowledge and skill development are ensured to provide exceptional services that allow them to drive organizational productivity and performance (Vujić et al. 2019). In the hospitality industry, an employee's vocational skills are important to support and meet guests' expectations. Vocational skills in the hospitality industry, employee achieved through specialized training that enhances employee capabilities to address the needs of guests and deliver exceptional service to guests’ satisfaction (Utari et al. 2021). 
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[bookmark: _Toc167205620]Figure 1: Key vocational skills for meeting guest satisfaction 
(Source: Influenced by Utari et al. 2021)
Vocational skills in the hospitality industry refer to the specialized skills and knowledge that individuals acquire through a hands-on approach to training (Hassan and Shamsudin, 2019). Vocational proficiency of employees or staff by addressing guest expectations drives the reputation and success of organizations. In this context, this research by specifically focusing on vocational skills' importance in guest expectations aims to achieve a correlation between these two and vocational skills on the performance driving organizational performance. 
[bookmark: _lat22sfvxura][bookmark: _Toc167205650]1.1.2 Rationale
The research is centred around hotel placement research projects and getting placement in hotel vocational skills acquiring and implementing are required for addressing guest expectations. Therefore, professional field and learning interest matched prompts to conduct this research to highlight one of the important factors in the hospitality industry.
[bookmark: _3kcckhaex3ez][bookmark: _Toc167205651]1.1.3 Significance
The significance of this study lies in contributing knowledge on the subject phenomenon and developing objectives that address the subject phenomenon. However, this research within the context of the hospitality industry and guest expectations meeting through employee acquiring vocational skills is highly relevant and significant. 
[bookmark: _1havhb72df10][bookmark: _Toc167205652]1.2 Aim and Objectives
[bookmark: _ur4z2x4dua9l][bookmark: _Toc167205653]1.2.1 Aim
The research aims to analyse the importance of vocational skills in meeting guest expectations.
[bookmark: _8rjeqcx1wq79][bookmark: _Toc167205654]1.2.2 Objectives 
· To assess the correlation between vocational skills and guest expectations within the hospitality industry.
· To explore strategic practices to improve vocational skill development for meeting guest experiences.
· To recognize the impact of meeting guest satisfaction on the performance of a company.
[bookmark: _3mbln6ufgoqi][bookmark: _Toc167205655]1.3 Research Questions
· Is there any correlation between vocational skills and guest expectations?
· How do important vocational skills meet guest expectations?
· What are the strategic practices to improve vocational skill development for meeting guest experiences?
· What can be the impact of meeting guest satisfaction on the performance of an organization?
[bookmark: _dcsdw5hqxmr][bookmark: _Toc167205656]1.4 Placement Hotel Overview
Holiday Inn Derby-Riverlights is a UK-based hotel and an IHG Hotel that focuses on significant authenticity as well as convenience (Ihg.com, 2024). This hotel is located at Morledge, Derby DE1 2AY. Facilities that this hotel provides include suite bedrooms, a bar and restaurant, free WiFi, a mini-gym, versatile meeting rooms, discounted parking at Derbion’s Basement Car Park, and others (Ihg.com, 2024). 
[bookmark: _fk23c0ce8n5p][bookmark: _Toc167205657]1.5 Research Structure and Scope 
[bookmark: _58bg7pynlydt][bookmark: _Toc167205658]1.5.1 Scope
The scope of the study lies in contributing knowledge, conducting further research, understanding the correlation between vocational skills and guest expectations, and managerial implication on focus on staff vocational skills to achieve organizational performance by meeting guest expectations. 
[bookmark: _typujifejw6z][bookmark: _Toc167205659]1.5.2 Structure
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[bookmark: _Toc167205621]Figure 2: Structure of the research 
(Source: Self-developed)
This research firstly will be done in a structured way. Firstly, a research subject phenomenon with research objectives as well as aims is introduced. After that, previous studies will be reviewed and synthesized on the subject phenomenon. The method of accumulating data and analysing that will be discussed. A case study focusing on the placement of hotel companies will be developed. After that, findings will be highlighted with a theme based on the topic with an alignment of the placement hotel company and conclusions will be drawn with summing up discussion and recommendations. 

[bookmark: _z9qu8w2229nh][bookmark: _Toc167205660]2. Literature Review
[bookmark: _8jtipm3wyw8z][bookmark: _Toc167205661]2.1 Previous Studies 
[bookmark: _mazirh4jpouc][bookmark: _Toc167205662]2.1.1 Importance of vocational skills on guest expectations and its correlation
In the hospitality industry vocational skills play an essential role as employee vocation enures guest satisfaction as these skills enable the employee to meet guest extermination. As per the observation of Faraj et al. (2021), vocational skills are job-specific competencies and specialized knowledge as well as abilities that individuals acquire with the assistance of training. In hospitality sectors, guest expectations are diverse, and employee sets of vocational skills help to address diverse experiences. Vocational skills by enabling staff for the hospitality industry to provide exceptional customer service, prepare delicious meals, maintain etiquette with room and food service, detail guest preferences, maintain hygiene standards, manage food safety, handle unexpected situations, maintain cleanliness, organize rooms efficiently, manage events, achieve language proficiency, and understand cultural awareness, and other that directly allow meeting guest expectations (Quinn et al. 2019). Therefore, the set of vocational skills that staff acquire during training allows them to meet guest expectations and this suggests the importance of vocational skills in the hospitality industry in meeting guest expectations. As per the statement by Weber et al. (2019), correlations exist in vocational skills and guest expectations as employees having vocational skills, they acquire through training could meet guest needs and ineffective skills limit them to addressing effective guest expectations. 
[bookmark: _rdu8cyctf90f][bookmark: _Toc167205663]2.1.2 Strategic practices to improve vocational skill development.
In terms of vocational skills development for meeting guest experiences, strategic practices need to be taken into consideration. One of the practices is a regular training program focused on customer service, problem-solving, communication, and technical skills (Teng, 2019). Another practice for vocational skills development for meeting guest expectations is to acquire cross-training in terms of broadening the employee skill set to accommodate guest needs efficiently (Hyasat et al. 2022). Mentorship is considered one of the strategic practices to improve professional skills as through mentorship, employees can get guidance on best practices for meeting guest experiences (Ali et al. 2021). The feedback mechanism, on the other hand, is considered one of the practices to improve vocational skill development, as by getting feedback from guests, staff can identify areas for improvement which assist in further meeting guest expectations effectively (Solnet et al. 2019). Technology training for staff to effectively use management systems for seamless services and adaptability training in terms of handling unexpected situations are considered strategic practices that improve locational skills in terms of meeting waste expectations (Waqanimaravu and Arasanmi, 2020). Lastly, practices to improve professional skill development should focus on customer service excellence. 
[bookmark: _7x4q2sgjlt00][bookmark: _Toc167205664]2.1.3 Key areas of vocational training that significantly influence guest satisfaction in hotels.
Vocational training programs facilitate acquiring the required skills for services. As pointed out by Roque and Ramos (2019), in terms of guest satisfaction in hotels, vocational training in front office operations influences case satisfaction as the training of a skilled employee regarding check-in/out procedures, reservation systems, and welcoming demeanour. In contrast, Alexakis and Jiang (2019) stated, that non-verbal and verbal communication with effective listening capabilities ensures effective interaction with guests regarding their requirements, ensures cultural sensitivity, and assists in conveying information authentically, therefore communication vocational training significantly influences guest satisfaction. In the hospitality sector, guests seek high-standard rooms with cleanliness, vocational training focuses on housekeeping standards for effective room preparations, attention to detail, hygiene, and cleanliness to ensure staff effective high-quality services that influence guest satisfaction in hotels (Tanković et al. 2021). As per the observation of Marneros et al. (2020), guest satisfaction in hotels can be achieved with effective accommodation and food services, and etiquette in this regard is significantly important. Therefore, vocational training of employees on a room presentation with a personal touch, food preparation and presentation, and serving etiquette significantly influence guest satisfaction as this allows them to meet guest expectations. Vocational training includes problem-solving skills and training on problem-solving allows staff to make decisions quickly by solving problems that could occur anytime in services, therefore, this enhances guest satisfaction (Chang and Busser, 2020). Apart from all of these, vocational training on health and safety protocols and technical skills influences the guest experience. 
[bookmark: _8ga0ymqp5xcb][bookmark: _Toc167205665]2.1.4 Key vocational skills that help to meet guest expectations. 
The employees or staff in the hospital industry are required to acquire a set of vocational skills in terms of meeting effectively guest expectations. Firstly, hospitality staff are required to provide exceptional services to guests based on their requirements, and in this regard, they need to show professionalism and personal grooming in providing services to ensure a pleasant experience (Johnson et al. 2019). This means that a professional provides customer services by undertaking their requirement one of the key vocational skills that help to meet guest expectations. As stated by Gibbs and Slevitch (2019), communication is a key vocational skill that is significant for hospitality sector employees. Coherent and compressive communication with active listening and the ability to convey information accurately assist employees in understanding effective guest requirements and in conveying information authentically for better guest services to meet guest expectations. In contrast, Kravariti et al. (2019) stated, that problem-solving assists employees in resolving issues quickly which ensures handling diverse guest service expectations with quick thinking to satisfy them. Detailing is considered one of the vocational skills that help to meet guest expectations by detailing all aspects of service and all needs of guests (Manoharan et al. 2021). In the hospitality industry, employees need to accomplish various tasks, multitasking capabilities allow them to handle multiple tasks to meet guests' expectations (Giousmpasoglou and Marinakou, 2021). Collaborative teamwork and adaptability are vocational skills that hospitality staff require in terms of effectively working with the team to facilitate seamless services to the guest and adjust quickly to changing situations to accommodate guest preferences, both of these skills ensure staff meets guest expectations (Johnson et al. 2019). Technical proficiency and cultural awareness through emotional intelligence are required vocational skills that ensure address for guest expectations as emotional intelligence allows staff to respect diverse cultures and understand their requirements at the same time technology proficiency allows to provide better seamless services (Heimerl et al. 2021)
[bookmark: _17jlhs3do4p][bookmark: _Toc167205666]2.2.5 Impact of meeting guest satisfaction on the company's performances 
Guests are the key external stakeholders of hospitality companies who are responsible for driving profitability. Concerning and meeting guest satisfaction is of utmost importance for hospitality companies. As per the observation of Baum (2019), guest expectations meeting boosts guest satisfaction levels which positively impacts the performance of the company as satisfied guests are likely to become repeat visitors, which not only increases the company's performance but drives increased revenue. The author further stated if a company with ineffective services is not able to provide satisfaction to the customer it can leave a negative impact that could harm a company’s reputation as well as financial performance. In contrast, Bello et al. (2019) stated, that significant interrelationships exist in providing guest satisfaction in hospitality companies and improving the company’s performance. This relationship exists as high levels of guest satisfaction led to higher employee morale and improved service quality as well as company performance, and high levels of guest satisfaction led company's better financial performance. In a dynamic and changing business landscape, the hostility sector takes various strategies to meet guest satisfaction and refine their services as per guest preferences to stay competitive in the market and drive performance higher (Mouzaek et al. 2021).
[bookmark: _8eacsmvsxj5x][bookmark: _Toc167205667]2.2 Theoretical Underpinning 
Three-Factor Theory 
[image: ]
[bookmark: _Toc167205622]Figure 3: Three-Factor Theory 
(Source: Mokhtar and Sjahruddin, 2019)
The Three-Factor Theory suggests three factors of engagement that include basic factors, performance factors, and excitement factors. In this regard, these factors of question engagement can be achieved in meeting guest expectations through essential services, value-added services, and unexpected delights. Effective acquisition of vocational skills, therefore allowed employees to address all of these factors of guest engagement. 
[bookmark: _i42zizki8a7b][bookmark: _Toc167205668]2.3 Literature Gaps
Previous studies in the subject phenomena have gaps that created gaps in this study. Hyasat et al. (2022); Faraj et al. (2021); and Solnet et al. (2019), studies have thoroughly discussed vocational skills and guest expectations, although fail to establish a correlation between these two. Hyasat et al. (2022); Johnson et al. (2019); and Kravariti et al. (2021), studies have discussed vocational skills’ importance in guest satisfaction, however, failed to highlight its overall impact and ways to improve vocational skills. On the other hand, Giousmpasoglou and Marinakou (2021); and Solnet et al (2019) studies have discussed key vocational skills for guest expectation addressing but failed to discuss how each of the skills in real-time practices is applicable to meet guest expectations. 
[bookmark: _h434cxxp7u98]

[bookmark: _lojt1ptj4od][bookmark: _Toc167205669]3. Research Methodology
[bookmark: _tcgdctz57u83]This study has been conducted with qualitative data which has been accumulated through secondary sources. The approach of the data and data collection of this study is secondary qualitative data collection. As per the statement of Akinyode and Khan (2018), qualitative data provide in-depth insight into phenomena that facilitate in-depth examination and an effective understanding. Secondary data collection can be done by accumulating data related to the subject phenomena from a wide range of databases that include articles, journals, documentation, industry reports, and others (Ruggiano and Perry, 2019). Therefore, focus on secondary qualitative data significantly facilitates the accumulation of data on the subject phenomena through secondary resources in which the data provide in-depth insight into phenomena. 
Considering this methodological aspect, this research takes into consideration case study methodical techniques and thematic analysis methodical techniques. As per the observation of Hancock et al. (2021), in research, the case study method significantly focuses on different cases of individuals, organizations, and communities, and based on those cases in-depth examination can be done in terms of understating the phenomenon. The author further stated that the case study method is the part of qualitative research approach and that examining data can be accumulated through primary and secondary sources. This research has taken into consideration secondary sources including journals industry reports, and documentation that accumulate data on the Holiday Inn Derby-Riverlights turnover, staffing, number of branches, locations, international business environment, external business environment, and competitors. In addition, to accumulate data for case study analysis on this company, the company website, Google Scholar, Scopus, and other articles from the internet have been taken into consideration. The benefits of the case study methodological techniques within the secondary qualitative approach are that the case study method provides an in-depth analysis of the subject phenomenon, uncovers details of through analysis cases on the phenomenon, assists in understanding the phenomenon from multiple angles by uncovering different cases, and facilitate finding with enrich in-depth examination (Rashid et al. 2019). On the other hand, the limitations of the case study method include not providing numerical data, lack of generalizability as cases are focused on specific instances, influence biases on the case by injecting personal opinions, difficulty in replication for context-specific focuses, and limited resources hinder findings of cases (Gioia, 2021). 
Thematic methodical techniques have been taken into consideration in this research in terms of analysis of data within the reflective observation of data and developing themes to address the research question and critically analyze Holiday Inn Derby-Riverlights. In terms of the thematic analysis data has been collated from Google Scholar, Scopus, and internet websites. As per the observation of Mehraliyev et al. (2022), thematic analysts by looking at data critically develop themes that critically and in-depth analyse subjective phenomena and it is suitable for qualitative data. The benefits of the theme methodical technique include generating deep insights and accommodating diverse perspectives at the same time limitations of this technique include the absence of a standardized procedure and data subjective focus (Braun and Clarke, 2022). Research ethical considerations by acknowledging information sources, maintaining the credibility of information, and not harming values have been mated in this research. 
[bookmark: _lknw8j6x5hrz]

[bookmark: _w6x7pahz9y0q][bookmark: _Toc167205670]4. Case Study Discussion
[bookmark: _vcon1al47q5v][bookmark: _Toc167205671]4.1 Descriptive information on Holiday Inn Derby-Riverlights 
[bookmark: _q7zkqpq9zjys][bookmark: _Toc167205672]4.1.1 Background of Holiday Inn Derby-Riverlights
The Holiday Inn Derby-Riverlights is a UK-paste modern Hotel that is situated in the heart of Derby (Ihg.com, 2024). This hotel operates under IHG Hotels, which is a worldwide reputed and recognized hotel corporation. Within, IHG hotels, Holiday Inn, is one of the significant hotel brands in Holiday Inn Derby-Riverlights offers. The name of Holiday Inn Derby-Riverlights is connected with a reputed hotel company and brand (Expedia.co.in, 2024). Holiday Inn Derby-Riverlights offers business and leisure travellers a wide range of services concerning comfort and convenience. This hotel's services include en suite bedrooms, a bar and restaurant, a mini-gym, and versatile meeting rooms (Travelweekly.com, 2024). By operating under IHG hotels, this company implements eco-friendly practices within its business operations. The employees of this hotel are skilled in meeting guest expectations with authentic services.
[image: ]
[bookmark: _Toc167205623]Figure 4: Holiday Inn Derby-Riverlights 
(Source: Ihg.com, 2024)
The location of Holiday Inn Derby-Riverlights is favourable for this company and with the assistance of authentic services and central location, the hotel has accessed a strong customer base.

 
[image: ]
[bookmark: _Toc167205624]Figure 5: The brand value of Holiday Inn
(Source: Kunst, 2023)
The above figure highlights the hotel brand values in which this hotel operates. This brand value positively influences this hotel’s performance.
[bookmark: _d23b5tkikqtu][bookmark: _Toc167205673]4.1.2 Location and geographical description/culture context
The Holiday Inn Derby-Riverlights is located at Morledge, Derby DE1 2AY, in the UK. The location in which this company operates Derby, a city in the East Midlands of England, which is considered a place for industries (Tripadvisor.in, 2024). Operating in the central city assists this hotel in accessing Derby’s business and cultural sites, as well as, a strong customer base. 
 [image: ]
[bookmark: _Toc167205625]Figure 6: Location of Holiday Inn Derby-Riverlights 
(Source: Google.com, 2024)
Considering the cultural perspective, Derby represents a mixture of traditional British charm with modern aspects (Fleur et al. 2018). This culture influences the operation of this hotel.
[bookmark: _h7v8rmcebmok][bookmark: _Toc167205674]4.1.3 Turnover
The Holiday Inn Derby-Riverlights does not explicitly reveal its revenue separately because it operates under IHG hotels and specifically the Holiday Inn brand. As per the observation of Ibeh et al. (2024), when a company operates under a large corporation, consideration of corporation revenue allows one to evaluate the financial health of the company. However, IHG hotels worldwide have significant revenue which is 2.16 billion U.S. dollars in 2023, in the UK (Statista.com, 2024b). 
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[bookmark: _Toc167205626]Figure 7: IHG revenue in the UK 
(Source: Statista.com, 2024b)
As this hotel operates under Holiday Inn hotel brands which operate under IHG hotels, therefore, financial revenue performance of Holiday Inn helps to understand this hotel's contribution as well. 
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[bookmark: _Toc167205627]Figure 8: IHG and its hotel brands’ revenue worldwide 
(Source: Statista.com, 2024a)
Based on the above figure, it can be stated that, in 2023 worldwide, the Holiday Inn hotel brand under IHG will generate 6.0 billion U.S. dollars in revenue (Statista.com, 2024a). This strong revenue demonstrates this hotel’s strong financial health. 
[bookmark: _s28xwl4e96su][bookmark: _Toc167205675]4.1.4 Branches 
The Holiday Inn Derby-Riverlights is a prominent hotel without any branches that operate (Ihg.com, 2024). However, it is significant to note, that this hotel is the branch of Holiday Inn which significantly operates under the IHG hotel chain. Holiday Inn Derby-Riverlights Hotel is part of the multinational corporation IHG. 
[bookmark: _ov2gtcux1fyo][bookmark: _Toc167205676]4.2 Key analysis of Holiday Inn Derby-Riverlights 
[bookmark: _cp98ha5mfzuz][bookmark: _Toc167205677]4.2.1 SWOT
[bookmark: _devgn31yubjr]4.2.1.1 Strengths
As per the observation of Liu et al. (2020), the strengths of a company assist in capitalizing on opportunities. The strengths of Holiday Inn Derby-Riverlights lie in having a recognizable logo, central location, comprehensive amenities, brand recognition, customer service, being a part of IHG Group, and having strong financial health. 
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[bookmark: _Toc167205628]Figure 9: Holiday Inn Derby-Riverlights reviews
(Source: Expedia.co.in, 2024)
As per the notion of Akbari et al. (2021), a hotel by operating under a large corporation can get strengthened brand recognition. In this regard, this hotel by operating under the brand of Holiday Inn, which is part of the large corporation IGH, ensures not only financial health and capabilities for investing and innovation but ensure benefits from the strong brand recognition as trust associated with Holiday Inn and ensure efficient management. Holiday Inn Derby-Riverlights logo H for Holiday widely recognizable with quality of services and trust that lies the strength of this hotel ensuring a strong customer base. 
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[bookmark: _Toc167205629]Figure 10: Holiday Inn Derby-Riverlights strengths for popular amenities 
(Source: Expedia.co.in, 2024)
As per the observation of Elsharnouby and Elbanna (2021), hotel performance can be strengthened with the assistance of strong customer service. This hotel by having skilled employees significantly ensures exceptional customer service which is reflected in its Tripadvisor rating of 4.0 (Tripadvisor.in, 2024). The location at Derby city centre facilitates this hotel in getting a strong customer base and allows easy access to transportation and local attractions for offering guests. This hotel has comprehensive amenities including en suite bedrooms, a mini-gym, a bar and restaurant, and versatile meeting rooms able to manage a wide range of guest needs.
[bookmark: _jrknzerrrb4m]4.2.1.2 Weaknesses
As per the notion of Mykola et al. (2020) in the UK, the hotel company market is significantly competitive and dynamic. This competitive business landscape creates weakness for this hotel as stiff competition from other hotels faces. Limited product and service offerings are one of the weaknesses of a company. Ineffective product differentiation limits this hotel’s competitiveness. Holiday Inn Derby-Riverlights offers limited parking facilities for the guests which negatively influences its services. 
[bookmark: _o1yg5zqxmsui]4.2.1.3 Opportunities 
As the hotel operates under a large corporation, its market expansion lies in its opportunities (Mayer, 2021). Holiday Inn Derby-Riverlights has significant financial health that they could use to invest in technologies and others for improving business outcomes. Collaboration with local businesses is another opportunity for this hotel. Apart from this, this hotel can utilize its central location and amenities in targeted marketing campaigns.
[bookmark: _urw0otad4fwc]4.2.1.4 Threats 
As stated by Ramirez (2024), hotel services due to the technological and customer preferences shift, remain uncertain. Changes in the local economy and changes in the UK inflation rate, tax rates, and GDP created fluctuations in the economy which led to threats for this hotel. Intensive competitors create threats to this hotel.
[bookmark: _mmza7d8epgwx][bookmark: _Toc167205678]4.2.2 PESTLE 
[bookmark: _xyc6v8602iqf][bookmark: _8gimv95f1x4w]4.2.2.1 Political factors 
Holiday Inn Derby-Riverlights by operating in the UK can face favourable and unfavourable political factors. COVID-19 and Brexit influenced political factors and have changed government regulations as well as policies in the UK (Gupta et al. 2023). In the UK, changing government policies along with continuous changes in government regulations due to different political situations, the hotel industry was significantly affected as they were required to address government regulations for smooth operations (Voegeli, 2021). Holiday Inn Derby-Riverlights business, therefore, is significantly and unfavourably affected by UK changing government regulations, Brexit that is affecting labour supply and operational costs for Holiday Inn Derby-Riverlights, and Derby's local government policies. However, the UK's comparatively stable political situation favourably affects this hotel business. 
[bookmark: _kkoaps19ijtq]4.2.2.2 Economic factors
Economic factors are the main external factors that define business profitability and growth. External factors including inflation, tax rate, GDP, and other influences on the business economy determine economic conditions. In the UK, economic growth with a basic tax rate of 20%, an inflation rate of 2.5%, and GDP growth of 0.3%, in 2024 can be observed (Ons.gov.uk, 2024a; Ons.gov.uk, 2024b). Moderate inflation rate influences the growth of hotel companies however low GDP and high inflation impact the business. Compared to 2023 the GDP growth of the UK significantly declined at the same time inflation also declined, this highlights the economic fluctuations in the UK affected business. Holiday Inn Derby-Riverlights business was significantly affected by this economic fluctuation in the UK.
[bookmark: _ri9bvkczmb5k]4.2.2.3 Social factors 
Considering the demography of the UK on Derby, or another tourist, significant customer preference changes can be observed. However, these changes affect this hotel negatively. Travel trends significantly focus on eco-tourism (Darvishmotevali et al. 2020). This trend positively or negatively impacts the hotel business. The significantly good average income of individuals and households along with the high employment rate in the UK, opens the scope for the hotel industry due to the customer's high spending power. Among a wide population of 67.2 million few income disparities affect business negatively (Knoema.com, 2023).
[bookmark: _nzwmtlqwbcxu]4.2.2.4 Technological factors 
Holiday Inn Derby-Riverlights as part of a hotel, requires an investment and capitalization of advanced technologies to compete with the market with effective innovation. The UK being a technologically advanced country, offers favourable opportunities for the business to adapt technologies for better business outcomes (Khalil et al. 2022). Technologies for this hotel business could help to provide guests with a seamless experience with management and operational consistency and efficiency and could improve its online presence through an online booking system and active social media engagement. This hotel with the assistance of advanced technologies can invest in smart room technology to enhance guest experience. However, technological adaptation for this hotel business led to significant changes and shifts that could hamper the business along with cybercrime ageing guest data.
[bookmark: _1sr63ymdwrgr]4.2.2.5 Legal factors
Legal adherence is essential for businesses operating in the UK. This hotel is subject to adhere to the Employment Rights Act 1996, Equality Act 2010, Data Protection Act 2018, and other health and safety regulations to ensure a significantly effective well-being of guests and staff (Legislation.gov.uk, 2020). It is important to note, that legal adherence ensures long-term business sustainability without complications. 
[bookmark: _gdwduc320q08]4.2.2.6 Environmental factors 
Environmental factors in the UK significantly focus on sustainability concerns (Centobelli et al. 2018). Sustainability ensures business long-term operations and being a hotel company, this hotel is subject to practice sustainability in their business operations for the environment. Sustainability practices for the environment significantly focus on waste management, carbon emissions, and energy-efficient systems (Dey et al. 2022).
[bookmark: _l7pyzvtzy2nk][bookmark: _Toc167205679]4.2.3 Competitor Analysis (Price vs Quality)
[bookmark: _bdlf76u91g25]4.2.3.1 Brand reputation and positioning 
A strong Holiday Inn brand creates this company's brand reputation. Brand reputation and positioning are significantly interlinked as an effective brand reputation ensures strong and competitive positioning (Expedia.co.in, 2024). On the other hand, The Holiday Inn Derby-Riverlights is an IHG property, IHG's strong brand reputation and positioning determined this hotel's significant position within the UK and recognized brand reputation (Expedia.co.in, 2024). The Holiday Inn Derby River highlights that its brand reputation focuses on comfort and convenience for guests.
[bookmark: _ioauctvumyti]4.2.3.2 Target audience 
As per the statement of Yoong and Lian (2019), the target audience significantly matters for business growth by determining customer segments as well as achieving potential customers. Business and leisure travellers are the main and prominent target audience of this hotel. Targeting the audience is considered a significant market strategy. For this hotel, target customers, and business travellers appreciate the central location along with authentic rooms and free Wi-Fi. On the other hand, leisure travellers appreciate the location of this hotel along with its food, gym, mini-gym, and bar offerings (Expedia.co.in, 2024).
[bookmark: _unnxq9a88ov6]4.2.3.3 Location and reach of hotels
[image: ]
[bookmark: _Toc167205630]Figure 11: Location Exploration 
(Source: Expedia.co.in, 2024)
Holiday Inn Derby-Riverlights location is significantly adventurous for the hotel as it is located at Derby which is the centre of the city (Tripadvisor.in, 2024). This location facilitates hotels in accessing transportation for customers easily and other services as well. The airport and train station from the Holiday Inn Derby-Riverlights location are within easy walking distance (Tripadvisor.in, 2024). However, this hotel is a prominent one and does not have any branches, but it operates under the Holiday Inn of IGH. 
[bookmark: _8io9k7ev2o56]4.2.3.4 Pricing and value 
Holiday Inn Derby-Riverlights hotel pricing significantly focuses on its service demand and values as well as competitive pricing. As per the statement of Taleizadeh and Sadeghi (2019), competitive pricing significantly allows a product price setting based on competitors setting prices on a similar product, this assists competitiveness. However, this hotel offers discounted parking and convenient transport options. Providing executive rooms with additional perks within reasonable pricing contributes to customer appeal and creates value (Travelweekly.com, 2024).






[bookmark: _8xzuv5kiek08]

[bookmark: _s5sd2vdlhdaz][bookmark: _Toc167205680]5. Theme/ Findings
[bookmark: _z043x3nrumsi][bookmark: _Toc167205681]5.1 Holiday Inn Derby-Riverlights Hotel focuses on employee vocational skills development. 
Vocational skills are the set of required skills that employees achieve with the assistance of certain specialized training that focuses on skills and knowledge acquisition (Phuong and Tran, 2020). Employees working in the hotel industry or in a hotel require vocational skills in terms of managing guests in the hotel, addressing their requirements, and showing work efficiency. The Holiday Inn Derby Riverlights hotel significantly focuses on employee vocational skills are that is the main factors of employee work delivery and guest expectation meeting. This hotel provides specialized training to its employees regarding guest problem-solving, room and food authentic decoration, room presentation, guest check-in, and check-out process, productive guest interaction, and other soft skills requested for work (Ihg.com, 2024). This hotel significantly accommodates its guests and provides employee training for vocational skills development. In terms of retention, Holiday Inn Derby Riverlights, hotel significantly focuses on employee-acquired vocational skills and degrees. 
Many interns also worked with Holiday Inn Derby Riverlights hotel and in terms working through acquired vocational skills from the hotel through and through practical work (Ihg.com, 2024). In addition, by focusing on employee vocational skills during retention the hotel intends to acquire suitable talent who can efficiently meet guest satisfaction and expectations with valuable service excellence. On the other hand, by providing interns the opportunity to acquire vocational skills this hotel intends to drive with reputation. As per the statement of Mnyakin (2023), a company by produces vocational skills drives the organization productively. Vocation skills in hotel management focus on soft and hard skills development. However, this company in terms of providing vocational skills to the employees faces significant issues due to time constraints and limited faculties. 
[bookmark: _dealyth6fvzx]As Holiday Inn Derby Riverlights has a limited number of employees, therefore, constantly maintaining customer demand and developing vocational skills by managing time become challenging for this company (Ihg.com, 2024). On the other hand, Holiday Inn Derby Riverlights has limited resources in terms of assistance to employees to develop vocational skills (Ihg.com, 2024). Therefore, for this case, it is significantly important to focus on resources and manage time for upskilling employee skills that could help the company to better approach guests by addressing their expectations with these exceptional services. 
[bookmark: _ypsq8s42h3s1][bookmark: _Toc167205682]5.2 Holiday Inn Derby-Riverlights Hotel guest satisfaction and hotel performance 
Guest satisfaction in hotels is significantly driven by different aspects including services and locations (Quinn and Buzzetto-Hollywood, 2019). In terms of services, an employee is the responsible person. Employees by providing authentic and convenient service can drive guest satisfaction which could improve Hotel performance (Horton, 2021). In this regard, Holiday Inn Derby Riverlights, by having skilled employee ensure guest satisfaction which is evident in the service rates given by the guests. On the other hand, this hotel employee approach to comfort and convenience with service excellence drives customer satisfaction with performance improvement. As per the statement of Al-Ababneh et al. (2018), customer satisfaction is significantly interconnected with organizational performance. 
An organization by providing customer satisfaction can significantly drive better preferences and reputation. Holiday Inn Derby Riverlights is an authentic place as it is located in the heart of Derby city centre, significantly able to attract guests (Ihg.com, 2024). As per the notion of Hyasat et al. (2022), in terms of the hotel, the effective location of the hotel not only offers facilities and services including transportation and others, but at the same time improves guest satisfaction along with customer base which directly improves hotel recognition and performance. In this regard, this hotel by having an effective palace able to attract customers with accessible services that help the hotel to provide guest satisfaction which improves their performance. The hotel’s central location allows easy exploration of nearby attractions. However, limited employee numbers and issues in parking facilities for Holiday Inn Derby Riverlights significant limits in achieving guest satisfaction (Weber et al. 2020). 
As pointed out by Roque and Ramos (2019), in providing effective services to guests, hotel companies require a balanced number of employees. However, this company needs to focus on employee numbers and should hire to balance employee numbers with guest demand. In addition, Holiday Inn Derby Riverlights should provide parking facilities to the guests in terms of significant driving guest satisfaction which will boost their performance level. However, it is significantly important to highlight, that being a hotel it is essential to provide authentic accommodation and amenities to the guests, and exceptional services in this allow hotel to achieve guest staycation. In this regard, Holiday Inn Derby Riverlights provides comfort and convinces services in terms of accommodation and amenities by providing En suite bedrooms, a bar, a restaurant, a mini-gym, versatile meeting rooms, free Wi-Fi, room service, and conference facilities with a full dinner menu and the famous breakfast buffet. However, the review of this hotel highlighted it provides guest satisfaction (Johnson et al. 2019).
[bookmark: _3p2hwkb5p185][bookmark: _Toc167205683]5.3 Holiday Inn Derby-Riverlights Hotel employee role in meeting guest expectation 
As per the observation of Phuong and Tran (2020), the role of employees in meeting satisfaction is hotel and essential. Employees from reservation to check out and taking feedback from after services play an essential role. Employee services and their approaches towards customers, and their addressing of guest requirements with detailed attention allowed them to meet guest expectations (Lam et al. 2022). However, in terms of meeting guest expectations, employees significantly require a set of skills and knowledge. 
Considering Holiday Inn Derby Riverlights, these hotel employees are responsible for attentive services, reservations, room preparation with a personal touch, overall management, guest interaction, bar and restaurant engagement for guests, and operation factors (Marneros et al. 2020). Therefore, by providing services, in the mentioned aspect, employees play a prominent role in meeting guest satisfaction at Holiday Inn Derby Riverlights. Staff members in this hotel are responsible for cultivating a welcoming and friendly environment with the accommodations employees need. Receptionists within this hotel ensure seamless check-in as well as check-out experiences and accommodate special requests (Ihg.com, 2024). The room maintains staff by providing their personal touches in preparing the room with effective attention to detail ensuring a positive stay experience, and maintaining cleanliness and comfort in meeting guest expectations. The breakfast staff creates a safe and welcoming environment along with preparing food in the restaurant with etiquette in tis hotel. On the other hand, hotel managers address guest concerns and ensure their comfort with effective management (Expedia.co.in, 2024). Therefore, these showcase that each of the employees contributes to guest satisfaction and works with an aim to meet guest expectations. 
[bookmark: _d3bxa7yyvtam][bookmark: _Toc167205684]5.4 Holiday Inn Derby-Riverlights limitation in guest service for driving guest satisfaction. 
Holiday Inn Derby Riverlight's limited parking facilities, pool facilities, pet policy charges, and limited employees are hindering the guest services that potentially impact this hotel's services in meeting guest satisfaction. As per the statement of Mnyakin (2023), in the hotel offering pool and parking facilities is mandatory as some guests for relaxation look for a pool and some guests for parking look for parking facilities. Therefore, this hotel should invest in these two should include them in their feature for smooth guest service to drive guest satisfaction. On the other hand, Holiday Inn Derby Riverlights charges of £20 fee per pet per night creating guest dissatisfaction (Expedia.co.in, 2024). The hotel should allow per without any charge and should focus on hiring skilled employees to balance employee numbers with guest services. 

[bookmark: _dz3jxrrkkjfi][bookmark: _Toc167205685]6. Conclusions and Recommendations
[bookmark: _ahnhsi4r6kze][bookmark: _Toc167205686]6.1 Conclusions 
· Employee vocational skills and guest satisfaction are correlated.
· In the hospitality industry, an employee's vocational skills are important to support and meet guests' expectations.
· Holiday Inn Derby-Riverlights is a UK-based hotel and an IHG Hotel that focuses on significant comfort as well as convenience to achieve guest expectations.
· Previous literature supports the employee's vocational skills required for guest expectations met at the same time vocational skills development is essential.
· Guests are the key external stakeholders of hospitality companies, and their expectations meetings allow companies to achieve guest satisfaction that drives their performances.
· The case study method helps to address the different cases of Holiday Inn Derby-Riverlights.
· The location of Holiday Inn Derby-Riverlights is favourable for this company.
· The Holiday Inn Derby-Riverlights does not explicitly reveal its revenue separately because it operates under IHG hotels.
· The Holiday Inn Derby-Riverlights is a prominent hotel without any branches.
· SWOT highlighted this hotel poses certain strengths, but weaknesses, and threats could hamper its operations. 
· UK political, legal, and economic factors could hinder this hotel's operations. 
· A strong Holiday Inn brand creates this company's brand reputation.
· Holiday Inn Derby-Riverlights hotel pricing significantly focuses on its service demand and values as well as competitive pricing.
· Holiday Inn Derby-Riverlights employees play a significant role in providing guests with services to meet their expectations. 
· Holiday Inn Derby-Riverlight's limited parking facilities, pool facilities, pet policy charges, and limited employees are hindering the guest services that potentially impact this hotel's services in meeting guest satisfaction.
[bookmark: _p4o8t1on78ma][bookmark: _Toc167205687]6.2 Strengths and Limitations 
Strengths and limitations have been posed by this research. Strengths of the studies include contributing knowledge on the subject phenomenon, conducting a thorough secondary data collection of research with a case methodology strategy, and addressing all of the research objectives through study findings. On the other hand, limitations of this study include a lack of numerical values in data, limited scope of discussion, lack of providing first-hand information from primary research, time constraints, and limited access to studies on the subject phenomenon. 
[bookmark: _epxy37pdfeak][bookmark: _Toc167205688]6.3 Recommendations 
[bookmark: _60q8m4y5s142][bookmark: _Toc167205689]6.3.1 Recommendations on ways to improve vocational skills for meeting guest expectations to achieve professional development.
Vocational skills for staff in the hospitality industry can be improved with continuous learning and practising the most important skills including communication skills, problem-solving skills, multitasking skills, customer service skills, adaptability skills, technical skills, cultural competence, emotional intelligence skills, and other field-related skills. As stated by Teng (2019), staying updated with the latest trends in the industry is important for continuous learning. Therefore, in this regard, vocational skills can be improved by staying updated with the latest industry trends and enhancing knowledge and skills of mentioned skills to improve vocational skills for meeting guest expectations. 
As per the statement of Baum (2019), customer feedback is significantly important for vocational skills improvement in the hospitality industry. Considering customer feedback to understand their needs and expectations assists in addressing better their expectations at the same time in meeting expectations staff could face issues that allow them to recognize areas of improvement in vocational skills. Effective development of a customer-centric mindset with the help of emotional intelligence allows to provide guests with personalized service which facilitates meeting guest expectations, and this development will facilitate vocational skills improvement. As per the statement of Bello et al. (2019), each factor that contributes to a guest’s satisfaction needs to be taken into consideration through detailing skills that suggest better guest expectations meeting and learning detailing skills could improve staff vocational skills. Professionalism high maintenance and adherence are the keys to vocational skills improvement which allow better gestures and approaches to meet guests and allow integrity to meet guest expectations. Resilience helps staff manage stress and demanding situations allowing productivity and improving vocational skills for meeting guest expectations. 
As per the notion of Belias et al. (2019), mentoring is essential for staff from experienced professionals who enhance vocational skills to meet guest expectations within the hospitality industry. Therefore, these are the areas in which focus is required to improve vocational skills for meeting guest expectations to achieve professional development.
[bookmark: _1imhwicnij65][bookmark: _Toc167205690]6.3.2 Recommendations for future study 
The present research by significantly contributing knowledge opens the scope for conducting further research in which this research will contribute knowledge and guidance. Future research can be done in suggested areas. 
· Assess the direct relationship between the mastery of vocational skills and guest satisfaction (Chandra and Putra, 2021).
· Evaluate key areas of vocational training that influence guest satisfaction in hotels.
· Analyse key vocational skills that help to meet guest expectations within the hospitality industry.
· Explore the evolution of vocational skill requirements in meeting changing guest expectations over time.
· Role of technological advancements and socio-cultural shifts in changing vocational skill requirements in meeting changing guest expectations in different sectors in the hospitality industry (Olya et al. 2021).
· Role of vocational training programs for hospitality staff in meeting expectations of guests.
[bookmark: _fem3d9bu7n26]

[bookmark: _78rmkkd3pqga][bookmark: _Toc167205691]7. Reflective writing
Placement experience contributed profoundly to my professional development. As an intern at Holiday Inn Derby Riverlights, I have gained invaluable experience through continuous learning and participation in tasks to provide guests with authentic experiences. The placement journey significantly enhanced my knowledge and skills regarding guest expectations addressing, effective hospitality management, and providing exceptional customer service. The placement experiences as an intern at Holiday Inn Derby Riverlights, with valuable practical tasks not only developed my knowledge of hospitality management from guest services to operational strategies but also enhanced my vocational skills related to this, opening the door for my career path and professional development. In terms of effectively evaluating my gained placement experience, I intend to reflect by applying Kolb's reflective cycle model as a framework for reflection. As per the statement of Watson et al. (2019), Kolb's reflective cycle is a four-stage approach that with the assistance of four stages facilitates reflecting on experiences in terms of learning from experiences to enhance knowledge and performance.
[image: ]
Figure 12: Kolb's reflective cycle 
(Source: Watson et al. 2019)
The above figure demonstrates four stages of Kolb's reflective cycle. Each of the stages below I applied to evaluate my gained experience from the placement to facilitate learning. 
Concrete Experience
As an intern at Holiday Inn Derby Riverlights, with fresh energy and a learning mindset, I observed, learned, and exercised, how to welcome guests with a warm gesture, handle check-ins, resolve guest inquiries, and manage customer expectations effectively. As per the observation by Losekoot et al. (2018), in a hotel management internship, an intern can effectively learn the vocational skills required for this field. Throughout my placement, I have experienced and learned that a productive interaction with guests is significantly important to facilities guests with exceptional services as well as addressing their expectations. From check-in to check-out, I have learned how interaction plays a significant role and at the same time, I witnessed firsthand the importance of exceptional customer service. 
As stated by GOELTOM et al. (2020), excellent customer series drives the performance of the company and improves employee morale. It is essential to highlight, that during my placement, I just not only improved my management aspect but also gained experience in operational aspects. The operation aspects that I have learned are housekeeping, presenting room as well as food with etiquette and authenticity, and detail in maintaining clean and comfortable rooms. Apart from all of these, in terms of understanding coordination that is needed in terms of serving a large number of guests, I work with the kitchen team. Therefore, from this, it is clear that as an intern at Holiday Inn Derby-Riverlights, I gained experience in a wide range of services within hotel management including management and operations. During my placement, I also proved my learned management and operation capabilities. One day, a guest arrived late at night and the guest was frustrated due to the long hours of the journey which made the guest mix up the reservation. With my learned knowledge and skills to effectively interact with guests and resolve guest problems, I resolved the issues, by firstly understanding their needs and the role of the mixing up.
Reflective Observation
During my placement, in terms of doing a different task, I have learned that vocational skills that one requires in working in hotel management are adaptability, problem-solving teamwork, communication, time management, and emotional intelligence. Throughout my internship, I faced a different situation in which I felt the adaptability skills were required to address unexpected situations including problems on check-ins or check-out, resolute conflict among guests in their reservation, technical glitches in the reservation system, and others. 
As stated by Li (2022), adaptability skills help to handle unexpected situations by allowing flexibility and staying calm. On the other hand, in doing tasks resolving guest inquiries and operational issues, I found the importance of problem-solving skills. Besides, providing operational efficiency to ensure effective housekeeping, presenting room as well as food, and maintenance, I understood the importance of teamwork. As per the notion of Andriani et al. (2024), teamwork ensures collaborative work which allows for better operations. On the other hand, communication is the key to serving customers effectively (Francis et al. 2020). I observed that effective interaction with guests allows for the delivery of better services improves guest engagement and overall helps to address guest requirements. In terms of balancing guest requests, administrative tasks, and others, managing time is significantly essential, which I have experienced throughout my placement. I feel that by having emotional intelligence, guest expectations can be addressed as it allows staff to understand customer requirements along with their cultural sensitivity. 
 Abstract Conceptualization
Through the experience of the placement, I learned a set of knowledge and skills on hotel management operations and management aspects. The skills I have learned as well as enhanced include adaptability, customer service experience skills, maintenance of room and food with equities skills, problem-solving teamwork, communication, time management, and emotional intelligence. On the other hand, I have gained knowledge on how to welcome guests with a warm gesture, handle check-ins, and the hotel's strategic objectives, resolve guest inquiries, manage operations, and manage customer expectations effectively. These set of skills and knowledge enrich my experiences driving me to provide service excellence and meet diverse expectations. However, I realized to stay relevant in hotel management work continuous learning essential. 
Active Experimentation
The placement gained experience that assisted me with learned mentioned skills and knowledge that drive my professional development. I intend to enhance my skills and knowledge through continuous learning and exercising in real-time scenarios. However, in the future in serving hotel management, I will apply these skills and knowledge to ensure my professional success and career path development. These skills and knowledge, personally broaden my perspectives and capabilities. Therefore, my internship at Holiday Inn Derby Riverlights was valuable and allowed me in the future to develop a passion for delivering exceptional guest experiences by addressing guests’ expectations.
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